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WHY CABIN CREW PLAYS AN IMPORTANT ROLE
IN OPERATING THE FLIGHT
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WHY CABIN CREW PLAYS AN IMPORTANT ROLE

IN OPERATING THE FLIGHT

e Cabin Crew are a vital part of commercial aviation for a number of
reasons.

* Their role is to provide a high standard of customer care, but equally,
they are responsible for ensuring that all the passengers are safe and
secure before, during and after a flight.



* Preflight briefings about the flight, passengers and schedule

* Performing pre-flight checks to ensure that security equipment is
working properly and that the plane is stocked with enough food and
beverages for the duration of the flight

* Greeting passengers as they board and directing them to their seats.

* Making sure that passengers are aware of safety procedures and
demonstrating how to use emergency equipment

* Ensuring hand luggage is securely stowed



* Making announcements on behalf of the captain, boarding
announcements and announcements throughout the flight in several
languages

 Service food and drinks as part of the service on board

* Performing first aid if necessary

* Ensuring that passengers follow safety procedures in an emergency
* Making sure that passengers leave the plane safely

 Completing flight report after the journey



e 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, flight attendants or Cabin Crew have to
take everything very seriously since they are the responsible for the

well-being of the passengers and the fellow crew.



* Even though training is different in every airline, flight attendants 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. That is why the Cabin Crew role is an
essential role in operating a flight.



How to manage tricky situations



Keep it on the down-low

* If a passenger raises a concern or looks as if they’re about to cause a

scene, respond in a calm, quiet manner.

* Sometimes all it takes is a simple request from Cabin Crew to stop a
certain behaviour and there’s nothing more counterproductive than
embarrassing or provoking an upset passenger. It could just escalate

the problem.



Switch it up

* |f there is an issue that might be resolved by moving passengers, it’s always

worth considering.

* |If there are lots of empty seats on a flight it’s the simplest solution to

ensure a fuss-free, happy flight.

 Some people might prefer not to sit next to young children, or may be
frustrated at being constrained by the person in front reclining their seat.

Switch their seats, if possible.



Use distraction

 When applying or training to be Cabin Crew, you’ll participate in lots of
different role-play scenarios. A good technique when dealing with
customers is to distract them. If they’re grumbling about the in-flight menu
or not being able to stow their baggage directly above them, apologize and

steer the conversation on.

e Ask them about their travel plans, or recommend something to watch on
the in-flight entertainment system (if there is onel!). It may not always

work, but keeping communication friendly is key.



Talk to a colleague

* A problem shared is a problem halved. If you’ve only recently begun your
Cabin Crew career, you might not always be sure what to do. Ask a

colleague for advice.

* On the other hand, you’re bound to sometimes get passengers who are
just really annoying! Take a deep breath, deal with their query or
complaint, and then by all means go and vent to a colleague. They’ll

understand and may want to let off steam too



Show compassion

* Nervous fliers are a common occurrence. The most important thing is to
acknowledge their fears and empathize. Explain that it’s your job to keep
them safe, and reassure them that flights operate according to strict safety

checks.

* Anxiety can manifest itself as aggression or frustration so it’s essential that

Cabin Crew are compassionate and equipped to handle difficult emotions.



Stop serving alcohol

* Intoxicated passengers are something all Cabin Crew face from time
to time. Whether it’s a bunch of friends a bit too keen to start their
wild holiday or an apprehensive traveller, sometimes people

overindulge.

* Drunk and disorderly behaviour during a flight is unacceptable and
you’re within your rights to refuse to serve alcohol to anyone visibly

intoxicated. Maintain your composure and stay polite but firm.



Answer questions

e Conflict can arise if passengers are stressed due to delays or

cancellations disrupting their travel plans.

* If this is the case, you can offer helpful advice about what to do at the
airport after landing. Don’t forget that you may be used to life in the

skies but not everyone is a frequent flier!



Be kind to parents

* Flying with young children can be stressful — for parents, people seated nearby and for
Cabin Crew! Airline policies may differ slightly but there are small kindnesses you can
carry out that will mean the world to exhausted parents. For example, you could offer to
heat up baby bottles in a jug of hot water or lend an extra pair of hands if a solo parent

needs to use the toilet.

* Sometimes people are flying for the first time with kids in tow and don’t want to bother
Cabin Crew. If children are distressed, ask if there is anything you can help with.
Sometimes, just a friendly smile is a reassuring comfort to a parent struggling to maintain

their composure.



It all else fails, notity the cockpit

* |f you’'ve used every trick up your sleeve and passengers are refusing to
calm down, you may be left with no other option but to notify the cockpit.
Pilots can request to offload disruptive passengers before take-off if they’'re

displaying aggressive or threatening behaviour.

* Alternatively, if a passenger becomes excessively unruly during a flight,
pilots can inform police who will be waiting at the destination airport to

deal with the problem flier before disembarkation.



Wisdom comes from experience

* Although it might seem daunting at first, handling problem scenarios
is something that will come naturally as you gain more experience

and you’ll be able to take it all in your stride.
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. Teaviala filelsrvaasnaaniiala (Coronary Heart Disease) wisa lsavinlaquimnan
(Congestive heart failure)

dsnuaniavaannaniala (Coronary artery bypass grafting)

3. Tsnannwsulatings (Hypertension)

4. Uadudengasulunaesidensn (Venous thrombosis) utaily 2 Usziamn fe
4.1 nmazdudengasiluaesidensi (Deep Vein Thrombosis)

4.2 navandangasululan (Pulmonary Embolism)

lsavta (Asthma)
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Tsmtlangariugass (Chronic obstructive pulmonary disease)
Tsmanirludavtianuilan (Pneumothorax)
lsafsite (Infectious disease)
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Isananniaananss (Cerebrovascular disease)
10. Tsrandn (Epilepsy)

11. sala¥imans (Anemia)

12. saiwununnu (Diabetes)

13. Tsannvamiaa (Psychiatric disorders)

14. {ilaaringm (Surgery Patient)
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 fever

 cold

e cancer

* dengue fever
* measles

* heart disease
e allergy

* sinusitis

e depression

el

l9AnIn
TeANZLIN
Tspldiaanaen
T9miin
T9Anala
Tenniuw
Tsmlsiaaniay
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* Hordeolum/Stye

asthmatic

mumps
diphtheria
tetanus
chicken pox
tuberculosis
Insomnia
eyestrain
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constipation AINIINBIEN
heartburn ANNIINLAEIALLLYIBN
dehydration AINN9UNAUITANTINE

nauseous annnspaLld
vomit ALREIU
sore throat AINIILALIAR
phlegm ANTHLANTY
hiccup AIN1TALAN
toothache a1n17amARL
stuffy nose AINNIARNAYN
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* nose bleed AINNTABANILAN [11a

e cough 21N"9 18

* runny nose 1y la

* sprain AINNIARR, AINITUNAY

* blister LHATNDY

* burn ueafiRaan v sietinfasaan
* bruise R e

e purulent Ll



crick
athlete’s foot
Fracture
misshapen
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At the immigration (dialogue)

ttps://www.audioenglish.org/english-

earning/english dialogue air travel passport control 2.htm

nttps://www.audioenglish.org/english-

earning/english dialogue air travel reservations airline 2.htm

Nttps://www.audioenglish.org/english-

earning/english dialogue air travel flisht confirmation 1.htm
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https://www.audioenglish.org/english-learning/english_dialogue_air_travel_reservations_airline_2.htm
https://www.audioenglish.org/english-learning/english_dialogue_air_travel_flight_confirmation_1.htm
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Korean Air (KE) TniZaauas
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SWISS International Airline (SR
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SWISS International Airline (SR)
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Turkish Airlines (TK) ananisiiugsn
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British Airways (BA) usaguasios
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British Airways(BA) usftuasias
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Singapore Airlines (SQ) denldsues
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Malaysia Airlines (MHA) g@1an19tiu
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Iran Air (IR)8usuues
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Asiana Airlines (OZ) wimaiin waslad
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Hong Kong Airlines (HX)
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Ethiopian Airlines (ET) o3 ledlowes
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Ethiopian Airlines (ET) o3 ledlowes
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Aeroflot (SU) ualsnass
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Cambodla Airways (KR)




Philippine Airlines (PR)
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Vietnam Airlines (VN)
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KLM (KL) spuoaidu
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Nepal Airline (RA) mihaues lay




Pakistan International Airlines (PK)
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Myanmar Airways International
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Dolphin and Whale Watching Cruises




Whale Watching




Canoe & Kayak




Jet Boat Ride
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Jet Boat

Ride







Lake Cruise




Rafting Tour




lcebreaker Cruise Tour
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Quad Bike ATV Tour




Quad Bike ATV Tour




Snow Quad Bike Tour







Dog Sledding in Rovaniemi




Sand Dune Adventures




Bicycle Tour
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Horse Treks




Trekking
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Off Road Driving Adventure
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Caving Adventure Tour
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Cave Tour & Glacier Hike




Cave Tour & Glacier Hike
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Canyoning Waterfall Rappelling




Canyoning Waterfall Rappelling




Air activities




Hot Air Ballooning Tour




Hot Air Ballooning Tour




Aerobatics Flying
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Scenic Flights




Paragliding and Hang Gliding




Paragliding




Hang Gliding




Bungy Jump




Bridge Climb Sydney, Australia













Fruit Picking Tour
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Winery Tour with Wine Tasting
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Plan your wine
tasting tour from
Sydney




Winery Tour with Wine Tasting




Winery Tour with Wine Tasting




Hunter Valley Wine, Gin, and
Cheese Tasting Tour




g Mai Cooking Classes
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In Case of
Emergencies

» Unexpected incidents
may occur to tourists
no matter how hard
they try to avoid.

e [f you can help them at
the scene, please do.
Otherwise you have to

refer it to responsible
persons.




Medical Emergencies

e Call an ambulance!

| need a doctor

e There's been an -
accident

» Please hurry

* Does anyone know
how to do a CPR?




Medical Emergencies

e’'s not breathing
e’'s burnt himself. @
e’s cut himself. He =

can’t breathe

I’'m having trouble
breathing
| am choking




Crime

e Call the Police!

e Something has been
stolen

e There’s been a theft/
burglary

e Stop! Thief!
e |I'd like to report a theft
* My car’s been broken into

* I've been mugged/ I've
been attacked




Other emergencies

e I'm lost
We don’'t know where we are
We've forgotten where we are
staying
I've forgotten the name of my hotel
I've lost my wallet/purse/keys
I've locked myself out (of my
house/car)
| can’t find my keys
| can’t get into my room




What do we say?

e Excuse me, Sir/Maam, is there
anything | can help?

* Would you like me you help you
with...... ?

e Don’t worry, | think you can solve this
problem by

e I'm so sorry. This is beyond my
capability, | think it might be useful to
call/contact............... ?




Usz Teamornvosnvenlsdmsudsniseiaau 14

* How can | help you?
 What is the problem?
 What can | do for you?



q02 15 1Weteahedlves Tsun

* Do you have a fever? pniildvzaly

 How long have you been sick? thaunwinlsuaa/ldaunaundu
LAY

e Have you taken any medications? laniuanazlsuntsizaidan
* Are you allergic to any medications? aniunenazlsinglus

* Let me examine you. 1aunaniiaguias

* Did you get hurt? aauduluw

* How do you feel now? mewiiddnetnals

* Let me feel your pulse. sainmnasniias
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* | have a headache. duiania
* | have a fever. auduld

* | feel dizzy. quiannauin

| have a cold. dwiuudn

* | have a sore throat. 4wauns
* | have a cough. dutainisle

* | have a runny nose. fufiin
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* | have an earache. dwauy

* | have a sore eye. quinm

* | have a toothache. duilanaiu

* My back hurts. duiananas

* | have a stomachache. duilniias

* |'ve got pain in my chest. duiduniiian
* |'ve got diarrhea. auvinssas

* | have been throwing up. dua1iaeu




ANTIBIOTIC
OINTMENT
1

FIRST AID |

1+

18\
\Jé

In Case of Emergencies
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Accident

e Alcohol LAANDERR
 Ambulance IONYILNG

* Bite e

* Blind spot qALDA, AL
* Brake 119N

* Breath Test ngaanme’la

* Breathalyzer Test uldauaaneasas
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SAFETY AND EMERGENCY PROCEDURES




Emergency or Abnormal Situation

* An emergency situation is one in which the safety
of the aircraft or of persons on board or on the
ground is endangered for any reason.

* An abnormal situation is one in which it is no
longer possible to continue the flight using normal
procedures but the safety of the aircraft or persons
on board or on the ground is not in danger.

* Emergency or abnormal situations may develop as
a result of one or more factors within or outside an
aircraft, for example:



Emergency or Abnormal Situation

* Fire on board the aircraft

 Aircraft component failure or malfunction (e.g. engine
failure, landing gear malfunction or loss of pressurization)

» Shortage of fuel (or other essential consumable substance)
* Flight crew uncertain of position

* Worsening weather

* Pilot incapacitation (e.g. as a result of illness)

 Aircraft damage (e.g. as a result of collision, bird strike or
extreme weather

* |llegal activity (e.g. bomb-threat, willful damage or hi-
jacking)



Exploding phone charger caused a fire
on board of a China Southern Airlines plane




Airbus A380 Engine Failure




Boeing 777 Engine Failure




Airbus A320 Emergency landing
with Landing Gear Failure




Loss of Cabin Pressurization




Jet fuel shortage may cause delays,
cancellations
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Worsening Weather




40 flights including PM's aircraft diverted due
to bad weather in Delhi




Pilot Incapacitation

What if the pilot DIES?
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Aircraft damage: Alaska Airline
Emergency door explodes




Plane Catches Fire At Japan's Tokyo Airport
After Collision With Coast Guard Jet, 5 Dead
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Emergency or Abnormal Situation

* An emergency or abnormal situation may result in
it being impossible to continue the flight to
destination as planned, resulting in one or more of
the following outcomes:

* Loss of altitude nvsgruidassiuninugs

* Diversion to a nearby aerodrome i Due to this

weather, we're being diverted to the closest airport
that's not snowed in

* Forced landing.



COURSE DESCRIPTION

e The course has theoretical lectures in the

classroom and practical training in specific facilities

for water drill, fire and smoke hands-on training.

 All safety and emergency procedures will be

covered in a tailor-made course for each aircraft

type.



The course aims to give proficiency on the handling of:

* Doors and Slides

* Breathing masks, smoke hoods

* Live rafts and survival kits

* Lifejackets and other floating devices

* Fire extinguishers

* Fire axe and crowbars

* Emergency lighting and torch

* Megaphone

* Hand Flares and emergency flashlights

* First aid kit and emergency medical equipment
Other emergency equipment aircraft specific.



The course aims to give proficiency on the handling of:

e Theoretical instruction: 07h

* Practical Training: 03h (Water drill, firefighting and
smoke drill)



DAY 1

» Definition of emergency

* Emergency Briefing

* Life jackets

* Breathing equipment

» Effects of smoking in closed areas
* Hypoxia nmnzaimaandiau

* Location and use of all emergency equipment on board



DAY 1

Equipment for fire fighting

Safety Procedures

* Lopa

* Emergency exits, slide rafts

Handling of very lights

Survival in the sea, polar regions, desert and jungle.
Ditching procedures



DAY 2 — Only for the Initial Course

* Fire fighting
e Orientation in a smoke environment
e \Water drill



Aviation Survival & Wet Drills
Flight crew initial and recurrent training







Cabin Crew Training Wet Drills Water Ditching
for Emergency & Safety Aircraft Procedures
Survival




Emirates Crew Training




Emirates Crew Training
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How Do Aircraft Life Jackets Work?
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: Fasten seat beit while seated
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u { /fe vest under your seat o




How Do Aircraft Life Jackets Work?




Life Rafts For Aviation & Marine Uses




Commercial Aviation Life Rafts




Evacuation slide
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Emergency oxygen system




Emergency oxygen system
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qniaw (SEP: Safety Emergency Procedures) wuiu

* msHndansumasNanamgnsaliwludluesasdiv (Evacuation

Drill)

* nsindanwailnlszamiadvdnuazilsepaniaulunsiitnflazna
qniaw (Door Drill)

* nsiniiauazdiedinlunsiiTasaangniauuuiay (Water /

Ditching Drill)

e nstanaananarasiuinaldalas (Slide Drill)



OUTNAUATUANNFUAWITNIIU

* TnefnuunnangmsauANaansitasluanuadulunistinetsy
(Training Need) sayppaaasntineaunau

* pangaraTattauazaNlaansia (OHS)

* nangns Safety Management System & Emergency
Response Plan (SMS&ERP)

* uangmrausntladunyeel (Human Factors)

* Fusuntineulfifnisaiuasn NENIUNIANL UATUANEATNITALITH
aunasdusu (Basic Firefighting)
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LOPA (Location of Passenger Accommodations)
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LOPA (Location of Passenger Accommodations)

* Location of Passenger Accommodations (LOPA) fluununiinig
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Mlmiinewdeust gae (Galleys) sesqen (Lavatories) gifiudunisy s
waaiuszudneduimis ailnsailsds (Emergency Equipment) «a

v
o

* yungnanaziaue  “Baseline Layout” Iiananisiiulafansunuazdnyi

LOPA fanysninasansinisiiv



LOPA (Location of Passenger Accommodations)
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LOPA (Location of Passenger Accommodations)
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LOPA (Location of Passenger Accommodations)
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LOPA (Location of Passenger Accommodations)
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SAFETY AND EMERGENCY PROCEDURES




Emergency or Abnormal Situation

* An emergency situation is one in which the safety
of the aircraft or of persons on board or on the
ground is endangered for any reason.

* An abnormal situation is one in which it is no
longer possible to continue the flight using normal
procedures but the safety of the aircraft or persons
on board or on the ground is not in danger.

* Emergency or abnormal situations may develop as
a result of one or more factors within or outside an
aircraft, for example:



Emergency or Abnormal Situation

* Fire on board the aircraft

 Aircraft component failure or malfunction (e.g. engine
failure, landing gear malfunction or loss of pressurization)

» Shortage of fuel (or other essential consumable substance)
* Flight crew uncertain of position

* Worsening weather

* Pilot incapacitation (e.g. as a result of illness)

 Aircraft damage (e.g. as a result of collision, bird strike or
extreme weather

* |llegal activity (e.g. bomb-threat, willful damage or hi-
jacking)



Exploding phone charger caused a fire
on board of a China Southern Airlines plane




Airbus A380 Engine Failure




Boeing 777 Engine Failure




Airbus A320 Emergency landing
with Landing Gear Failure




Loss of Cabin Pressurization




Jet fuel shortage may cause delays,
cancellations

i HAPPENING £3V
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Worsening Weather




40 flights including PM's aircraft diverted due
to bad weather in Delhi




Pilot Incapacitation

What if the pilot DIES?

r
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Aircraft damage: Alaska Airline
Emergency door explodes




Plane Catches Fire At Japan's Tokyo Airport
After Collision With Coast Guard Jet, 5 Dead
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Hi-Jacking




Emergency or Abnormal Situation

* An emergency or abnormal situation may result in
it being impossible to continue the flight to
destination as planned, resulting in one or more of
the following outcomes:

* Loss of altitude nvsgruidassiuninugs

* Diversion to a nearby aerodrome i Due to this

weather, we're being diverted to the closest airport
that's not snowed in

* Forced landing.



COURSE DESCRIPTION

e The course has theoretical lectures in the

classroom and practical training in specific facilities

for water drill, fire and smoke hands-on training.

 All safety and emergency procedures will be

covered in a tailor-made course for each aircraft

type.



The course aims to give proficiency on the handling of:

* Doors and Slides

* Breathing masks, smoke hoods

* Live rafts and survival kits

* Lifejackets and other floating devices

* Fire extinguishers

* Fire axe and crowbars

* Emergency lighting and torch

* Megaphone

* Hand Flares and emergency flashlights

* First aid kit and emergency medical equipment
Other emergency equipment aircraft specific.



The course aims to give proficiency on the handling of:

e Theoretical instruction: 07h

* Practical Training: 03h (Water drill, firefighting and
smoke drill)



DAY 1

» Definition of emergency

* Emergency Briefing

* Life jackets

* Breathing equipment

» Effects of smoking in closed areas
* Hypoxia nmnzaimaandiau

* Location and use of all emergency equipment on board



DAY 1

Equipment for fire fighting

Safety Procedures

* Lopa

* Emergency exits, slide rafts

Handling of very lights

Survival in the sea, polar regions, desert and jungle.
Ditching procedures



DAY 2 — Only for the Initial Course

* Fire fighting
e Orientation in a smoke environment
e \Water drill



Aviation Survival & Wet Drills
Flight crew initial and recurrent training







Cabin Crew Training Wet Drills Water Ditching
for Emergency & Safety Aircraft Procedures
Survival




Emirates Crew Training




Emirates Crew Training
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How Do Aircraft Life Jackets Work?
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: Fasten seat beit while seated

[——————

u { /fe vest under your seat o




How Do Aircraft Life Jackets Work?




Life Rafts For Aviation & Marine Uses




Commercial Aviation Life Rafts




Evacuation slide
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Aircraft fire extinguisher
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Emergency oxygen system




Emergency oxygen system




98]
-
(©
O
=
O
-
O
-
-
(O
0,
X
(©
QL
=
LL




A d' o Y= W= oY d' a
g manazin lvirInnudasans tismnatme

ANAUVUIATOITU




Wing Hooks

* gunsniduLan 7 Anagmsalln
di a dgj = v o -2 = dl
LATAYLUN WlAd1usugaLngn

dl9/ Y o =| dJ 1
AraandaglifuLldan 4919
UszaasAaflnaansnsadiau

=\ =\ a
aanuuuiin lunsiiasanngniau
TUUANFRIN N TANENAUAA AN

Uszganiaunstnpzasiiv




® ANUNINULFUNTNFLULISTNF
(Federal Aviation
Aqlminids:grgtion”— FAA
NUILNTUNTURATBLAIUNITLL
WNTIRAUBIANITFALNTNN) LL@;:ﬁﬂ
vantilazin Tanuun liezeaiiv
NNAFasH “191” Anldlnaniaes
s ivaldlunstigniausing - i
Aawe Wil



Q/

NIUaTIszannmu

. Lﬁ'm‘ﬁmmmm@u ACHE R K
aannilszggniau @ﬂL’j“M‘“
mmmhmwﬂ@vﬂmmmﬂ
1l launan viralawdanann
WRNITadgaNule mev@m?@mm
ﬂ@ﬂmmsﬂmmﬂm@ﬂ@mLm@q

aginatlugzitey

© Shutterstock / kryzhov



d' A o0
silamasuaa

dl = o (% 6’d9/Q £

* yngATasaridnyaneniifald
nawinnIsdiuynAgnisassFas
indryanenditiusinnmianieli
TnanutniAzasdu iWalfangl
gniauniiuazliAuNIgUAY
% 7 1 a 4341 =
funmladradrtsioniaatin
ATaNdU WAAYINNN9RAIIAdaLl
AANRALNENINATULTIOULIN

© Shutterstock / leungchopan



Cooper vanes vss Dan Cooper 58 DB Cooper

v
v @A

* ywpnizanin Dan Cooper
viza DB Cooper fnagjfuuen
mlmmuu Tuanig ﬂﬂmm@\mu
Tudg 727 mﬂﬂammwmmmﬂm
mmmimmm@quuﬂmqmmﬂ LAY
waLniinelnnsugmn et
n.A.1972 Cooper vanes as
doe i lsianunsaideszgietedu
1ﬁmwmzv‘f'}m?ﬁuﬂ@jﬁum




TATINIAN

* Tnavinlduaaaragtiuniigeiasi
wipinangzan 3 fulsenuriveg)
Tnedunatfniuiasineansay
Taariulaliglnaansnszunnid
lnensemndunans uagnszan
ANLAN bH AIUNTEANTUNANAZH
7 uariTegigesaIniAnt Ineg
MTINTZANUAZTIETN I AN AL
seydenielviadlneansiaznnu
WAN ANNAEILNUNBLWEN

FILATENAINTDFLUIAUATN

AEUBNLATE LAY




APU w35e Auxiliary Power Unit

* APU saunann Auxiliary
Power Unit
* gnFnseiauatineATasiu
o o
(mqmi%lmqm@u@@ﬂm) 11114
LATANYUALANAUNALAN A5
NAMWINRT ez e nAAINAY
d” dl a ddl 1 V2
49 aetATasiulunsunlilasn
A - A M v o
Arasgusvira ldlgdaudanann
qinsniniAnu




o BT

o Whnfuiifeunnindasduiiasiu
Uaanyus winsdaiatiuniae
yuzatiinainiedin iatleaiuaun
AENALYMZAE ] azsavidi gyl
WaguaieiuyiTasiniasnana
yinlnialnanndls wlauiy
winnsadaasarenisiv Verig Tuil
W.A.2516 MATasliupfedadaen
QNIAULEANANNALTINAUYWTANEN
Tasnudnfinwgnluiasineans ua
AD NEALTIAAINUINNIZUNNDN 123
AL



% 9y v o Y v Aa
@Uﬁﬂﬁﬂﬂ’g@]iﬂWHﬂ’ﬂNﬂﬂ@ﬂﬂﬂﬁ?ﬁﬁﬂuﬂﬂu

~
Ao aniae

¢ mdﬂﬂﬂ G]’]ll‘il'ﬂ‘]_l\‘i ﬂmmmummm?uuwaL?fauLm\‘iﬂ?wm Alne i
mﬂ@mmiﬁlmwﬂu INAANNLaBANE LL@”ﬂ’]’j‘ﬂ{]']_Iﬁ] HaLne mmrmm

qniaw (SEP: Safety Emergency Procedures) wuiu

* msHndansumasNanamgnsaliwludluesasdiv (Evacuation

Drill)

* nsindanwailnlszamiadvdnuazilsepaniaulunsiitnflazna
qniaw (Door Drill)

* nsiniiauazdiedinlunsiiTasaangniauuuiay (Water /

Ditching Drill)

e nstanaananarasiuinaldalas (Slide Drill)



OUTNAUATUANNFUAWITNIIU

* TnefnuunnangmsauANaansitasluanuadulunistinetsy
(Training Need) sayppaaasntineaunau

* pangaraTattauazaNlaansia (OHS)

* nangns Safety Management System & Emergency
Response Plan (SMS&ERP)

* uangmrausntladunyeel (Human Factors)

* Fusuntineulfifnisaiuasn NENIUNIANL UATUANEATNITALITH
aunasdusu (Basic Firefighting)
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LOPA (Location of Passenger Accommodations)
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LOPA (Location of Passenger Accommodations)
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LOPA (Location of Passenger Accommodations)
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LOPA (Location of Passenger Accommodations)
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LOPA (Location of Passenger Accommodations)
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LOPA (Location of Passenger Accommodations)
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Tuas Ubosot, Buddhist Sanctuary
Ordination Hall




wanil Pavilion; Temporary Shed
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agi Shrine, Stupa
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volas Hall for keeping the scriptures
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vieszaly Belfry, Bell Tower




weaauud Chanting hall, Hall for

daily meeting and chanting
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NITUNTIS
Pay respect to the Buddha Image




Wawmend Listen to a sermon
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TUNTNNNGE
Receive blessings from
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Buddhist Monk Blessing




UanosuusIAngg
Put gold leaf onto the Buddha Image




nsiaul  Pour water
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Thai Culture Vocabulary

* aaumns Buddhism

* wnsAatinm Buddhist

* 131a1914 Abbot

* wezavsl Monk

* a1:us Novice

* vury Make merit, Do merit
* 13a7a Donate

* Jyinu 13anAniu Give alms



Thai Culture Vocabulary

* Fa 5 5 precepts

e snums  To offer food to the monks/ to give alms to
the monks

* fnusnge  Invite a monk

* qpq1 Light the incense sticks

* oz Light a candle

* 1anzun Uanzilan  Release the birds, Release the fish



Thai Culture Vocabulary

* Incense stick g1l

* Incense burner nszansgil

e Sacred dnaans

e Ceremonial thread  ane@nyayd
e Chant  aqmuus

e Sermon Al



The Temple of the Emerald Buddha
and the Grand Palace Vocabularies




Janszun

Temple of the Emerald Buddha




Thai Culture Vocabulary

* It is Thailand's most important and sacred temple.
s f'i”mwmﬁqﬁ@dﬁLﬂuﬁmﬁﬁﬁﬁmLLmﬁTﬂZw‘ﬁrﬁzﬂmmﬂizmﬁ%ﬂ

* The temple is built in Rattanakosin style

. f‘j’mmzLﬁqgﬂm?f]q?ﬁuslua”l,m@‘S"mu‘tﬂﬁumf

* |t was built in 1782.

* danszuiagnaineanlull a.a. 1782

 Itis close to the Grand Palace and Wat Pho

* aglnariunszusnm s aiaazdning



Thai Culture Vocabulary

* The Emerald Buddha, is a dark green statue.
* wozuialunsennoglAmaads

* It isin a meditating form.

. W?ZLLﬁQN?ﬂm&uLﬂuW?ZWWﬁgﬂﬂNmNﬁ

* The statue is made from Jade.

. Wazwwﬁgﬂqﬂm%ﬁumnmﬂ

* It is about 66 centimetres tall

* HPNgILlsei 66 IFURLNAT



Thai Culture Vocabulary

* It is within the grounds of the Grand Palace

* JansTunneg UUANITIITIIUIBINTTLINUII TN

* no short pants or short skirts

Y > >
® FNAINNINNNUNALVTaNTL 1L 794U

* It’s opened from 8.30 am to 3.30 pm

* Tanszunatle WidNTuFA9LELNan 8.30 - 15.30 .
* The entrance fee is 500 THB

* AT 500 LN



Thai Culture Vocabulary

e You can rent an audio guide for 200 THB.

* gruanNsagilnsaidmsunisdaiesussanlausian 200 U

* Later you can visit the Grand Palace.

* ANUUAMAINIIDEENTNNIZ TN TS LA
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a93n Lacquered
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Thai Gold-Leaf Paint
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the Grand Palace
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Stone Ballast sutmn
Granite Stone Statue
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Ruesl Datton

* Ruesi Datton is an aspect of traditional spiritual
healing art and culture. It consists of breathing
exercises, self-stretches, self-massage, acupressure,
dynamic exercises and meditation. Reusi Datton is a
method for treating oneself and maintaining one's

own physical and mental health.



Thai Culture Vocabulary

* Relics WILE16)

* Worship  y1 dnnsy

* The Lord Buddha wsznnaid
* Blessing s

* Karma nga

* Precept #a

* Tile nszies

* Mosaic nsziesluign

* Contorting hermit g&dnnu



Thai Culture Vocabulary

* Altar WYL

* Threshold RN 1ER)

* Monastery LUAFIHNIING
* Enshrine UsehiEgu
* Tie beam ol

* Slab marker stone luiaun
* Double-slab marker stone luiaung

* Cloister B2 AR,



Thai Culture Vocabulary

* Boundary wall

AN

 White nine-tiered Chatra \amans

* The inner court
* The middle court

* The outer court
* Royal bedchamber
e Corridors

W?zmsﬁngﬁ’ﬂu
wazmﬁﬁgmﬁﬁ”uﬂmq
waz?wgmsﬁ’uu@ﬂ
v

UANLITINN

NINALEANANATT, HAUNTTAU



Thai Culture Vocabulary

* lindim = temple boy

o idaesneravasc = amulet

* wszrsns = small Buddha image used as amulet
* saamsznnsum = Buddha’s footprint

* yamswsy = alms bowl

* a1a@nyau = sacred cord

* naunsz/ludnsy = pay respect to (the monk / the
Buddha image)



Thai Culture Vocabulary

* danas (Luasrng) = put gold leaf onto (The Buddha
image/ The Buddha statue)/ to gild

« nsamiin = pour water of dedication/ to make a libation
* qpg1l = light the incense sticks
* apmau = light the candle



White tiered umbrella of kingship
White nine-tiered umbrella wanns
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Pedgstal UNU

TIUFNY (NAINTENNT 1)
Plaster base of a Buddha Image
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Pedestal UNY
UGN (‘Tfiéi’ﬂwi Wn5y1)
Plaster base of a Buddha Image
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a19819mM3 191l52 Tonnna

* Please take off your shoes. = nsannansasin

* Please wear pants that cover the knees. =

1 dl I
¢ ﬂ?MWi@ﬂWQLﬂQVlﬂQNLsﬂ'}

* This stupa is 100 years old. = mﬁa”ﬁﬁmq 100 1



a19819mM3 191l52 Tonnna

* This Buddha image had been lacquered and gilded

in gold. = wseymagtasriignasintlanas

* These oil paintings on the wall illustrated the

chapter of the ten incarnations of the Lord Buddha.

= sUaauul NN uAA9IEa9T 19 IRIN AT AT AN



a19819mM3 191l52 Tonnna

* The ashes of King Rama | are kept under the top

pedestal. = wezusudgaesdanian 1 gnussqlingIugnT 44 1

* These Chinese stone doll were sculptures from

ballasts. = fnandiugnunzaanuiainduimn



a19819mM3 191l52 Tonnna

» After you finish your prayer, stick your incense sticks in
the incense burner. = nasnnanesgaia Wanilnglin

nszn1Ngy

* Please don’t step on the threshold. = nganastmaisusilszsg

* Please step over the threshold. = ngnunipudussiilezsg



a19819mM3 191l52 Tonnna

* The ordination hall is surrounded by the boundary

walls. = nszgluanazgnaansatAaenILNLAY

* The Emerald Buddha is enshrined on the altar in
Wat Phra Kaew. = wszuiansnailszangiuatuuwvinyanludanss

v
LT3



a19819mM3 191l52 Tonnna

e Take ... off = nan

* Can we go inside it and have a closer look?

* dnlddelunazglng lalun?

* Yes, but we have to take our shoes off before
entering.

* ASU/AY LALTNFRNDAATRINNaLLT 11



a19819mM3 191l52 Tonnna

* We can get through the side door, and leave our
shoes on the steps.

* i lildnlseaniesdefile waznansasinliniiule

 All right, | follow you.

® ANAY AUATNALY



a19819mM3 191l52 Tonnna

e Could | take pictures inside?
* dunnagldslulalun?

* Yes, | think you can.
* pfU/AY BuARIIARLTNE LA

 The Buddha image is really marvelous.
* WITNNIFLINAATTEIRT "]

e marvelous (u1F3ad4) Uniseuanala, Aaa, Belug, aede
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* And the mural paintings on the walls are quite
Impressive.

* LAZARINTTUNNNIILUNNUTERUla N ANLAYY
e impressive (funsa’ dna) Usziivla, anuasla

* |’'ve never seen such paintings before.
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Types of Alcoholic Beverages



Types of Alcoholic Beverages

* The variety of alcohol types, different brands,
and mixing ingredients is sometimes
overwhelming.

 SYRUP Magazine makes it easy for you to gain
a clear understanding of each type of alcohol
and mixing ingredient by breaking them down

to their basic classes: Spirits, Liqueurs, Wines,
Champagnes, Beers, and Mixers.







SPIRITS
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Originally distilled from fermented wheat

mash but now also made from a mash of rye,
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Absolut Vodka
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* Distilled from cane juice, or from the
scummings of the boiled juice, or from treacle
or molasses, or from the lees of former

distillations.










WHISKEY

* Distilled from grain, potatoes, etc., especially
in Scotland, Ireland, and the United States. In

the United States, whisky is generally distilled

from maize, rye, or wheat, but in Scotland and
Ireland it is often made from malted barley.




WHISKEY




TEQUILA

* An alcoholic liquor distilled from the

fermented juice of the Central American
century plant Agave Tequilana.




TEQUILA
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BRANDY

* An alcoholic liquor distilled from wine or
fermented fruit juice.




BRANDY




LIQUEURS (FLAVORED SPIRITS)

* Ligueurs are flavored spirits prepared by
infusing certain woods, fruits, or flowers, in
either water or alcohol, and adding sugar, etc.
Others are distilled from aromatic or flavoring
agents.




LIQUEURS (FLAVORED SPIRITS)




LIQUEURS (FLAVORED SPIRITS)
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 RED WINE - wine having a red color derived
from skins of dark-colored grapes.




* Any wine of a clear, transparent color,
bordering on white.

TALANGHINA
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ROSE WINE

* Pinkish table wine from red grapes whose
skins were removed after fermentation began.




ROSE WINE




CHAMPAGNE

* A sparkling white wine made from a blend of

grapes, especially Chardonnay and pinot,
produced in Champagne.




CHAMPAGNE




* A sweet or dry fortified wine flavored with

aromatic herbs and used chiefly in mixed
drinks.




BEER
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BEER




NON-ALCOHOLIC MIXERS

* WATER
*JUICE
* SPARKLING BEVERAGES

* SYRUPS
* COFFEE
*CHOCOLATE
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UNIT 1
Greeting and Welcoming Tourists
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English for Professional Tour Leader

*English on board

*English in Airport

*English in Restaurant
*English in Hotel

*English in Tourist Place
*English in Shop for Souvenir



Greeting msnnmagnm

* The action of giving a sign of welcome or
recognition.

* A polite word or sign of welcome or recognition.




welcome signs smiling and
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What is a ‘Meet and Greet’?

* A meet and greet is when you or a member of your
staff steps onto the bus to greet the guests.

* |t provides an element of great guest service and it
can help set the tone for the visit.

* It allows guests to ask questions and allows you to
reinforce highlights of your attraction.



Meet and Greet

* It makes sense to ensure that every group has a
great experience.

» Offering “Meet and Greet” services for arriving
groups is an easy way to help your attraction create
a memorable experience and encourage repeat
business.



Greeting tourist at the Airport

WELCOME TO
ISTANBUL
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Greeting tourist on the bus




Meet and Greet in 7 easy steps

1. Introduce yourself to the customer and driver.

2. Most buses have microphones behind the driver’s
seat. Use it. We are not as loud as we think and there
is no need to yell for the people in the back to hear.

3. Welcome the group. Introduce yourself. Should
always ask how many people have visited before.

4. Give a VERY brief summary of what they will be
doing during their visit.



Meet and Greet in 7 easy steps

5. Ask if there are questions and let guests know you
will be outside the bus to answer any other
guestions.

6. Explain where the bathrooms are. That is always
the first stop off the bus.

7. Exit the bus and stand nearby. Sometimes you can
lead the guests into your attraction or sometimes the
tour guide will lead.



Meet and Greet

* Good morning
* Good afternoon
* Good evening

* Morning

* Hello
* Welcome to Bangkok

* Welcome to ...

* How are you?

* How are you today Mr. Coleman?




Meet and Greet

* How are you this evening, Ms. Karen?

* How was the flight Sir?

* How was your travel, Madam?

* Can | help you with the luggage, Mr. John?
* Please, get into the bus.

e Watch your steps.

* Mind your head.

* Be careful




Meet and Greet

*|s everyone in

* On behalf of ...

* Please enjoy your holiday.
* Have a nice vacation



A tourist arrival at the Airport

e Tour guide : Good morning, Sir. Are you Mr. Brett?
* Guest : Good morning, yes | am.

* Tour guide : Welcome to Bangkok. Can | help you
with the luggage? The car is over there.

* Guest : Yes, of course, please.

e Tour guide : Would you come this way. This is our
car. Please, get in the car Mr.Brett.

* Guest : Ok. Thank you.



Meet and Greet customer




Meet and Greet customer

MR. Siddharth
‘ Raman




Meet and Greet
A group of tourists arrival
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Take tourists to the bus

* Tour guide : Good afternoon everyone.
 Tourists : Good afternoon.

* Tour guide : | am David. On behalf of Unity Tours, | would
like to welcome you all to Thailand.

* Tourists : Thank you.

* Tour guide : Our bus is coming here. Can you just put
your luggage over here. We will help you for the luggage.

* Tourists : Certainly, thank you

* Tour guide : Now please, get into the bus and watch your
steps.

* Tourists : Thank you.



Greeting, Welcoming and

Introducing Oneself

* When meeting members of a tour on arrival, a
guide performs the following activities such as
greeting, welcoming and introducing himself.

* In introducing himself, the tour guide mentions his
full name, tour operator’s name, business address
and other supporting information.

* Some examples of greeting, welcoming and
introducing one’s self are as follows



Greeting, Welcoming and

Introducing Oneself

* Good afternoon everyone. My name is ..................
On behalf of Viva Tour Agency, | would like to
welcome you all to Bangkok.

* The bus ride to your Hilton hotel takes you about
fifteen minutes.

* Right now I'd like to take a minute to familiarize you
with the area and tell a brief safety precaution.

* You have to fasten safety belts and remain seated
until we reach our destination.



Greeting, Welcoming and

Introducing Oneself

 Good morning, welcome to Bandung. | am ......... ,
your guide for this tour. I'll tell you all about the
things you will see.

* If you have any questions, you feel free to ask. It is
my job to answer your questions. All my time is free
to talk to you. Thank you



Tour Guide in the bus

* Tour guide : Hello everyone. My name is Lukas. On
behalf of Viva Tours I'd like to welcome you all to
Bangkok. Before we make a move, let me make sure
that you are all already here in the bus. Ms. Eva, Ms. ...,
and ...., Mr. Martin

* Tourists : Yes sir, | am here.
* Tour guide : Mr. Martin, is Mr. Martin here?

* Tourists : | think Martin is still in the toilet. Oh, there he
IS coming.

* Tour guide : Good, please get in Mr. Martin. | think
everyone is already in. Is that right?

* Tourists : Yes, we all are here.



Tour Guide in the bus

* Tour guide : Thank you. The bus ride to your hotel
will take about fifteen minutes. Right now I'd like to
take a minute to familiarize you with the area and
discuss some brief safety precautions.

* Firstly, | would like to ask that you remain seated
until we reach our destination and that you do not
eat or drink while on the bus.

* Secondly, please realize that it is against the law to
get drunk in public, and it is suggested not to leave
your precious personal belongings unattended.
Enjoy your vacation.






Day Tours From Bangkok

Floating Markets One Day Tou
fronr Bangkok 4 \ N

1 hour:30 minltes
®

Distance 95 KM.

Ayutthaya One Day Tour
from Bangkok

1 hour 30 minutes

[:]
Distance 77 KM.

Kanchanaburi One Day Tour
from Bangkok ~ ~ &

2 hour 40 minutes "
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Distance 143 KM. "« <+
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Khao/Yai ()‘n; Day.Tour from Bangkok

3 hour 20 minutes

Distance 193 KM.
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Floating Markets One Day Tour
from Bangkok
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Damnoen Saduak Floating Market




Maeklong Railway Market
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Ayutthaya One Day Tour
f_rom Bangkok
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Wat Chaiwatthanaram




Khao Yai One Day Tour
from Bangkok




Kanchanaburi One Day Tour
from Bangkok
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Preparing Tour ltineraries

* Itinerary is a detailed plan for a journey indicating
time and places to visit such as various historical
sites, places of cultural interest, or natural
attractions an itinerary undertaken for cultural,
educational, health, or sports purposes.




Why prepare an itinerary?

* Maximize your time. Travel itineraries ensure that
you can manage your time. ...

* Manage your expenditures. ...

* Easier and faster travel from one point to another...
* Helps in prioritizing your wants. ...

* Trip essentials are not forgotten.



How to Prepare an Itinerary

e Gather travel documents and information.

* First things, it's a good idea to round up all related
information to your upcoming trip. ...

* Open a blank document in a word processor. ...
 Divide your itinerary into sections. ...

* Drop information into sections....

* Proofread and double-check your work.
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