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DISCLAIMER

The information contained in this publication is subject to
constant review in the light of changing government
requirements and regulations.

No subscriber or other reader should act on the basis of any
such information without referring to applicable laws and
regulations and/or without taking appropriate professional
advice.

Although every effort has been made to ensure accuracy,
the International Air Transport Association shall not be held
responsible for loss or damage caused by errors, omissions,
misprints or misinterpretation of the contents hereof.

Furthermore, the International Air Transport Association
expressly disclaims all and any liability to any person,
whether a purchaser of this publication or not, in respect of
anything done or omitted, and the consequences of anything
done or omitted, by any such person in reliance on the
contents of this publication.

© International Air Transport Association. All Rights
Reserved. No part of this publication may be reproduced,
recast, reformatted or transmitted in any form by any means,
electronic or mechanical, including photocopying, recording
or any information storage and retrieval system, without the
prior written permission from:

Senior Vice President,

Safety and Flight Operations
International Air Transport Association
800 Place Victoria
P.O. Box 113
Montreal, Quebec
CANADA H4Z 1M1

© 2013 International Air Transport Association.
All rights reserved.
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FOREWO RD

Dear Colleagues,

The year 2014 marks the 100th anniversary of the first commercial flight. Throughout these one hundred
years, aviation safety has remained the top priority. Cabin operations play a critical rolesafetyeof

air transport worldwide. IATA is proud to launch this 1st Edition of the Cabin Operations Safety Best
Practices Guide.

This Guide provides operators with examples of policies and procedures for Cabin Crew in normal,
abnormal and emergency situahs which can be adapted to meet the unique requirements of their
operation. IATA is committed to updating these guidelines to provide operators with necessary
information to address emerging risks and share new best practices.

We would like to thank thee experts who provided their inputs, particularly the industry specialists from
the IATA Cabin Operations Safety Task Force (COSTF), airline experts and government bodies who have
contributed to the creation of this document.

Kevin Hiatt

Senior Vice Praent
Safety and Flight Operatis
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ABREVIATIONS

A

AdA Airlines for America

AC Advisory Circular

AIC Aircraft

ACARS gi;:roa::ti r;o;nyrztirrl;cation Addressing and

ACAS AirborneCaollision and Avoidance Systel

ADA Americans with Disabilities Act

AEA Association of European Airlines

AED Automatic External Defibrillator

AIRIMP A4A/IATA Reservations Interline Messa
Procedures Passenger (AIRIMP)

AOC Air OperatingCertificate

AO Audit Organization

APU Auxiliary Power Unit

ASR Air Safety Report

ATA Actual Time of Arrival

ATC Air Traffic Control

ATD Actual Time of Departure

AVML Asian Vegetarian Meal

B

BITE Built In Test Equipment
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BP BestPractice
BSCT Bassinet
C
CAA Civil Aviation Authority
CAIR Z:At)unsfi(rj;gal Aviation Incident Reporting
CASA Civil Aviation Safety Authority
CB Circuit Breaker
CBP Customs and Border ProtectigdS?)
CBT Computer Based Training
CCM CabinCrew Member
CDC Centre for Disease Control
CFR Code of Federal RegulatiofigSA)
COoG Chemical Oxygen Generator
CRD Child Restraint Device
CRM CrewResource Management
CRS Child Restraint System
CPR Cardio Pulmonary Resuscitation
CSR Cabin SafetiReport
CVR CockpitVoice Recorder
D
DG Dangerous Goad
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DGR IATA Dangerous Goods Regulations
DGCA Director General of Civil Aviation
DNR Donot Resuscitate
DOT Department of Transport
DTL Duty Time Limitation
DVT DeepVein Thrombosis
E
EASA European Aviation Safety Agency
EDW HectronicallyDimmableWindows
ELT Emergency Locator Transmitter
EMK Emergency Medical Kit
EOW Extended Overwater
ETD Estimated Time of Departure
EROPS Extended Range Operations
ESAN Emotional Support Animal (USA)
ETA Estimate Time of Arrival
ETOPS Extended Twin Engine Operations
=
FA Flight Attendant
FAA Federal Aviation Administration
FAK First Aid Kit
FAQ Frequently Asked Question(s)
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FAR Federal AviatiofiRegulations
FDP Flight Duty Period
FL Flight Level
FIO First Officer
FOD Foreign Object Debris

Foreign Object Damage
FREMEC CNBIjdzSyd ¢ NI @St SNX
FRMS Fatigue Risk Managemeg8ystem
G
GADM Global Aviation Data ManagemefiATA)
GM Guidance Material
GPS Global Positioning System
GPU Ground Power Unit
H
HAZMAT Hazardous Material@angerous Goods)
HF High Frequency
I
IATA International Air Transport Association
ICAO International Civil Aviatio@rganization
IFB Inflight Board
IFC Inflight Council
IFE Inflight Entertainment
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INFT Infant
INTL International
I0C IOSA Oversight Committee
IOSA IATA Operations Safety Audit
ISAS| ::;[/(—;r;?é:tr;i Society of Air Safety
ISM IOSAStandards Manual
\Y% Intravenous
J
K
L
LAR IATA Live Animal Regulations
LAV Lavatory
LCD Liguid Crystal Display
LED Light Emitting Diode
LEO Law Enforcement Officer
LH Long Haul
LJ Life Jacket
M
MAG Medical Advisory Group
MEDIF Medical Information Sheet
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MEL Minimum Equipment List
MMEL Master Minimum Equipment List
MoU Memorandum of Understanding
N
NAA National Aviation Authority
NOTOC Notification toCaptain
NTSB National Transportation Safety Board
O
02 Oxygen
OFSH Operators Flight Safety Handbook
OHB Overhead Bin
OoM Operations Manual
OPD Orthotic Positioning Device
OSH Occupational Safety and Health
P
PA Public Address
PAX Passenger(s)
PBE Portable/Protective Breathingquipment
PDA Personal Digital Assistant
PED Portable Electronic Device
PHONETIC ALPHABI
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A ALPHA
B BRAVO
C CHARLIE
D DELTA
E ECHO
F FOXTROT
G GOLF
H HOTEL
[ INDIA
J JULIET
K KILO
M MIKE
N NOVEMBER
o) OSCAR
P PAPA
Q QUEBEC

ROMEO
S SIERRA
T TANGO
U UNIFORM
v VICTOR
w WHISKY
X XRAY
Y YANKEE
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Z ZULU
PIC Pilotin-Command
POB Portable Oxygen Bottle
POC Portable Oxygen Concentrator
PRM Person with Reduced Mobility
PIL Passenger Information List
PSU Passenger Service Unit
Q
QA Quality Assurance
QC Quiality Control
QRH Quick Reference Handbook
R
RFF Rescue and Firefighting
RON Remain Overnight
RP Recommended Practice
RTO Rejected Takeoff
S
SAG Safety Action Group
SCCM SeniorCabinCrew Member
SeMS Security Management Systems
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SEP Safety Equipment and Procedures
SH Short Haul
SMS Safety Management System
SOP Standard Operating Procedure
SPML Special Meal
AVML Asian Vegetarian Meal
BBML BabyMeal
BLML BlandMeal
CHML Child Meal
DBML Diabetic Meal
FPML Fruit Platter Meal
GFML GlutenintolerantMeal
HNML Hindu Meal
KSML Kosher Meal
LCML Low Calorie Meal
LFML Low FatMeal
LSML Low Sodium Mea No Salt
Added Sodium restricted
MOML Muslim Meal
NLML LowLactose Meat Low dairy,
Low milk, Lactose intolerant
RVML VegetariarRawMeal
SFML Seafood Meal
SPML Special Meal
VGML VegetarianveganMeal
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VIML Vegetarian Jain Meal
VLML VegetarianLactoeOvoMeal
VOML Vegetarian Oriental Meal
SRB Safety Review Board (SMS)
STD SheduledTime of Departure
STU Standard Unit
T
TCAS Traffic Collision Avoidance System
T/0 Takeoff
TSA Transportation Security Administration
(USA)
TSR Transportation SecuritRegulations
(USA)
TTL Taxi, Takeoff and Landing
TUC Time of Useful Consciousness
U
UMNR Unaccompanied Minor
V
VDU Video Display Unit
VHF Very High Frequency
W
WG Working Group
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WHO World Health Organization
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DEFINITIONS

The IOSA Standards Manual contains a complete |iSabin Operations Safetglated definitions.
These can be viewed atww.iata.org/iosa For the purposes of thiguide, the following definitions

apply:

CabinCrew Crewmembers that are noFlightCrewmembers
and are designated to perform safety duties in the
passenger cabin in accordance with requirements
the operator and the Authority; qualified to perforn
cabin functions in emergency situations and enact
procedures to ensure a safe and orderlhaewation
of passengers when necessary.

Equivalent Terms: Flight Attendant, Cabin Attendg

CrewMember A member of either thé-lightCrewor the Cabin
Crew when used in the plural (i.€rewmembers),
refers to flight andCabinCrewcollectively.

Pilot-in-Command Pilot assigned to each fligtitat is responsible for
the operation and safety of that specific flight at al
times.

Crewrest seat Seat intended foCrewrest during cruise.

Emergency exit rows Passenger seat rows leading to an emergendaiy

Evacuation Passengers and/d@rewevacuate aircraft via escap

slides, doors, emergency exits, or gapfuselage,
usually initiatedn life threatening or catastrophic
events.

FlightCrew TheCrewmembers essential to the operation of an
aircrat, the number and composition of which sha
not be less than that specified in the operations
manual and shall includélightCrewmembers in
addition to the minimum numbers specified in the
flight manual or other documents associated with
the certificateof airworthiness, when necessitated
by considerations related to the type of aircraft
used, the type of operation involved and the
duration of flight between points wherElightCrews
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are changed.

For each flight, thé&lightCrewmembers shall
include thePilotin-Commandand may include, as
appropriate:

One or more Cdilots;

2 KSYy | aSLINYGS FfA3KIi
incorporated in the design of an aircraft, one flight
engineer especially assigned to that station, unleg
the duties associated with #t station can be
satisfactorily performed by anothétlightCrew
member, holding a flight engineer license, without
interference with regular duties;

One member who holds a flight navigator license
all operations where, as determined by the State ¢
the Operator, navigation necessary for the safe
conduct of the flight cannot be adequately
accomplished by the pilots from the pilot station;

One member who holds a valid license, issued or
rendered valid by the State of Registry, authorizin
operation of tre type of radio transmitting
equipment to be used.

Infant ¢CKS GSNXY oAy Tl yl NBFS

defined by the Authority. If the Authority does not

have a definition, the operator would publish its oy
definition in the OM. Arinfant is typicallydefined as

a child that is less than two years of age.

Rapid Deplaning Passengers and/daCrewrapidly exit aircraftia
boarding doors and via jet bridge or stairs, for
precautionary measures.

SeniorCabinCrew CabinCrewappointed by the operator to act as
chief/LeadCabinCrewof the CabinCrewand to take
orders directly from thePilot-in-Command

Safety Safety (Operational)

A condition in which the risk of injury or damage
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occurring during operations is limited to an
acceptable level.

Security Security (Aviation)

The safeguarding of civil aviation against acts of
unlawful interference, achieved by a combination
measures and human and material resources.

Unaccompanied Minor An unaccompanied minor is a child und@ryears of
age or, at the request of the parent or guardian a

child who is over 12 years of age, who is travelling
Ff2yS 2NJ gAGK | aSYo SN
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INTRODUCTION

This is the first edition of the IAT@abin Operations SafeBest Practice&uide. It is intended to
provide in asingler@OSy i NI f NBEFSNBYyOS &a2dz2NOS:I O2Yo0AyAy3
industry-agreed recommended practices and regulationatialy to the delivery of a safe and efficient
cabin operations. Thiguidecontains valuable guidelines, which can be used as benchmarks for airline
management to use when establishing their corporate policies, procedures and training programs for
CabinCrew

These guidelines are not intended to replace or to contradict any current State regulations or the IOSA
Standards Manual. Air Carriers should always comply with the regulations and requirements of their
competent Authority. It is also the intentiorf thisguideto promote a greater understanding and
awareness of the important role @abin Operations Safety

Thisguideis available in electronic format with links to pertinent websites containingdadyin

Operations Safetyelated information for aiines. We expect these guidelines to develop over time.
Please contribute to their evolution with your suggestiamsrder to continually improve the content

and increase its usefulness to IATA Member Airlines. Comments and suggestions for improvement ar
welcome please contactcabin_safety@iata.org
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1 SECTION O IATA CABIN OPERATIONS SAF ETY

IATACabin Operations Safeiy an industry resource dedicated to enhancing the profil€aibin

Safety, cabin operations, management and delivery. This is to provide members with the tools,
services and strategies to continue to achieve operational safety and excellence. It is the industry
focal point forCabin Operations Safeigsues and for the praotion of best practices related to the
duties ofCabinCrew

Cabin Safetis a key area which impacts on operational safety. Historically, the r@ealmhCrew
was seen as limited to evacuations in a pastident scenario. Although this remains an imgaot
and essential duty d€abinCrew today the role ofabinCrewgoes beyond passenger evacuations.

Cabin Safetgeals with all activities thaabinCrewmust accomplish during the operation of an

aircraft to maintain safety in the cabi@abinCrews contribute to safe, effective, and efficient

operations in normal, abnormal and emergency situations. As demonstrated in numerous events,
CabinCrewplay an important role in preventing serious incidents and accidents, including (but not
limited to) events such astight fires, unruly passengers or decompressions. It is for this reason

that IATA focuses o@abin Safetand continues to develop stdards, procedures and best practices

to ensure safety in all aspects of cabin operations. IATA works with airlines, manufacturers and other
industry partners in raising standards and implementing best practices.

CabinSafetk a + ONRGAOFE O2YLRYySydG 2F @Al GA2y al FSae |
which includes proactive data collection and the ensuireyention activities regarding:

Cabin design and operation
Equipment

Procedures

Crewtraining

Human performace
Passenger management

=A =4 =4 =4 -8 4

1.1 IATA CABIN SAFETY INITIATIVES

IATA seeks to continuously contribute to the reduction of incidents or accidents, and costs associated
with ensuring the safe operation of commercial aircraft. This is achieved through the:

1 Developmehand promotion of recommended practices for the industry

1 Analysis of worldwide trends and the initiative of corrective actions

1 Cooperation with aircraft manufacturers in developing technical installations, equipment and
design
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9 Organization of conferencesd workshops to bring together a broad group of experts and
stakeholders

1.2 CABIN SAFETY  GUIDELINES

During 2012, IATA worked on specific issues of concern to the Industry in terms of Cabin Safety, such
as:

Unruly passenger prevention and management

Handlingdangerous goods incidents and lithium battery fires in the passenger cabin
Guidelines for electronic cigarettes in the passenger cabin

Mitigating a laser illumination in the passenger cabin

Turbulence management (enhanced guidelines)

1 Inadvertent slidedeployment prevention (enhanced guidelines)

= =4 -4 —a A

These guidelines are available atvw.iata.org/cabinsafety

1.3 HEALTH AND SAFETY GUIDELINES 6 PASSENGERS AND
CREW

IATA also drafts guidelines specific to the health and safety of passengetseaad he latest
guidelines that were drafted in 2012 and early 2013 include:

Death on board

Person emitting radiation: Transport of a person who is, or may be, emitting iadiat
Insulintreated diabetes: For assessment of fithess to workCabinCrew

Suspected communicable diseas&eneral guidelines fatabinCrew

Procedures for suspected food poisoning on board

Seizure disorders: Guidelines for assessment of fitness tk asiZabinCrew

= =4 4 a8 -8 -

These guidelines are available atvw.iata.org/health

1.4 GADM AND STEADES  CABIN SAFETY

Global Aviation Data Management (GADOMan electronic platfornthat provides a range dfabin
Safetymaterids, which will continue to revolve over time. If you would like to register for the public
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website in order to gain access @abin Safetinformation please go to the following link for
registration:

http://www2.iata.org/reqistration/getemailpage.aspx?siteurl=gsic

STEADES Cabin Safety

IATA providea business intelligence tool (STEADES) with a focus on automating reports and
benchmarks which provides access to data, analysis, and global safety trends on established key
performance indicators in comparison to worldwide benchmarks. This enhaniety & IATA
member airlinesExamples of kepth Cabin Safetanalysis include

LYFrRSNILISyld {fARS 5SLX2eyYSyda 6L{5Qa0
Fire smokeandfume events

Passengers andabinCrewinjuries

Turbulence injuries or incidents

Rapid deplaning and evacuations

Unruly Passengers incidents

Operational pressure

=A =4 =4 4 -4 -4

1.5 IATA CABIN OPERATIONS SAF ETY TASK FORCE

The work of IATA is completed with the input and support of IATA member airlines in the form of a
task force, this work is done for the benefit of IATA member airlines worldwide.GADR Safetis
supported by member airlines that form anpartant task force that assists IATA to: Represent. Lead
and Serve the airline industry in matters@bin Operations Safety

IATACabinOperationsSafetyTask ForceQOSTH reviewsall aspects of cabin operations to improve
safety and operational efficiency. Members of th@STF are representatives from IATA Member
airlines who are experts in the following areas:

Cabin Safetand Operations
Cabin Safetyraining
Accident Investigadn
Human Factors

1 Quality Assurance

=A =4 =4 =

TheCabin Operations Safefiask Force (COSTF) Membership consists of representatives from IATA
Member airlines. Members are of an appropriately senior management level with influence on
decisions taken by their compg with respect to Inflight Policies and Practices.
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The COSTF mandate includes:

1 Maintaining current the IOSA Standards Manual (ISM) by conducting the annual revision of
Section 5, Cabin Operation (CAB) of the IOSA Standards Manual (ISM), and praviole inp
opinions relating to questions regarding the CAB section of the ISM as applicable.

1 Implementing and maintaining@abin Safet8est Practices Guide: Develop, establish and
promote standards, procedures and best practices to ensure safety and sdouait aspects
of cabin operations in commercial aviation.

1 Supporting the development gfrogramsfor IATA conferences, seminars, exhibitions and
training related to cabin operations and safety.

1 Supporting the Accident Classification Task Force (A¥®Eyh the review of the accident
classification for th&€abin Safetgection of the IATA Safety Report.

1 Developing strategies to reduce injuries or cost, associated with the operation of
commercial aviation safety.

1 Proposing improvements arfdture needs of strategic importance to commercial aviation
safety as applicable to cabin operations.

T Acting as forum where issues on current and anticip@edhin SafetPperations can be
discussed and guidance provided in the effected business processivty.

1 Providing advice and support to the IATA nominated representatives involved in activities
with regulatory authorities, the Industry and any other relevant activities.

1 Analyzing worldwide developments in the field@dbin Operations Safeti liaison with
other agencies and organizations.

1.6 IATA OPERATIONAL SAF  ETY AUDIT (IOSA)

The I0SA (IATA Operational Safety Audit) program is an internationally recognized and accepted
evaluation system designed to assess the operational management and lceygtems of an airline.

All IATA members are I0SA registered and must remain registered to maintain IATA membership,
which is synonymous with best practice in airline safety.

Every year the IOSA Standards Manual undergoes a thorough revision in afissegtih includes
the review of Section § Cabin Operations (CAB).

The IATA Operational Safety Audit (IOSA) manual contains a section dedicated to cabin operations
which addresses key elements@dbin SafetylOSACabin Operationsicludes standards for:

Management andontrol
Training andQualification
LineOperations

Cabin systems angjuipment

PwbdpE
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Benefits for airlines and regulatars

Quiality audit program under stewardship of IATA

Continuous updating of standards to reflect regulatory revisions and best practices
Elimination of audit redundancy, reducing costs and audit resource requirements
Accredited audit organizations with formally trained and qualified auditors
Accredited taining organizations with auditor training courses

Structured audit methodology, standardized checklists

= =4 =4 4 -4 4

For more information on IOSA and to download the latest version of the IOSA Standards Manual,
which includes the cabin operations standards and rem@mded practices, please go to:
www.iata.org/iosa

1.7 BRINGING IOSA TO THE NEXT LEVEL - ENHANCED IOSA

ThelATA Operational Safety Audit (IOPr9gram has laid a solid foundation for improved
operational safety and seadity, eliminating redundant industry auditBut since itreation in
2003,audit protocols have remained largely unchangkds now time tobringeven more efficiency

to the evaluation of operational safety and security practicadging value to théOSA experience

for airlines. This is what enhanced IOSA is aliBnihanced IOSA is designed to ensure the following
benefits:

1 Continuity: operators will maintain continuing conformity with all IOSA standards
throughout the registration period by conductirongoing audits as an integral part of their
internal quality assurance program®@perators will not only continue to be audited by
accredited Audit Organizations (AO), but will have the responsibility for conducting ongoing
audits against IOSA Standardsl&Recommended Practices (ISARPs) under their internal
quality assurance program.

1 Implementation:the 24-month onsite renewal audit conducted by AOs will focus on
ensuring the IOSA standards are implemented by operators.

1 Reliability: operators will demastrate the reliability and integrity of their internal quality
assurance system, to include appropriately trained and qualified auditors. This will be
achieved by conducting ongoing internal audits against ISARPs and producing a detailed
Conformance Repar

i Standardization the implementation of published auditor action steps tailored for each
ISARP
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2 SECTION 0 SAFETY

2.1 THE CONCEPT OF SAFET Y

2A0KAY GKS O2yGSEG 2F F@ALGA2Yy Y {FFSGe Aay Ge¢KS
property damage is reduced to and maintained at or below, an acceptable level through a continuing
LINEOS&aa 2F KIFITIFNR ARSYydATA O Safetg Mandgsfrient MdndalS G & N a
(SMM), Doc 9859rhird Edition, 2013)

Safety is the air transport indust®ya Yy dzYo SNJ 2y S LINR 2 NR (0 & duiltGeziull v nmu 0
loss rate was 0.20 per million sectors flown which is a 77% improvement in the accident rate over the

last 10 years. The IATA member airline accident rate was 8e@0the IATA Safety [oat:
http://www.iata.org/publications/Pages/safety report.aspx

Airlines have a responsibility for the safety and security of their passengeiGramncndto ensure
that their company policies are communicated to their employe€sbinCrewneed tohave a strong
commitment to safety and security and understand their role and contribution in the event of an
emergency. In particular, they should be encouraged to report any concemsrtag have on the
safety or security on board.

The content of the section on Safety is intended to provide airlines with a central reference source
covering the roles and responsibilities@dbinCrew The guidelines are based on the best industry
practices and regulations known at the time of publication.

National regulations and the IOSA Standards Manual always take precedence over the contents of
this manual.

In establishing their safety policy, it is important for airlines to induce a safety cudiwk personnel
in the organization, and to ensure responsibility anebedination with all relevant departments.

In the event of conflict between safety and service dutiéabinCrewshould be instructed that
safety always takes priority.

22 HAZARDS A ND CONSEQUENCES

A Safety Management System (SMS) is a systematic approach to managing safety, including the
necessary organizational structures, accountabilities, policies and procedures. When formulating a
safetyrelated policy and standard operating pemtures (SOPs), hazards and consequences should
be considered.
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Hazard a condition, object or activity with the potential of causing injuries to personnel, damage to
equipment/structures or loss of material, or the reduction of ability to perform a prbsdrfunction.

Gonsequencethe potential outcome(s) of the hazardlCAO Safety Management Manual (SMM),
Doc 9859, Third Edition, 2013)

There is no such thing as absolute safety. In aviation it is simply not possible to eliminate all risks.
However, risk© 1 y 6S YIylFr 3SR (2 | tS@St ala t2¢6 & NBlFazy

Risk mitigation can be measured and balanced against time, cost, and the difficulty of taking
measures to reduce or eliminate the risk. Effective risk management seeks to maximize the benefits
of accepting a risk (e.g. a reduction in time and/or cost) while minimizing the risk.itself

2.3 SAFETY RISK MANAGEME  NT

Safety Risk Management is the identification, analysis and elimination (or mitigation to an acceptable
or tolerable level) of those hazards. It is a ddtaven approach to safety resources allocation, and
therefore easier to defend and explain. It aimdatanced allocation of resources to address all risks
and viable risk control and mitigation.

Mitigation: Measures to address the potential hazard or reduce the safety risk probability or severity
2T GKS KFTFNRQa O2yaSljdSyodSaod

Risk Control Strategies:

1 Awidancec Operation or activity is cancelled because the risks exceed the benefits of
continuing the operation or activity.

1 Reductionc Frequency of operation or activity is reduced, or action is taken to reduce
magnitude of consequences of accepted risks.

1 Segregation of exposurgAction is taken to isolate effects of consequences of hazard or
build-in redundancy to protect against it.

For more information on safety management, please consult the IATA Safety Management Manual
and the ICAQO Safety Managemémdnual Doc9859.
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24 SAFETY MANAGEMENT SY  STEMS (SMS) AND CABIN
SAFETY

ICAO defines a safety management system (SMS) as a systematic approach to managing safety,
including the necessary organizational structures, accountabilities, policies and procedures.

IOSA Section ORG 1.6.5A states that:

ORG 1.6.5Ahe Operator should have a program that ensures personnel throughout the
organization are trained and competent to perform SMS duties. The scope of such training shquld be
I LILINE LINR I G S 2 volBdmérKin theySRIS. A Rdzk £ W& Ay

SMS training is an element of the Safety Promotion component of the SMS framework. Within an

SMS both management personnel (including the accountable executive) antarmgement

personnel are expected to complete SMS training. dd@ent of such training is expected to be

F LILINBLINRAF GS G2 GKS AYRAGARIZ f wWa NBalLRyaAoAfAGASa
typically includes modules that provide an overview of the elements of SMS, such as: Event

investigation and ana$ys techniques; Hazard identification; Risk assessment and mitigation; Audit

principles and methodology; Communication techniques; Safety reporting; SMS implementation,

analysis and continual improvement; Emergency response preparedness.

2.5 SMS TRAINING

CAB2.4.1AThe Operator should have a program that ensures personnel throughout the cabin
operations organization are trained and competent to perform SMS duties. The scope of such
ONFAYAYy3 aK2dzZ R 0SS FLIINRLINRFGS (X)EGMOK AYyRADARZ

Guidance

SMS training is an element of the Safety Promotion component of the SMS framework.

CabinCrewshould be aware of the Safety Management Systems (SMS) program within their airline
and how, when and how to report hazards or other concerteage see IOSA Sectiog 1

Organization and Management and Section 5 Cabin Operations for more information on SMS in
Cabin Operations.

INTERNATIONAL AIR TRANSPORT ASSOCIATION A CABIN OPERATIONS SAFETY BEST PRACTICEGUIDE A 35 P



Faan
_2E
IATA

2.6 REPORTING

An important component of an SMS is a strong reporting system and culture. Safety reporting
programs form theamost rich and basic source of safety information. Examples include Cabin Safety

NBLEZ2NIa 6/ {wQauvX YIYRFEG2NE 200dz2NNBy OS NBLIR NI a

programs can be paper or electronic, mandatory, voluntary, confidential and ammung, Successful
reporting programs are built on the principle of an open reporting culture, where the focus is on
safety improvement and not on the assignment of blame. A functional and effective reporting system
is a rich source of information, highligng:

9 Operational threats and their approximate frequencies and demographics;
1 Specificities of routes, destinations and other operational factors;

1 Capability of theCrewto cope with various redlfe situations; and

1 Errors experienced in operations.

The ontent of the report typically consists of a narrative and various descriptors for classifying the
event. CabirCrewmust report any safety concerns to tiRlot-in-Commandand follow corporate
guidelines on reporting incidents. Managing a large quanfityeports and distilling useful

information from them usually requires a tailored software application. Adeipth study of
trainingrelated issues may require an analysis of the narrative parts of the reports, which makes the
task more challenging.

2.7 INCIDENT AND ACCIDEN T HANDLING

It is considered that the most effective reporting systems are those that are confidential arnd non
punitive to ensure honest, uninhibited reporting.idthe responsibility of eacrewmember to

always report to thePilot-in-Commandverbally during flight) and to the airline (upon arrival or the
first point of landing) any hazard, situation, event, or defective equipment that is affecting or could
affect safety. This may require completing paper or electronic forms ath@eirlines procedures.
Completing the reports should be done in a timely manner and it is important for Caéwio
cooperate during any posgvent investigation.

2.8 CRITICAL INCIDENT ST  RESS MANAGEMENT

It is recommended that airlines provide a support program for C@bawto manage critical
incidents affecting Cabi@rew For more information please consult the IATA Medical Manual at:
http://www.iata.org/medicatmanual
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2.9 STATEMENTS FROM CABI N CREW TO THE AUTHORITIES

Following an incident, a Cab@irewcould be required to make a statement to the applicable
competent authority (e.g. an unruly passenger event requiring police intervention), this could
incdude:

A briefing of the allegation by th@éabinCrewinvolved in the incident

An interview with the complainant

Particulars of the complainant

Details of all other persons involved in the incident who may give corroborative evidence

Details of time, datead place on the aircraft where the offence(s) took place

I NBO2NR 2F aFANERG LISNE?2Y Crevreryb@rSiNnalvedinthe) & A K
incident, which should be recorded in written notes made at the time or shortly after the

incident

= =4 -4 —a -8 -8

Depending orBtate legal requirementghe police may require the complainant to be present at the
time that the allegation is put to the offender. For more information refer to the Guidance on Unruly
Passenger Prevention and Managemenivatw.iata.org/cabinsafety

210 STATEMENTS FROM THE CABIN CREW TO THEM EDIA

Events involving air travel can attract media attention and it is common for the media to approach
CabinCrewfor their views on sometimes sensitivelgs or to share their experience of an
incident/accident, which may have occurred on board. Airlines should ensure that their policy with
respect to dealing with media queries is clearly communicated to all Cabinso that these

situations can be detith in a consistent and professional manner. It is recommended that
following an incident/accident that Bublic Addresg¢PA be made to reassure passengers. This PA
should be carefully worded in order to avoid misinterpretations or quotation from tlesgSome
airlineshave a standard announcement for tEewto use as template as applicable to the

situation. CabinCrewshould not speak to the media or use social media to discuss these events
without the expressed approval of their airline.

211 CABIN CREW RESPONSIBILITIES

CabinCreware responsible for carrying osafetyrelatedduties principally in the aircraft cabin or
related to the specific flight, which are essential to the safety and-eflg of passengers and
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fellow Crewmembers. CabinCreware expected to comply with all their company regulations,
instructions and orders issued f@abinCrewduties.

212 CABIN CREW QUALIFICATIONS

CabinCrewemployed by an IATA Member airline must have an appropGateinCrewlicenseor
Certificate or complyvith local regulations and be registered as a qualifatbinCrewbased on
successful completion of the necessary trairpnggrams It is recommended thatabinCrewshould
be at least 18 years of age.

All CabinCrewshould have passed a medical examimator comply with other corporate medical
requirements to ensure that they are medically fit and physically capable tt fladfiduties

specified. They should remain medically fit to continue to discharge the duties throughout the term
of their employnent.

CabinCreware expected to remain familiar and comply with all regulations, procedures, policies,
instructions and orders pertinent to the performance of their duties. An operator might utilize other
methods that complement training to ensu@abinCew remain knowledgeable of the laws,
regulations, rules, guidelines and other information that is relevant in the performance of duties. For
example,CabinCrewmight have destination specific information or briefing books that explain the
customs and imngration processes associated with flying into foreign destinations. Additionally,
laws, regulations and procedures might be reviewed to the extent necessary dialiigCrew

briefings prior to duty assignments.

2.13 INSPECTORS AND AUDIT  ORS

I AGAE | GALFGA2Y LYyaLISOG2NRa FyRk2NJ ! dzZRAG2NRaA FTNRY
or audit. These are usually to ass€sabinCrewtraining programspn boardsafety equipment,

procedures and operations. If someone claims to be an irtepec auditor CabinCrewshould ask

for identification and inform théilot-in-Command Article 16 of the Convention on International

Civil Aviation (the Chicago Convention) stipulates that the appropriate Civil Aviation Authorities of

each contracting State has the right to search aircraft and documents of other contracting States.

Inspecbrs may enter the aircraft (or facilities) and inspect safety/emergency equipment, in both the

flight deck and cabin, aircraft log books and other documents or question persons concerned with

the safe operation of the aircraft.
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214 AUTHORITY OF THE  PILOT -IN-COMMAND

ThePilotin-Commandhas full control and authority in the operation of the aircraft, without
limitation, and over the otheCrewmembers while on duty. It is the pilot designated by the
Operator as being in command of the aircraft and charget wésponsibility for the operational
control and safe conduct of a flight. Equivalent terms: Captain, Commander.

Secondin-command (SIC): A licensed and qualified pilot that assists or relievesoa-
Command not to include a pilot that isn boardthe aircraft for the sole purpose of receiving flight
instruction. Equivalent Terms: Qdlot, First Officer.

Cruise Relief Pilot: RlightCrewmember that possesses a type rating limiting the privileges to act as
a pilot only during the cruise phase tight or anyFlightCrewmember who is assigned to perform
pilot tasks during cruise flight, to allow tiRlotin-Commandor a copilot to obtain planned rest.
Equivalent Terms: Cruise Relief Officer (CRO), Relief Pilot, Relief Flight Officer (RFO).

215 CHAI N OF COMMAND

In case of incapacitation of a@rewmember(s) the recommended chain of command is:

Pilotin-Command

Check pilot, supervisoRilotin-Commandor relief Pilotin-Command if on board
First officer

Supervisory first officer or relief firsfficer, in on board
SeniorCabinCrewChief/Designated on board leader

CabinCrew(in order of seniority)

= =4 4 4 -8 -

216 SENIOR CABIN CREW MEMBER

When required to carry more than or@abinCrew an operator should appoint a person to the post
of SeniorCabinCrew It is recommended that airlines assigBenior CabilCrewMember (SCCM)
who will co-ordinate with thePilotin-Command (cabin safety, security and serviceelated dutieg

for a flight The position o6CCMnight have a different title or name accorditg the operator (e.qg.,
purser, lead flight attendant, senig@urseror on boardleader).

A SCCMhouldbe assignedvhenever more than on€abinCrewis assigned to a flight. TI®CCM
will act as the liaison with thElightCrewand has the responsibiitto the Pilotin-Commandor the
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conduct and cenrdination of normal and emergency procedures specified in airline operations
procedures manuals.

Prior to being designated as a SerabinCrew the following criteria should be met: minimum
experienceconsidered acceptable to thepplicable nationaduthority; and successful completion of

0 KS 2 LiSahindieaviNadeiship traininde.g.SCCMourse as required by national regulations.
Startup operators should establish alternative minimum experience requirements acceptable to the
applicable nationahuthority.

TheSCCMvould liaise with thePilotin-Command: Yy R | O I & CabiQCKek Srféhalfdff G K S
the Pilotin-Command TheSCCMs responsible for all of th€abinCrewunder the authority of the
aircraft Pilotin-Command including but not limited to:

1 Providing effective leadership for tl@abinCrew

1 Applying all safety, security and seesgtandards and procedures as outlined in but not
restricted to within their operations manual

1 Liaising between th€&lightCrewand CabinCrew

Emergency preparations according to thigot-in-Commandand/or special instructions

1 Reporting to thePilotin-Commandand the management all incidents, safety concerns of
fellow Crewor passengers and situations affecting the safety of the operation

1 Reporting/logging all technical irregularities in@alination with thePilotin-Command

=

217 CABIN CREW

CabinCreware an essential part of the team and their roles include, but are not limited to:

1 Applying all safety, security and service standards and procedures as outlined in but not
limited to their operations manual

1 Following all directives on the SCCM underdh¢hority of the aircraftPilot-in-Command

1 Reporting to the SCCM amilotin-Commandall situations affecting the safety of the
operation and incidents or safety concerns they may have, or that may be communicated to
them by a passenger
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218 CABIN CREW TRAINING PROGRAMS

IOSA

CAB 2.1.1f the Operator conducts passenger flights withbinCrew the Operator shall have a
CabinCrewtraining program, approved or accepted by the Authority that ens@abkinCrew

understand their responsibilities and are coatent to perform the duties and functions associated
with cabin operations. Th€abinCrewtraining program shall include initial, recurrent, requalification
and aircraft type training courses.

All trainees must successfully complete full training betbrey can be assigned aabinCrew

Airlines shll establish training programs in accordance with the requirements oafi@icable

national authority of theilState/countryor in its absenceaccordance with recommendations found

in the IOSA StandalManual, Section 5 Cabin Operations (CAB), Chapter 2 Training and Qualification
www.iata.org/iosa

2.19 TRAIN ING RECORDS

Airlines should maintainompleteand accurate records of all training undertaken by individiebin
Crew

Duration and Validity

The duration and validity of training courses undertakerClapinCrewshould be in line with
State/countryregulatory requirements or as a minimum as specified in IOSA when no local
regulatory requirements exist.

220 COMPETE NCY BASED -TRAINING

In 2014, ICAO will be releasing the néabinCrewSafety Training manual (Doc 7192 Patt Ehird
Edition). ICAO has drafted this manual with a competency based approachbimCrew The
benefits acquired from competendyased trainng for CabinCrewis that the training is focused on
both:

9 Job Performance; and
I The Adult Learner
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In addition, the competencies acquired are observable/antheasurable. Competency based

training is training that is adaptable and this approach structures and reduces on the job training. It
can also be used as a tool to improve the quality of training and the skills acquired may be
transferable. To obtain a copy of this document, please visitp://storel.icao.int

It is perhaps important for Airlines to note what competency based traininG&minCrewis, and
what it is not. Competency based training shiboot extensively increase or prolo@abinCrew
training nor be a method to expeditéabinCrewtraining with a disregard to the learning outcomes.
Rather it is learnecentric with a focus on the individual and their ability to perform their job
functions.

To meet airline training needs, we need not necessarily more training, but more pertinent and
relevant training throughout the industry rather than the old model of prescribed training. In the
modern complex world of aviation it is simply impossilddrain for a successful outcome of infinite
number of possible abnormal or emergency situations because we simply do not know what could
possibly happen, we cannot train for it all, but we can prepare for it. The challenge is to successfully
equipCabinCrew to handle the challenges of modern operations with a move from prescribed task
based training to competency based training.

The aim of a competency based training program is to identify, develop and evaluate the
competencies required bgabinCrewto operate safely, effectively and efficiently in a commercial
air transport environment, by managing the most relevant threats and errors, and this based on
guantitative and qualitative data collected in operations and training.

The implementation of a compency based program should enable operators to develop more
effective training programs and to improve operational safety. It is advantageous to develop, train
and assess competencies utilizing scenarios that are relevant to operations. Scenarios camesmet
be identified through the data collection and analysis process. In some cases the data may highlight
the criticality of certain competencies in the operation, which may lead to a focus in specific areas as
part of the training program.

221 CABIN CREW MA NUAL

Safety regulations are established by the Airlines applicable national authority to ensure minimum
standards, and airlines are required to provide e@tbwmember with a manual, or access to a
manual (paper or electronic), containing specific compagulations and safety procedures.

Section 5.1 in Appendix A of the IOSA Standards Manual contains the Operations Manual Content
Specifications. The content of the Operations Manual shall address the following areas of cabin
operations:
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Table 5.1 - Operations Manual Gontent Specifications

The content of the Operations Manual shall address the following areas of cabin operations:

[) Compliance or conformity with:
a) Applicable laws, regulations and rules;
b) Standard operating procedures for each phase
of flight.

1) Administration of first aid, to include guidelines for:

V) Dangerous goods manual or parts relevant to the cabin
crew, to include:
a) Dangerous goods prohibited in passenger and crew
baggage;
b) Information/instructions for dangerous goods
permitted in passenger and crew baggage;

a) Life threatening medical emergencies;
b) Cardiopulmonary resuscitation (CPR);
c) Injuries and illnesses;
d) Use of Automatic External Defibrillator (AED),
if applicable.
1) Response to abnormal and emergency situations:
a) Aircraft emergency evacuation;
b) Cabin decompression, if applicable;
c¢) Onboard smoke and fire;
d) Emergency landing;
e) Leakage or spillage of suspected dangerous goods;

¢) Action to be taken in the event of an emergency.

VI) Response to suspected cabin security situations:
a) Least risk bomb locations specific to aircraft type;
b) Cabin search.

VII) Use of survival equipment

VIIl) Cabin crew training program
a) Abnormal and emergency situations, emergency
evacuation;
b) Use of emergency and lifesaving equipment;
c) Lack of oxygen, loss of pressurization (as

f) Suspected bomb or explosives; applicable); _
g) Hijacking or unlawful intervention. d) ?thetr' cabin crew member assignments and
unctions;

[V) Use of cabin systems and equipment,
to include malfunctions:

a) Oxygen systems, if applicable;
b) Communication systems;

¢) Entry and exit doors;

d) Lifesaving equipment;

e) Dangerous goods;
f) Human performance.

IX) Limitations pertaining to flight time, flight duty periods
and rest periods.

222 CABIN CREW UNI FORMS

While it isrecognizedhat CabinCrewuniforms represent the brand image of an airline, they also

should be designed with safety, cultural and practical aspects in mind. Care should be exercised that
the style and materials used for Cal@irewuniforms do not affect the ability of th€rewmember to
perform their normal duties or to help passengers in the event of an abnormal or emergency

situation (i.e. fire, evacuation, etc.). The following is intended to serve as a guideline for airlines
when selecting new uniforms for their Caliimew

9 Airlines should take into account the local and destination climates so that clothing is
adaptable to suit changes in the climate

1 Uniforms should be distinctive and easily identifiable in the event of an gemey

9 Clothing should be comfortable and allow freedom of movement; tight, restrictive clothing
should be avoided
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9 Airlines should consider the material used @abinCrewuniforms to ensure thait provides
some protection from radiant heat

1 If stripes arevorn they should be shown to show rank and should be worn on the jacket and
shirt, where applicable

9 Flat or lowheeled closed shoes or boots (shoes with laces or straps are recommended so
that they will not be lost or thrown off)

9 Uniform accessories (suds ties, chains, necklaces, scarves, etc.) need to take into account
safety considerations

1 Metal badges should be designed so as not to cause injury

9 Itis recommended tha€abinCrews wear their full uniform for takeoff and landirfgs
applicable to theiairline policies and procedureg) offer them the best protection in the
event of an emergency and also to serve to better ider@ipinCrewto passengers.

223 CABIN CREW MEDICAL STANDARDS

Section 3.2 of the IATA Medical Manual states that: Medical standards for professional and private
pilots have long been clearly specified in international regulations (ICAO, Annex 1, Chapter 6);
however there is generally no equivalent foabinCrew Usually the airline determines the

appropriate preemployment health assessment required. A few exceptions exist; a certain number
of countries requireCabinCrewto be licensed to private pilot standards.

CabinCrewworking conditions

In the absence of official references, it is important to consider the components of the rGlebif
Crewand the flight environmentCabinCreware subjected to the same aircraft environment as the
FlightCrew On longhaul, they are exposed to tiraeore shift (jetlag), stopovers in tropical
countries andirregular work patters. CabinCrewon boardduties include a significant physical
component.CabinCreware also in charge gfassengerssafetyand wellbeing.

Aeromedical assessment

In the absencef specific licensing authority requirements many airlines have found a clear, targeted

health questionnaire is a reliable screening tool providing sufficient information to ensure that safety

YR GKS FANI AySwa Rdzié 2 FefeOd dodiuctaNiB mediBaRNBE &4 SR® h (i K
assessment starting with a full medical history. The majority of applicants will be assessed as

medically fit and will enjoy good health throughout their entire flying career. For those who may

experience disease or accidethe airline physician should remain not only an aviation medicine

expert but also an adviser taking into account every aspect of individual medical problems. Each

situation will be unique and will have to be addressed using the following criteria:
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continuation of his flying career?
1 Is this medical condition likely to jeopardize flight safety?

224 ALCOHOL, DRUGS & MEDICATION

No CabinCrewshall consume alcohol or prohibited drugs whilst performing duties in uniform.

Airlines should establish procedures to provide for the testing for misuse of alcohol or drugs, or as

required by national legislation. The taking of medicine or drugs can impaatiitity ofCabinCrew

to perform their duties. Airline corporate policies must therefore contain clear instructions as to

when medicine or drugs may and may not be takeri€hapinCrew CabinCrewmust comply with

such corporate regulations priortd\d RdzNA Yy 3 |+ Ff AIKG gAGK2dzi | R200G2

The consumption of alcohol can impair the abilityGatbinCrewto perform their duties. Airline
corporate policies must therefore contain clear instructions as to when alcohol may and may not be
consumed byCabinCrew CabinCrewmust comply with such corporate policies and procedures.

CabinCrewshould be aware of the use of alcohol and drugs that may have an effect that could
impair their judgment in carrying out their duties. In additi@abinCrewshoud check with their
doctor for the use of medicine. For more information please consult the IATA Medical Manual at
www.iata.org/MedicalManual

225 NUMBER AND COMPOSITI  ON OF CABIN CREW

The number and compogiin of CabinCrewis stipulated in ICAO Annex 6, ChapteCEbinCrew

{SOGA2Y MuH®OMXE ! 3aA3dyYSyd 2F 9YSNHSyOe& 5dziaiSas ¢K
the satisfaction of the State of the Operator, the minimum numbeCabinCrewrequired or each

type of aeroplane, based on seating capacity or the number of passengers carried, in order to effect

a safe and expeditious evacuation of the aeroplane, and the necessary functions to be performed in

an emergency or a situation requiriegnergeny S @ Odzl G A 2 Yy X £

The Airlines civil aviation regulations will specify the minimum numb@abinCrewapplicable to
either passengers on board or to passenger seats. Where this specification is not stipulated it is
recommended that there is a mmum of one fully qualifie€abinCrewfor every 50 passengers, or
passenger seats, installed on the same deck of an aircraft.
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226 FATIGUE AND SLEEP

Definition ofFatigue A physiological state of reduced mental or physical performance capability

resulting flom sleep loss or extended wakefulness and/or physical activity that can inmpagmna
YSYoSNDRa | fSNIySaa yR oAfAle G2 al FSQradgue2z LISNI (S
Risk Management Systems (FRMS) Gumdglementation Guide for Opators (IATA, ICAO, IFAPL)

1st Edition, July 2011

Sleep and rest is essential to combat fatigue. There are also other factors that can reduce the effects
of fatigue. Regular physical activity of moderate intensity increases resistance to both stress and
fatigue. However, too much physical activity before departure is tiring.

Individuals know their own sleep requirement, and how much sleep they will need in order to be

refreshed. However, if the amount of sleep has not been sufficient, particularly deer days, the
AYRAGARIZ £ gAff oO0dzAf R dzLJ I aaf SSLI RSTAOAGE GKIG o
level of performance.

AsCrewmember®) af SSLIAYy3I LI GGSNya Yle OKFy3aS 2NJ 6S RAA&NH
patterns: Long haul ohert haul. Long haul flights cross many time zones, and can therefore disturb

sleep patternsCrewmembersare awake when they would normally be asleep and vice versa.

Short/Medium haul flights, with very early cherrktimes (i.e. 4:00am), when most peepire still in

their beds can also disrupt sleep patterns. Rest and sleep is vi@tdarmembersand they should

rest sufficiently before reporting for flight duty.

The nature of the work means that ti@grews do not always work every day of the weektla same

hours each day, nor do they eat at the same hour each day, or sleep at the same hour each night.

Just when a block of days off means t@BaewmemberOF' y &G NI G2 3IS4G ol Ol G2 |
is time to report for flight duty once againe®p is a necessity and sleep deprivation may lead to a

serious health disorder. It is essential tli&tewmembersare well rested before operating a flight,

including on layovers.

Sleep

Crewmembers should not sleep at any time during duty or appear to be asleep except during
approvedCrewrest periods and in designatdtyewrest areas. Sleep deprivation is lacking sleep. The
need for sleep varies amongst individuals. Some people need neme ian others.90% of people
sleep between 6 and 9 hours, however:

1 Each individual has their own sleeping pattern
1 Sleeping patterns may change, or vary, according to health and age
9 Identifying and respecting your sleep pattesracondition for good pgormance
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Jet lagcan affect sleep. This common problésra difficultyadjusingto time zones. Its unavoidable
following rapid travel over three to four time zonand t is exacerbated by:

= =4 -4 —a -4 -8 -

Sress

Over eating

Dehydration

Increasing age

Travelling east

Seep deprivation

Excessive alcohol consumption

Fatigue

When people are suffering from fatigue, their ability to carry out tasks can be impaired. During flight
operations, reduced alertness or performance dudatigue can pose serious risks to safety.

Fatigue usually results from lack of sleep or disruption of normal sleep patterns. However, many
other factors can also contribute to fatigue

Sleep loss:

9 Less than the individual needed sleep in the lash@4rs
I Shortened rest periods

T Reduced sleep quaity and quality

T Cumulative sleep loss

Continuous hours awake: more thanHdurssince last major sleep period

1
1

time since awakening
length of duty day

Disruption of circadian system: working in opposite direction to your home body clock time

1
1

Crossingnultiple time zones (jet lag)
Working between midnight and 6 a.m.

1 Getting up very early/coming home late (late bedtime)

Workload intensity: Work intensity or continuous time doing a job

1 Multiple legs in succession
1 Long duty periods
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T lliness and
9 Side efects of medication, alcohol

Symptoms and effects of fatigue

Symptoms may not be noticed when stimuli such as noise, physical activity, caffeine, nicotine, thirst,
hunger, excitement, and interesting conversation are present. However once the stimgbree
fatigue symptoms tend to manifest themselves.
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Possible consequences at work

w { f reastdriime
w WS R dzOrSiIs an@adbrdination
w L Y LjlidgmeR Rducedsituation awarenessnore difficulty or slow decision making
reducedflexibility)
w [2ada 2F aArlddzr GA2yIlf ¢ NBySaa NBadzZ GAy3a Ay |y
w h U fle@Nare Secreased work efficiency, degrad@r@wcoordination, reduced motivation
decreased vigilance, and increased variabilitwofk performance

Fatigue preventive strategies

It is of utmost importance to execute flight operations as alemp@ssible. Negative occurrences,

such as sleep disturbance and/or circadian disruptions, may be successfully counteracted if proper
preventive measures are taken. The following recommendations are general and have to be adapted
to one's own need

Restful feep requirements ("Good sleep habits")

Protect your individually required sleep time

Keep a regular sleep/wake schedule (when possible)

See for a suitable sleep environment (shades, lower temperature, use earplugs if necessary
etc.)

Develop and practice @gular presleep routine

1 Light snacks if hungry

=A =4 =4 =
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1 No alcohol, black tea or caffeine before bedtime (Alcohol induces sleep, but has a negative
effecton thesleep quality)

1 Noexercise before bedtime

1 If you don't fall asleep within 30 min, get out of the b&bn't toss and turn.

Life style

9 Practice active ways to relax after work
1 Do regular physical activity
1 Coordination before and between flights

Flight dutymustbe commenced in good physical and mental condition, well rested with appropriate
personalconduct with regard to sleep, suitable nutrition and consideration of the effects of
medicaments, alcohol, caffeine, nicotine etc. Get as much sleep as possible prior to the trip. For
nightflights a preventive afternoon nap is highly recommended.

Preventve strategies during a short layover (<3 days)

w Try to sleep within 24 hours as much (one or repeated sleep phases) as in a normal 24 hour
phase at home

w If the circumstancepermit, sleep if you are sleepy

w Try to maintain the sleep/wake rhythm of originahe zone

General countermeasures inflight

w Give preference to light food and high protein meals, avoid high fat and high carbohydrate
food

w Drink plenty of fluids especially water

Caffeine can help counteract noticeable fatigue symptoms

w Crewrest (bunk) if planned

e

227 IMSAFE

IMSAFE is a mnemonic used by some aircraft pilots to assess their fithes3he ISAFE checklist
consists of assessing whetHeam | free from factor¢hat could affect my physical or mental capacity
to operate safelyAlthough the job function is different, the IMSAFE checklist is equally applicable to
a CabinCrew

M lliness
 Medication
T Sress
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I Alcohol
1 Fatigue
1 Eating deficiencies

228 FATIGUE RISK MANAGEME NT

A Fatigue Risk Management System (FRMS) is aldatan means of continuously monitoring and
managing fatigueelated safety risks, based on scientific principles and knowledge as well as
operational experience, which aim to ensure that relevant persoaneperforming at adequate

levels of alertnesgCabinCrewshould be aware of the Fatigue risk management program within their
airline and when and how to report fatigue.

229 PERFORMANCE -BASED REGULATORY APPROACH

FRMS is an enhancement to prescriptive flahd duty time limitations (FTLs). It allows an operator
to adapt policies, procedures and practices to the specific conditions that create fatigue in a
particular aviation setting. Operators may tailor their FRMS to unique operational demands and
focus onfatigue mitigation strategies that are within their specific operational environment.

'a Ay {FFSGeée alyl3a3SySyid {eaidiSvya o6{af{vxX (G4KS Cwa{ N
Odzf GdzNB¢ YR | OQUADBS Ay@d2t SYS ebheetiminddardaréd G { SK2f RS
constantly encouraged to report hazards whenever observed in the operational environment. Unlike
prescriptive FTL, an FRMS needs to emphasize the shared responsibility between management and
individualCrewmembers within an operatin, to manage fatigue risks.

2.30 IMPLEMENTING FRMS

Just as SMS, FRMS is a management process built on organizational policies and procedures that
implement a systematic approach to fatigue management. This ensures that FRMS is an integrated
network of peopleand resources performing activities designed to minimize fatigue in the
operational environment.

LG A& AYLRNIFYyG (2 uiedK8t Fdzi O 6RMSAehibpeh®dvill ¥ a y2 a2 7T
need to develop an FRMS appropriate to its organizatiand operational specificity and the nature
and level of the fatigue risk(s).
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231 IMPLEMENTATION GUIDE FOR OPERATORS

The FRMS Implementation Guide for commercial aircraft operators marks the collaboration between

IATA, ICAO and the International Federatidno! ANI AyS t Af20aQ ! a3a20AlGA2Y,
serve industry in the ongoing development of fatigue management, using the most current science.

It presents the common approach of pilots, regulators and operators to the complex issue of fatigue

2.32 FATIGUE RISK MANAGEM ENT SYSTEMS (FRMS) G UIDE

The Fatigue Risk Management Systems (FRMS) Guide for commercial aircraft operators has been
22Ayifte RS@OSE2LISR gAGK L/ !'h YR GKS LYGSNyraazyl
It presentsthe common approach of pilots, regulators and operators to the complex issue of fatigue.

This information in this guide is likewise applicabl€abinCrew The FRMS guide is available as a

free downloadhttp://www.iata.org/publications/Pages/frms.aspx

The FRMS Implementation Guide includes valuable insight into the methodology and framework for
implementing an effective fatigue risk managemenbgram and an explanation of the science
supporting it.For more information, please contatms@iata.org

To access the IATA White Paper on FRjd $o:

http://www.iata.org/whatwedo/ops-infra/Documents/FRMS%20White%20Paper_2013.01.pdf

2.33 FATIGUE AWARENESS AN D PERSONAL MITIGATIO N
STRATEGIES (FAMS)

IATA has released the Fatigue Awareness and Personal Mitigation Strate&) @tA&arning
course. It consists of one base module and three separatspelgific modules for FlighGabinCrew
and Maintenance Personnel. Please d&&://www.iata.org/training/courses/Pages/talp54.aspA
demo is available on the sidebar.

2.34  FLIGHT TIME, FLIGHT DUTY PERIODS ANDRES T
PERIODS

Regulations specifying the minimum limits applicable to flight time, flight duty periods and rest
periods forCabinCreware usually approvedybnational civil aviation authorities. The prime
objective of flight time duty limitations and subsequent rest periods is to ensureGr@members
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are adequately rested at the beginning of each flying duty period and subsequently during the flight,
andare sufficiently free of fatigue so that they can operate in all normal, abnormal and emergency
situations.

2.35 FLIGHT DUTY PERIOD

A flight duty period is intended to cover a continuous period of duty, which always includes a flight,
or a series of flights. Itincludes all dutie€abinCrewmay be required to carry out from the time of
reporting for duty on the day of a flight oeses of flights, until completion of all duties relating to

the flight or series of flights.

2.36 REST PERIODS

The definition ofarest period implies an absence of duty and is intended to provide adequate time
for rest following a flight or series of flights. Airlines should ensure that the procedures are followed
to ensure thatCabinCrewdo not exceed their flight time limitatiorend that adequate controls are

in place to ensure thatabinCreware not assigned duties during required rest periddabinCrew

have a responsibility to ensure that they use their rest periods to rest.

2.37 INFLIGHT REST FACILI  TIES

Airlines should comply ith their regulatory requirementso provide adequaténflight Crewrest
facilities.

2.38 LIMITATIONS

When establishing duty times, the size of tieewcomplement and the tasks to be performed
should be taken into account. Where rest facilities are providetié aircraft in such a way that a
Crewmember may have horizontal rest and a degree or privacy, flight duty periods may be
extended.
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2.39 POSITIONING

Time spent byCabinCrewpositioningor deadheadingo or from duty assignments is not considered
to be apart of a rest period.

240 FLIGHT CREW AND CABIN CREW RELATIONSHIP: ONE
TEAM - ONE CREW

Team Performance: Ea€lrewmember is a member of the team with a specific role and tasks. Great
team performance depends on synergy. Synergy is a medical technical term that means: working
together. When in synergy, the performance of a team is higher than the sum of the individual
performances. Conditions for synergy include:

A shared goal

A clearCrewstructure
Clear task allocation
Team spirit

= =4 4 -4 4

Good leadership

The roles ofcabinCrewon boardare twofold: The safety role, and the customer servige. At
times there is a conflidietween the two roles which can have implications on performance.

The structure of theCabinCrewensures thalCrewmembers have specific roles, and very specific
duties. The application of good CRM withiGi@wcreates the right balance for thérewto work as

an effective team. In order for a team to be effective, they must be able to talk to each other, share
information, listen to each other and be assertive, when necessary.

In every effective team, there are leaders and followers. Followers areheeipsfollowing blindly.
Followers play a complimentary role to leadership by supporting the leadership. Every effective
leader needs the support of their team. Differing age groups require varying styles of leadership. In
CRM it is vital to introduce apppriate leadership styles for thérewto adopt. This helps to build

and strengtherCrewleadership skills.

Situational Awareness is important at all times and CRM highlights the human factors elements that
could contribute to incidents and accidentstugtional awareness amongst tlierewimproves
safety. CRM addresses detecting an error in the early stages and correcting or controlling it.
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241 HUMAN FACTORS

For CabirCrew Human Factors is about understanding hGrewuse equipment, interpret policies,
work with policies and manuals, and operate within their working environment. More importantly, it
is also about their relationship and interaction with otl@&ewmembers and work colleagues.

ICAO defines Human perfoemce as the human capabilities and limitations which have an impact on
the safety and efficiency of aeronautical operations. More information on human performance can
be found in the following documents: Human Factors Digegt HEman Factors in Cabinf&y,

Human Factors Training Manual (Doc 9683) and CGadgiwSafety Training Manual (Doc 7192 Part E

1) third edition, scheduled to be released in 2014. To obtain copies of these documents, please visit:
http://storel.icao.int

CabinCrewshould be providd with an understanding and awareness of the human factors that can
potentially lead to errors. Key components of Human Fadararenesdrainingare also often

referenced ashe Dirty DozenThese include (in no specific order of importance) thek lof
communication, distraction, lack of resources, stress, complacency, lack of teamwork, pressure, lack
of awareness, lack of knowledge, fatigue, lack of assertiveness and ndommss meamg

workplace practices, workplace culture, can be both good andobadfe and unsafe). Awareness of
thesecomponentancreasathe understandingon how humansncluding Cabii€rewcan contribute
towards accidents and incidentsloweverthe objective of this awareness and learning is for the
CabinCrewto understand thisandactaccordingly towardsitigation measureshat both reduce

and captue human error.

IOSA has provisions pertaining to training in human performance which typically includes the basic
human factors concepts andrewresource management.

CAB 2.2.8f the Operator conducts passenger flights with Cabiiaw the Operator shall ensure
CabinCrewreceive training in human performance to gain an understanding ohthman factors
involved in conducting Cabin Safety duties and coordinating with the Eigitduring the
execution ofon boardemergency procedures. Such training shall be included iCdiENCrew
initial and requalification training courses, and in the recurrent training course, fsacuency in
accordance with requirements of the Authiyri but not less than once during eve2j}-month
period. (GM)

ICAGdefinesHuman performance as the human capabilities and limitations which have an impact on
the safety and efficiency of aeronautical operations. More information on human performance can
be found in the following documents: Human Factors Digegt HGman Factcs in Cabin Safety,

Human Factors Training Manual (Doc 9683) and GadgiwSafety Training Manual (Doc 7192 Part E

1) third edition, scheduled to be released in 2014. To obtain copies of these documents, please visit:
http://storel.icao.int
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242 CREW RESOURCE MANAGEMENT

CrewResource Manageme€RM])s efficientand effective communicationcooperationand
coordination Its objective is to:

Promote and maintain a safe operatiahall times
Promote effective and efficig decision making
Mitigate and capture human error

=4 =4 4 A

Increase the chance of survival in an incident or accident
1 Manage effectively and efficiently all available resources (human or physical)

To promote CR\CrewY SY o0 SNE & K2 dzf R dzy RS NiidiespsriRibilfids Possed (| K S ND &
Iy SEOSttSyid dzyRSNEGFYRAY3I 2F GKSANI ' ANIAYySQa &t
communicate with each other, cooperate and coordinate their efforts and resolwork through

any differences or conflicts.

CRM is a system of applying human factors concepts to im@oswperformance, and,
subsequently, improve safety. Effective CRM results i@relvmembers functioning as a team,
rather than a collection of technically competandividuals. Highechnical proficiency does not
guarantee safe aircraft operation in the absence of effedivewcoordination.

Operators aim to encourage appropriate contributions fronCatwmembersto ensure a
consistently high level of safe and efficient procedures, tiogewith service excellence. Training or
development may not cover every possible scenario whliddwmay face.

CrewResource Management (CRM) is an essential component of safety training. It allows airlines to
influence the way that Cabi@rewand FlightCrewcan work more effectively together, by providing

the necessary technical amehavioralskills necessary for each to know what to expect from their
fellow Crewmembers in any given situation. It is recommended that CRM form an integtaifpa

initial and recurrent/refresher Cabi@rewtraining programs.

The following best practices should be taken into consideration when formulating effective CRM
programs:

Standards for Human Factors and CRM for C@kewto be combined with Flightrew

Specialist trainers should be used and these trainers should undergo specific training on CRM
Check flights/audits to be set to measure whether training methods are carried out in flight
Guidelines on all training to be designed with the specific neetiseofarrier being taken

into consideration (i.e. cultural training)

e egeege
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When an incident occurs on boawlirlines should consider using these as case studies in

future CRM training

EncourageCrewvs to talk about incidents and share views at Calriewpre-flight briefings

Build a trust betweerCrewl Y R Y I yIF 3SYSy i 6KSNB LIS2L)X S F¥SSt O:
Role play simulated flights where everyone has a role to play

Passengers on such flighib be given card with scenarios to enact

Conduct a full debriefing tbe used as a learning exercise and not as criticism of what could

have been done better

List all key topics from the debriefing to be included in future case studies

€ g &g ¢€¢€

e

243 COMMUNICATION

Communication is essential for safe operaso\ppropriate and timely desions depend oboth
FlightCrewand CabinCrewcommunications.Effectiveand efficientcommunication between all
Crewmembers is theppropriate,constant timelyand unrestricted exchange of informatiofull

free and unrestricted flow of informatioshould always be encouraged. Howev@abinCrew

hesitancy to contact the flight deck remains comm®oa.promote effective communication and
decision makingabinCrewshould be aware of any situation that appears unusual or abnormal and
report this to the FlighCrew The transmitting of such information should be clear, concise and
factual. For example, if @abinCrewseestsmoke they should not report that they se@ fireg.
CabinCrewshould also listen and acknowledge reception of the informat@abinCrewshould seek
clarity and details as required: What? Where? How? When? And as appropriate, provide ideas and
az2fdziAazyad ! ./ Qa 2F O2déckdzyAOF A2y (2 YR FTNRBY ¥FfA

A= Appropriate

B= Brief

C=Clear and Concise
Communicationvia the Interphone

CabinCrewshould be competent in the use of the interphone and procedures used for calling the
flight deck, and handling calls from the flight deck and between membetedEabinCrewunder
normal, abnormal and emergency situations.

Read back igtructions

Read back instructions are a good communication strategy for both face to face and interphone
communications to ensure effective and correct communications. For examptn the FlighCrew
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communicates a message, the CaBmrewmust readback the instructions to prevent error. This
method is a means aonfirminginformation, ensuring it is accurately understood

For example: if th@ilotin-Commandwvarns theCrewthat turbulence will be encountered in 15
minutes, the Cabirewmay undersand 50 minutes, leaving them less time than they think to
secure the cabin. When the Caliimewread-back, the instructions and state 50 minutes thiot-in-
Commandwill hear the error and reconfirm: No, 15 minutes51

Cooperation and coordination

Effective cooperation and coordination is teamwdrkgh mutual assistance, low discord and timely
communication and feedback all contributenardseffective cooperation and coorditian.
Cooperation and coordination assi€rewto function effectively, make decisions and mitigate
problems as they arise

244 THREAT AND ERROR MANAGEMENT

The Human Factors Research Project at The University of Texas in Austin developed Threat and Error
Management (TEM) as a conceptual framework to interpret data obtained from both normal and
abnormal operations. For many years, IATA has worked closely with the University of Texas Human
Factors Research Team, the International Civil Aviation OrganiZB@iA@), member airlines and
manufacturers to apply TEM to its many safety activities.

Threat and Error Management Explained

According to the TEM framework, threats are defined as events or errors that occur beyond the
influence of theCrew that increase operational complexity and which must be properly managed to
maintain acceptable margins of safety. Threats are generally categorized as being environmental or
organizational in nature. In this analysis, threats were categorized basetiethav or not the

sources of operational pressure were internal or external to the airline. This analysis includes
separate TEM breakdowns for the sources of pressure experienced BjighéCrewand those
experienced by th€abinCrew IOSA defines Thaeand Error Management as the actions taken by
the FlightCrew(CabinCrew) to reduce threats or manage errors.
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Threat and Error Management Framework

LATENT CONDITIONS
¥ THREATS *

¥

Threat Management

Errors

Error Management

Undesired
States

END STATE

Latent ConditionsConditions present in the system before the accident, made evident by triggering
factors.These often relate to deficiencies in organizational processes and procedures.

Threat: An event or error that occurs outside the influence of #ightCrew but which requires
FlightCrewattention and management to properly maintain safety margins.

CabinCrewError: An observedCabinCrewdeviation from organizational expectations Grew
intentions.

UndesiredCabin/Aircraft State (LAS):A CabinCrewinducedcabin /aircraft state thatclearly
reduces safety margins; a safegpmpromising situation that results from ineffective threat/error
management. An undesired aircraft state is recoverable.

End StateAn end state is a reportable event. An end state is unrecoverable.

Distinctionbdi 6 SSy & ! @aBis/&E A NBRI T4 { 01 G RdootthaRsnat9 y R { G 41 S¢ VY
disarmed (when it should have been) is recoverable. This A& UAn inadvertent slide deployment

is unrecoverable. Therefore, this is an End State.
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245 BRIEFINGS

The preflight briefing is an important component to flight preparations. Communication and
coordination between thd-lightCrewand CabinCrewis crucial and is an integral part of specific
normal, abnormal and emergency procedures. A joint briefing enhances the OnecT@aeCrew
concept and enhances the tea@vewspirit between all members of th€rewin general and
especiallypbetweenHight Crewand CabinCrew this in turn has a positive impact on the safety of the
flight. A process would be necessary to ensuRight andCabinCrewcoordination briefing prior to
each flight addresses relevant safety subjects (e.g., sterile flight deck, security, aircraft technical
issuesFlightCrewincapacitation, cabin depressurizatiam boardfire, emergency evacuation,
forced landing or ditching.)

246 FLIGHT CREW TO CABIN CREW BRIEFINGS

Normally State regulations requireGrewmember preflight briefing. It is recommended thawvhen
operationally possiblgor the preflight briefingconductedby thePilot-in-Commandnvolveall Crew
members When joint briefing sessions are npbssible the Pilotin-Commandmustbrief the SCCM
who will then brief theCabinCrewprior to each flight. This briefing should include as a minimum:

Anticipated weather and anticipated flyirgnditions (i.e. turbulence)
Expected flight time and altitudes
Any defective/inoperative equipment which could affect the flight/cabin service

= =4 4 A

Any other items such as a short taxi time, PA translation requirements, etc. deemed
necessary

1 Flight deck door pcedures and sterile flight deck procedures

9 Security procedures

TheSCCMhouldalso review the following items with theilot-in-Commandas applicable:

CabinCrewcomplement

Taxi time

Speciahandling of certairtategoies ofpassengers such as prisoners with escorts
Announcements and if there is a requirements for translatioilCbpinCrew

Service tdFlightCrew

=4 =4 4 4 A 2

Any additional information necessary for the flight (including information on inoperative
equipment service item®n board or abnormalities that may affect the flight
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247 CABIN CREW BRIEFINGS

The operatingCCMs responsible for conducting the pifight safety briefing. The operatirfgCCM
cannotdelegate the prélight briefing. This task typically includes, buta limited to:

9 Check that required minimum number of Cakirewis present

9 A customized briefing for the aircraft type

9 The assignment atabinCrewpositions, duty stations, emergency duties and working
positions (service)

1 If applicable the distributionfoemergency equipment checklist or equipment check
responsibilities

=a

Information on safety demonstration procedures

The assignment of duties to individuahbinCrew such as public announcemen@abin
Crewstations, andhe handling okpecial categgrpassengers

=

Review of selected communication procedures

Review of selected emergency procedures and equipment
Review of selected safety and security procedures
Destinationspecific information

Meteorological information

Cabin defects

Aservice briefing itompliance with the idlight service manual

= =4 4 =4 -4 8 2

Some of these items are obtained from thRiightCrewas part of a joinFlightCrewCabinCrew
briefing. However, if a joint briefing does not take place the information should be disseminated by
the SeniorCain Crew

In order to ensure the smooth running of the flight, it is recommended thatIBE€Mlsoreview
with the CabinCrewthe service plans for the flight, including time schedule for the meal service,
special meal requirementsgrving of meals irhe flight deck,Crewrest schedules etc.

It is important to communicate all required information and other relevant matters to the other
CabinCrew if additional information becomes available (e.g. chaggneteorological information).

Briefings may be cwlucted, but not limited, to the following places:

1 In the briefing room before departure from the base
9 Intheaircraft cabin with no passengers on board
9 In a suitable place before leaving the hotel, or in @rewbus to the airport

INTERNATIONAL AIR TRANSPORT ASSOCIATION A CABIN OPERATIONS SAFETY BEST PRACTICE GUIDE A 60 P



Faan
_2E
IATA

A CabinCrewbriefing must be conducted before the first departure of the day. When flight deck
Crewand CabinCreware not following the same flight schedule and transit passengers are on board,
the Pilotin-Commandshouldbrief the SCCMwho in turn briefs the rest of th€abinCrew

SUMMARY

To improve flight safety and promote efficient team work:

1 Use briefings to encourage communication and teamwork, and to build a rappamgst
Crewmembers A good briefing will result in a high p@ming team.

1 c2ftt2¢ GKS a! ./ & :NYzES 2F O2YYdzyAOlF A2y
A Appropriate
B¢ Brief
Cc Clear and concise

9 Following Standard Operating Procedures ensures th&@ralvmembers are familiar with
the flight standards and expectations

1 Communicate and cooperate thj other Crewmembers, maintenance personnel, catering
staff, and ground staff

1 Communicate with passengers, and make them feel comfortable and able to communicate
with the Crew

248 PASSENGER SAFETY BRI EFINGS

Passenger safety briefings promote safety andcameductedand completedpre-take-off, pre-
landing andn preparation for emergency landings.

249 SAFETY ANNOUNCEMENTS

It is important that passengers understand the safety announcements made on board. Airlines
should therefore take into account the passenger demographics when determining the languages
used for announcements liyabinCrewand where necessary employ the usfgranslators or video.
Announcements should be clear, paced atdke toengage passenger attention.

250 PRIOR TO DEPARTURE

On each flight prior to push back from the gate tbabinCrewmust brief passengers to:

INTERNATIONAL AIR TRANSPORT ASSOCIATION A CABIN OPERATIONS SAFETY BEST PRACTICE GUIDE A 61 P



Faan
_2E
IATA

9 Stow their carryon baggage

9 Ensure chaitable and seat back are in full upright and locked position (or ¢hble
stowed)

1 Seatbeltssecurely fastened

1 Permitted useand/or prohibition and stowage of PEDS (as applicabBtate regulations
and operator policies

1 Briefing on theover-wingemergency window exit for passengers seated adjadergelfhelp
exits

9 Open window blinds (as applicable to regulations). On aircraft equipped with dimmable
windows/electronically dimmable windows (EDW) it is recommended for Cigiwto set
and block the BWs in full clear for taxi, take off and climb up to 10,000 ft. From that altitude
on the CabirCrewcould unblock the EDWs for each passenger to operate.

251 BRIEFING OF PASSENGE RS OVER -WING EMERGENCY
WINDOW EXITS

Airlines should have clear policies for segtpassengers in rows adjacent to emergency exits. Check
in agents need to be aware of these policies. As per local regulatory requirements, one of the many
pre-flight tasks of theCabinCrewis to brief the passengers seated in theer-wing emergency exit

rows. TheCabinCrewperformsthis same routine task prior to every flight. But although it is a

routine, CabinCrewshould listenobsene, and assess the passenger while giving instructions. From
GKA&a GKSe& OFy 3l dzhSanddaSverlaiy uesSiohStSe)Nday haMsS I O G A 2

Time is critical during an emergency, and passengers seated adjaca@rwing exits play a very
important role in assisting th€rewduring an evacuation. All passengerastact according to the

CrewQ & @cBrhidiiahds during the evacuation process. The reaction of passengers seated in
over-wingemergency exit row is even more crucial. Brewcommands will vary depending on

many factors, such as the nature and location of the emergency, potential fulegther dangers

outside or inside the aircraft. Therefore, it is vital that passengers seated mvtdraving energency

exit rows understand how and when to open specific exits and, perhaps more importantly, when not
to open them.

Air operators should deslop procedures fo€abin Crewto conductan overwingemergency exit

briefing (briefing card, video or or@n-one as applicable to the regulations of the authority). The
benefit of a oneon-one interaction during th@verwingbriefing is thatCabinCrewcan assess if the
passenger has really understood what is expected of them should the need for an evacuation occur.
They can also determine if the passenger should indeed occupy this restricted seating.
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Prior to departure thesCCMhouldensure that theCabinCrewhave briefed passengers seatathn
over-wingemergency window exit on:

1 Whento use the exit: only when advised byzaewmember or upon hearing the command
to evacuate

1 Howto openthe exit (and perhaps as important whewt to, e.g. in case of fire)

Should a passenger nbe comfortable with, or capable of operating the emergency exit, or cannot
perform the procedures thewere briefed on, or if theCabinCrewfeel that the individual briefing
information has not been clely understood by the passenger (language barrier)GlabdinCrew
should assist in reseating the passenger to another seat.

252 PRIORTO TAKEOFF

On each flighCabinCrewmust provide a safety briefing (via demonstration or video) to all
passengers prior ttakeoffon the following safety and emergency procedures:

Ordinance signs

Seatbelts

Escape path lighting

Emergency exits

Passenger Safety features card (where to find it and recommendation to review it prior to

takeoff)

9 Life vests (when applicable, i.e.em\60 nautical miles or more room shore and as per
regulatory requirement)

1 Oxygen system (and to secure their own mask prior to assisting another p&véwm)

demonstrating these exits during a Video Briefing it is recommendeddhhinCrewshould

beLINSASY(d Ay GKSANI FaaA3dySR aRSY2 LIRaAAGAZ2YE A\

vigilant in the cabin to ensure that the safety video is being played.

=4 =4 4 4

1 Also itis important to remind passengers on the ability to bring any safety concerns to the
attention of the CabinCrew Passengers can be a great source of information, and may
sometimes be the first to bring information regarding an unusual odor, for example, to the
CrewYSYoSNDRa GidSyidAazyo fgrea GF1S Ayidaz2z I 002dz
0 The cabin (noise, fumes, smoke, fire, loose objects etc.)
0 Other passengers behavior
0 Aircraft exterior (wings, fuselage etc.)
0 Outside environment (runway, weather etc.)

CabinCrewshould follow up any reports from passengers regarding anything unusual, and ensure
that the SCCMand FlightCreware informed. Operators should encourage passengers to
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communicate with the Cabi@rew someairlinesincludean announcement on this mattén the

passenger briefingsampled L ¥ @2dz KI @S +ye alFSie 02y OSNY RdzNRA Y=
to bring it to the attention of &rewY S Y 6 .SShidething as simple as tlaisuldencourage

passengers to voican importantconcern.

CabinCrewatdl SYLJi G2 OF LJidzNE (KS LHlighi SiétABidiiyaSomel G Sy G A 2y
Airlines have designed very creative {ilight safety briefing videos in order to engage the
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as to whether to watch the safety demonstration or video or bot CabinCrewshould not replace

the safety briefing by simply asking the passenger(s) if they are familiar with the safety/emergency

procedures, equipment and exit$ the aircraft.

253 PRIORTO LANDING

On each flight prior to landing th@abinCrewmust brief passengeits:

1 Stow their carryon baggage

9 Ensurechair tableand seat back are in full uprigahd lockedposition (orchair tablestowed
in armrest/other assigng stowage as applicable)

I Fasten seatbelts

Permitted use or prohibition and stowage of PEDS (as applicable)

i Open window blind¢as applicable to regulationsPn aircraft equipped witdimmable
windowsd electronically dimmable window&DWi/it is recommended fo€abin Crewto set
and block the EDWs in full clear

=

Investigations into numerous accidents have identified Begwcommands to passengers to leave

their carryon baggage behind during an emergency evacuation is not always the optimagor
passengers understanding to adhering to critical safety information or instructions as stress levels are
high and the noise level in the cabin could be high. In Canada, it is recommended that on each flight
prior to landing, or in the event of glanned emergency landing, to include clear direction to leave

all carryon baggage behind during an evacuation. For more information please see Transport
Canada Advisory Circular (AC -00@) Passenger Safety Briefings:
http://www.tc.gc.ca/media/documents/caopssvs/708012. pdf

254 PASSENGER SAFETY FEA TURES CARDS

Oral briefings must be supplemented with Safety Briefing Cards, which must be pertinent only to that
type and model of aircfaand consistent with the airlines procedures. There should be sufficient
Safety Briefing Cards for the number of passengers. The information on the cards should be

INTERNATIONAL AIR TRANSPORT ASSOCIATION A CABIN OPERATIONS SAFETY BEST PRACTICE GUIDE A 64 P


http://www.tc.gc.ca/media/documents/ca-opssvs/700-012.pdf

Faan
_2E
IATA

O2yaraidsSyid 6A0K (GKS AYyTF2NNIGA2Y O2ylidyiySR Ay
requirements. When aircraft equipment is substantially different, even with the same model of
aircraft, the air carrier should provide Safety Briefing Cards specific to that aircraft. In addition, the
briefing cards should be designed to be understbggassengers who are totally unfamiliar with
aircraft and safety equipment, and who may have a limited understanding of any of the languages
used. Briefing cards must show the most common method used to operate the emergency exits in
an emergency. Thawust also show other instructions necessary for the use of emergency
equipment.

2.55 DESIGN AND LOCATION

It is recommended that any safety literature on board, passenger safety features card, contain
pictorial instructions. The passenger Safety Briefing Carst ve designed and located so that the
seated passenger will be able to see and have access to the card when it is placed in its normal
location about the aircraft. The passenger Safety Briefing Card should be large enough so that when
placed in its nanal location aboard the aircraft, the passenger seated for takg-off, and landing

will be able to visually locate and identify the card. It should not be possible for the card when in its
normal location, to slip out of sight of the passenger. ddrel should have an eyetching title or
symbol identifying itself as safety and emergency instructions for passengers. The mode of
presentation should be diagrammatic or pictorial, making written information to the extent possible
unnecessary. The riied used to depict equipment and action can be pictures of people, diagrams,
drawings, words, and combinations of these.

When developing Safety Briefing Cards it is recommended that Airlines:

1 Use international symbols. All depiction should be eagyntterstand and not complex.
Cards should also be interesting and attractive so passengers will want to read them. For
example, a multcolored card, which had pictures and drawings, will be picked up and read
more often than a black and white printed dar
1 Use standard colors:
0 Green (Actions Passengers Can Do)
0 Red (Actions Passengers Cannot Do)
1 The following is normally included, but is not an exhaustive list of typical information
contained in the card: Seat belts, emergency exits (location and apejatnd egress
assistive devices such as slides or slide rafts, bracing positions, if applicable, emergency
escape path lighting, life jackets (personal flotation devices), if required, passenger oxygen
masks, smoking or portable electronic device restits etc.
1 If a multistep process is incorporated into the card (such as donning a life vest or detaching
a slide), all operational steps should be depicted
1 Use standard symbols when highlighting an exit or an action to be followed. It is
recommended hat emergency exits be highlighted in green in accordance with those used
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on the ground in terminal buildings. When highlighting an exit that should not be used in
certain situations, for example an oveting exit on water, the exit should be highlightied
red with a cross going through it.

9 Passenger Safety Briefing cards should contain only information that is essential for safety.
For example, advertising, schedules, promotional information is not safety related and
should not be on the cards.

256 SAFETY EQUIPMENT CHECK

Prior to boarding of passengefSabinCrewshould check allabin Safetgommunications and other
equipment to ensure that they are in full working order. It is recommended that a checklist be used
for this purpose, and adapted to eaalrcrafttype and duty station. In addition it is important for
CabinCrewto check theirCabinCrewstation and assigned seat and seatbelt/harness and to check

the safety restraints for cut or worn edges, damaged stitching, or excessive wear or chdfiag to
webbing, inspect lap belts and shoulder harnesses for frayed strap, check the inertia reels for proper
operation.

{/ 1 aQa &K?2 dzZ Rlogbdokibefor©enah diglzt. AlwayKaBvise the PIC as they may wish

to transfer items that directly affédhe safety of the aircraft or safety equipment, to the Aircraft

¢ SOKYAOILt [23d hyOS AiSYa KIF@S 06SSy NBLI ANBRZ
Log entry. Airlines should consult their local/courdpplicable nationaauthority for theformat of

the Logbook and to confirm those items, which may or may not be deferred.

257 GALLEY CHECKS

The galley should be checked as part of the equipment check. Any defective galley equipment should
be reported to prevent possible injury. It should be-loided, repaired and returned to service as

soon as possible. Galley checks should also include proper use of electrical equipment in the galley
and controls for cabin temperature and ventilation.

258 REPORTING DEFECTIVE  GALLEY EQUIPMENT

CabinCrewshould icentify and report any defective galley equipment immediately. It should be off
loaded, repaired and returned to service as soon as possible. Airlines should establish means of
recording and tracking damaged or broken equipment to enable repairs to bdeadfby

Engineering during routine turnarounds or during maintenance.
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Defective galley appliances or other permanent equipment should be recorded I8Q68in a
Logbook to be kept on the aircraft. Airlines may also wish to establish a system for gging
identifying removable equipment such as damaged catering trolleys and containers so that these
items can be removed from the system for repair.

2.569 PASSENGER INFORMATIO N LIST (PIL)

In order to provideCabinCrewwith necessary information concerning pasgers on board and,
optionally, about seats blocked for other purposes, it is recommended that Airlines use the
Passenger Information List (PIL) as specified in IATA Recommended Practice RP 1716 from the
Passenger Services Conference Resolutions Manual:
http://www.iata.org/publications/Pages/pscrm.aspx he list should be produced after final
passenger closeout and provided to the SefiabinCrew Where so required, the list may be
provided separately for each class and/or compartment of the passenger cabin.

2.60 CABIN CREW POSITIONS FOR BOARDI NG AND
DISEMBARKATION

It is very useful that th€abinCrewscreen passengers during boarding to look for any abnormalities
such as sick, intoxited, and potentialunruly passengersituations Also care should be given to size
of hand luggage and how it will fit into the aircraft stowage. During passenger bo&@dlngCrew

must ensure that:

All curtains and dividers are open

Monitor passengeflow

Monitor exits and aisle (s) and ensure they remain clear of obstructions
Monitor restricted rows (e.goverwingemergency exit seating)

Assist passengers and passengers requiring special assistance
Remain on board until all passengers have disemighrke

= =2 =4 -4 -4 2

261 COMMUNICATION WITH GROUND STAFF

Effective and timely communication between ground staff and the desigrasdiinCrewis essential
in all passenger embarkation, disembarkation and during transit stops. Some Airlines require for the
SCCMo give clearane to ground staff prior to the commencement of boarding. Other Airlines

dzi At AT S I G3INBSYy fAIAKG 062 NRAY3IE 2N ALINBOAA&AAZY
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automatically at the stated time (as per each aircraft type) at every airport. Graaffdasl|
commence boarding and thérewunderstands that boarding starts at XX time, unless the PIC or
SCCMdviseground staff otherwise. A deferred boarding decision would usually be for reasons
relating to safety or security.

262 PRE-BOARDING

Certainpassengers with reduced mobility or passengers raéggiextra assistance should be boarded
and seated prior to the embarkation of other passengers.

2.63 AIRCRAFT SEATING

Airlines should establish and communicate a clear policy regarding seat assignmaintsadis
seating arrangements have an important safety function. Normally seat selection is carried out
automatically by the cheek agent. However, it is essential tHaabinCreware familiar with the
categories of passengers, which should not be semtexpecific seat types or emergency exit rows.
Such passengers who have been seated in such areas, and @didzinCrewbelieve might impair an
emergency evacuation, should be assisted in moving to another seat.

2.64 PASSENGERS OCCUPYING VACANT CREW SEATS

It is recommended that vacaftrewand Crewrest seats are only assigned to passengers who are
airline employees, fully briefed in safety procedures. Airlines should not allow passengers to occupy
seats reserved foCrew

265 FUELLING WITH PASSENGERS ON BOARD

Fight Crewwill normally be on the flight deck to eardinate the necessary precautions and
procedures to be observed. However, some regulatory authorities permit for fuelling to take place
without FlightCrewon board. WherFlightCreware not on board, tk qualified maintenance
engineer, and/or theSCCMwho will be positioned in the vicinity of the main boarding door) may
undertake these duties.

TheCabinCrewand FlightCrewmust be trained in emergency evacuation procedures and rapid
deplaning proced8 &8 RdzZNAyYy 3 FdzStfAy3 SYSNHSYyOASa® ¢ KS
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lighting is required to enable emergency exits to be identified. Such lighting nmaaineéON until
fuelling operations are completed.

¢tKS SYSNHSyOe fAIKGAY3T YIFIAGSN a9A00K aKz2dZ R 0SS L
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The Public Addresystem must be serviceable. Appropriate announcements should be made
instructing passengers to unfasten their seat belts and refrain from smokingCatiaCrewshould

also advise passengers and other responsible staff that fuelling will take place atlgethanust not
operate electrical equipment or other potential sources of ignition (i.e. flashbulbs and/or portable
electronic deviceg as applicable to State regulations). Fuelling operations and all cleaning activities
using electrical equipment withitine aircraft must be stopped until conditions permit resumption.

A SenioCabinCrew should be at the main cabin door during fuelling, and be responsible for
notifying the Refulter immediately should either the presence of any fuel vapor be detected in the
passenger cabin or of any other hazard that arises in the aircraft cabin.

The minimumCabinCrewcomplement is required to ben boardthe aircraft. A minimum of one
CabinCrewis to beon boardfor every 50 passengers, or 50 passenger seats (or fraction thereof as
applicable to State regulations) on the aircraft, with at least GainCrewfor each separate
passenger cabin in the aircraft to communicate the need or to initia¢erapid safe evacuation of
passengers if an incident occurs.

Note: Local Airport Regulation may be more restrictive on aircraft with more than 200 seats.

CabinCrewmust always b@®n boardwhen passengers amn boardwith one CabinCrewpositioned
at each pair of aircraft doors, including the upper deck doors on the Bo87B747800 and the
A380 aircraft when the upper decks of the aircraft are occupied.

CabinCreware required to supervise passengers and to ensuredfsd¢sand emergency doors are
unobstructed. (Some aircraft types might require the designation of-aweg exits for evacuation)

Provision for the safe rapid deplaning (if conducted via boarding doors only) or evacuation of
passengers in the event of an emengg should be made via the designated fuelling exits. These
include at least two of the main passenger doors or the main passenger door plus one emergency
exit and preferably at opposing ends of the aircraft. These doors must be constantly manned by a
Cabn Crewthroughout the fuelling operation. The area outside the designated fuelling emergency
evacuation exits should be unobstructed.
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266 NO-SMOKING POLICY

Passengers should be informed and receive instruction on all restrictions pertairongotmard

smokirg including when, where, and under what conditions smoking is prohibited. In addition, the

O2YLI yeé &aK2dzZ R AYTF2N)Y GKSY GKIG GKSANI O2YLX AL yOS
and instructions from th€rewis required at all times. Passengsh®uld also be advised that for

their safety, lavatories are fitted with smoke detectors and that tampering with a smoke detector is a

serious offence that may lead to prosecution by the airline.

Airlines should undertake all essential safety precautios o NAYy 3 G2 LI daSy3aSNBQ |
restrictions on smoking. Such precautions must include announcements over public address systems
prior to eachtakeoffand at regular intervals during the flight. Precautions:

1 Installation of smoke detectors in &ivatoriesto provide an alert of fire;
f LyaalrtftlraArazy 2F ab2 {Y21Ay3¢é LI I OFNRa 2y SI OK
f LyadadglrttrdAazy 2F | ab2 [/ A3IFNBGGS 5AaLRalfé LI I C
disposal receptacle in all toilets;
1 Installation of ashtrays oar near the entry side of all toilet doors
1 Passengers can also be made aware via an announcement or either in passenger awareness
material or via the IFE that triggering, tampering or disabling a smoke detector is a serious
matter subject to a possible divsion of the aircraft, and possibly subject to fines, and in
some States arrest

267 ELECTRONIC CIGARETTE S

Electronic, simulated smoking materials (cigarettes, pipes, cigars) should be prohibited from use by
both passengers an@rewat all times. Operatorsh®uld not permit the use of any item which could
insinuate that smoking is permitted on board aircraft. Permitting the use of these devices on board
could result in passengers attempting to smoke real cigarettes (or other smoking products) and
result in ircreased unruly passenger events. They can however be accepted on board in the

LJ a & Sy 3 SiNIdggagé, foNdddsenger use at destination provided:

1 They remain stowed at all times
f 'ydzaSR Ay (KS-onbiagg@géy 3ISNRa OF NNE

Spare lithium batteries: Wherthe electronic cigarettes are powered by lithium batteries, the
requirements of thd ATA Dangerous Goods Regulations (DERagraph 2.3.5.9 must also be met.
This requires that spare lithium batteries of any type must be carried in passengepoamggage.

INTERNATIONAL AIR TRANSPORT ASSOCIATION A CABIN OPERATIONS SAFETY BEST PRACTICEGUIDE A 70 P



Faan
_2E
IATA

Under the current regulationsthium batteries contained in electronic cigarettes may be packed in
checked baggage, although itstsonglyrecommended that they be packed in caogy baggage

2.68 ORDINANCE SIGNS

No-smoking sign: On flights whesenoking is prohibited, usually the +smoking sign remains on for
the duration of the fight on all nesmoking flight.

Seat belt sign: Thilotin-Commandwill turn on the seatbelt sign for taxi, takeoff, and any time
considered necessary (e.g. turbulefidVhen the seat belt has been turned off, passengers should be
advised to keep their seatbelt fastened at all times when seated. Whenever the seatbelt sign is
switched on theCabinCrewmust:

1 Make a PA to alert passengers of the requirement to fastentak@ep their seatbelts
fastened when seated

1 Remind passengers to secure infants and children

1 Ensure infants are removed from bassinets/cradles and held or are secured in an infant/child
restraint devicg[Note: some recenbassinetmodels allow the infanto be maintained in the
bassinet during turbulenceCheck with the manufacturer to ensure proper usage)

1 Complete compliance checks (if flight conditions/turbulence levels petatitinCrewto do
S0)

9 Some Airlines reinforce these instructions to passengersise the IFE and automatic PA
system

9 Portable electronic Devices Sign: Some aircraft are now equipped with ordinance signs that
alert passengers as to when a permitted portable electronic device may be used.

2.69 CABIN SECURE

TheSCCMhouldconfirm to thePilotin-Commandhat the cabin is secure for pushback and request
for permission for theCabinCrewto close the boarding doors.

2.70 OPERATION OF AIRCRAFT DOORS

Airlines should ensure that they have clear policies and procedures forGaiimCrewand ground
staff with respect to the operation of aircraft doors on arrival and departure, and ensure that areas
of responsibility both on the ground and in the aircraft are clearly set out.
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Responsibility: Effective communication between stafithe ground and in the aircraft is essential

for the operation of cabin doors. Cabin doors, i.e. passenger entrance and service doors, should be
operated by qualified staff either from the outside or from inside the aircraft, depending on the
aircraft type.

Signals: In order to prevent injury to personnel and damage to the aircraft and equipment due to
misinterpretation, only the standard signals must be used to indicateadCabinCrewresponsible
for the door operation that:

9 Ground equipment, i.e.gssenger steps, passenger loading bridgassenger transport
vehicles (PTVg)lane mates and galley loading vehicles, are correctly positioned
9 The area for the deployment of integral stairways is free from obstruction
9 The standard signals to be employfed this purpose are:
o Knocking at the door
0 Thumbsup signal

2.71 INADVERTENT SLIDE DE PLOYMENTS

Accidental deployment of evacuation devices represents a great concern for airline operation cost.
For more information please see the IATA Inadvertent Slide DmglotyGuidelines at:
www.iata.org/cabin-safety

272 REMOVAL OF GROUND EQUIPMENT FROM AIRCRAFT
CABIN ACCESS DOORS

Before removing ground support equipment from cabin access doors, the operator should advise the
CabinCrew Ground support equipment must not be removed until the aircraft door has been

closed. No cabin door (the door that allows external access to the passenger cabin) should be
opened, closed or left open without suitable ground equipment corraotijalled. Exceptions: some
airlines may permit doors to be opened, provided a full size door net is installed on the door.

Unless an emergency situation requires the slides to be deployed, cabin doors should only be opened
provided a suitable piece of gund equipment is engaged to the doorway area, such as aircraft

steps, higHift truck etc.Before opening an aircraft door under normal operatio@abinCrew

should:

1 Request authorization from thRilot-in-Commandwho will be responsible to advise ramp
staff that ground equipment is required
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9 Assess outside conditions to verify that ground equipment is in placed (stairs or bridge) prior
to door opening

9 Once the installation of the ground equipment is confirmed by the ramp EathjnCrew
mustensure dar is disarmed

1 Move door handleslowly to thefull and open position

1 Push door out fully until locked against fuselage using assist handles and hand grips
(Exception o the A380 the door openautomatically after pushing a designated swjtch

In the event that ground equipment is not available and the cabin requires cooling due to
excessive hot temperature, effort should be made to have the air conditioning turned on. In the
event that power to the aircraft cannot be providdtis recommendedhat authorization from

the Pilotin-Command beequired before opening a door and the following safety procedures be
performed

1 Open door as per normal procedures using extreme cautiaecure self on the insidef
the aircraft

Immediately and with aation attach thedoor barriersafetystrapacross door

Ensure no items are placed on the floor at the door vicinity

Guard the door at all times

When closing the dogextreme caution must be used

= =4 —a A

Note: Although the use afoor barrier safetystraps on operoors is promoted as a visual barrier,
they do not provide fall protection and are intended only as a visual warning. As a reminder, open
aircraft doors must never be left unprotected once openeddapinCrew Some Airline policies and
procedures require that &ull door safety net must be fittely engineering if a door is to be opened
with no platform in place

273 PREPARATIONOF CABIN FOR TAXI, TAKEOFF AND
LANDING

Preparation for departurénvolves a high wdload as there arenany preflight checks and tasks to
complete.The @binCreware available during boarding to assist with the cambaggageanswer
guestions, brief and assist passengers who require special attention, and the list goes on.
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274 CABIN CHECKS

Prior to door closing, taxiing, takeoff and landing, it is recommendedGhhinCrewcheck the cabin

to ensure that: lavatories are unoccupied (and locked if required), and that all closets, compartments
and overhead bins are closed. All cabin baggshould be securely stowed under seats or in

overhead bins. All passengers should have seatbelts secured, and table trays and seatbacks should be
upright and locked. All electronic equipment should be switched off and stowed (as per applicable
regulatiors and the operator policy).

CabinCrewshould also ensure that all galley equipment is stowed and secured including that
trolleys/carts are stowed in the appropriate areas. Stowage areas should be closed. Any spillage on
galley floors should be cleaned iredliately.

2.75 SECURING OF CABIN AN D GALLEY

During aircraft movement on ground (pushback and taxiing) and during takeoff and landing, all exits
and escape paths must be unobstructed. This means that:

9 All carts and all loose items in the galley and the cabéfl fle secured

1 Atoverwingexits, exit seat rows and partition walls, coat hooks shall be free from clothes or
other hanging articles

1 Lavatories must not be used for storage of excess baggage, galley equipment or cabin
equipment

1 All cabin baggage shall ptaced under the seat, in a closed bin or in a closed stowage
compartment

2.76 PREPARATION FOR AIRC RAFT MOVEMENT

Local regulations may supersede the itelisted below, howeveriecraft ready for movement
usuallymeans that:

Preflight Safety Briefing has beparformed

At originating stations an@rewchange, emergency equipment has been checked
Preflight Security Check has been performed

Crewmeals have been loaded (where applicable)

Passengers have received an exit briefing (when applicable)

Passenger saffi briefing is completed (at gate or during taxi)

All cabin baggage has been properly stowed and bins are closed

= =4 4 4 -8 -—a -2
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1 The way tooverwingexits and exit seat rows are cleared, and coat hooks at these locations
are free from articles

Window shades are open all @xits (or in entire aircraft as per regulatory requirements)
Blankets are stowedf(applicable and ager regulatory requirements)

Infant life vests and infant/extension belts have been distributed (if applicable)

All objects are secured

Dividers are acured

LavatoriesCabinCrewrest compartmentFlightCrewrest compartment and other
compartment doors are closed and locked (as applicable)

Curtains are open and secured

Galleys, containers, carts and trolleys are secured

Seatbelts are fastened, all 4ean upright position, tables folded and footrests stowed

All electronic equipment is switched off and stowed (as applicable)

G/ oAy OKSOlSRé¢ NBLRNILSR G2 {//a o0& GKS |
SCCM has verified number of passengers with PIL (when applicable)

Aircraft doors have been closed

Arming of doors has been completed (as per operator procedures)

= =4 =4 4 =4 =4
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Note: It is responsibility of SCCM to ensure that cabin, galleys, passengers and CC are ready for
aircraft movement. Closing of entry door(s) by SCCM (after communication and coordination with
the FlightCrew) indicates that the cabin is ready for aircraft reavent.

2.77 SURFACE CONTAMINATION

De-icingand Anti-lcing

Based on atmospheric conditions, including temperature, precipitation, accumulation etc., the PIC or
other responsible person (Ground Lead) will decide to deice or apphycargifluid on all critical
surfaces of the aircratft.

1 Deicing is the removaf@ny contaminants on aircraft critical surfaces
1 Anti-icing is the application of fluids preventing the accumulation of contaminants on aircraft
critical surfaces
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278 CLEAN A IRCRAFT CONCEPT

In order for aircraft to maintain lift (prevent stall) feakeoff, dl critical aircraft surfaces (wings, tail,
lifting control surfaces, and the fuselage of the aircraft with tail mounted engines) must be free of
contaminants such as ice, frost or snd@®abinCrewshould advise th@ilotin-Command prioto
takeoff roll d any:

1 Ice, frost or snow adhering to the aircraft structure
1 Concerns conveyed by a passenger or obewmember

2.79 PASSENGER COUNT

In the interests of safety and security, and if not established by other m&aisnCrewshould
count the number of passgers on board prior to door closing and relay the count toRfilet-in-
Command in order to ensure security and an accurate load sheet information.

2.80 DISCREPANCIES AND RE LOCATING PASSENGERS

There are instances where a headcount or the relocating of pgese may be necessary.

Recount: In the event of a discrepancy between the passenger count, a count or recount may have
to be completed when ordered from the ground staff or by Bitot-in-CommandRecounts should

be conducted by the Seni@abinCrew Count all passengers and start only when boarding is
complete. Ensure all passengers are in their assigned seat (an announcement may be required to
request cooperation to gain assigned seat for theoant).

281 WEIGHT AND BALANCE

Should a discrepancy extsttween the passenger count and load dispatchpbinCrewmay be
required to relocate passengers for takeoff and landing as pePiletin-/ 2 Y Y | gpRaili@
instructions. Usually relocated passengers may return to their originally assigned seatfhigining
However, they must return to the specified seat as perBiletin-Command@ instructions for
landing.
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2.82 PORTABLE ELECTRONIC DEVICES (PEDS)

Globally the use of Portable Electronic Devices (PEDSs) varies as it is regulateddppteahle

national aviatiorauthority. However one thing is constant in the various regulations, the greatest
concern is the possibility of interference with aircraft frequencies by the transmitting function of the
device at any phase of flight, and pattiarly at critical phases of flight.

If interference is suspected at any time, tRdot-in-Commandwill instruct passengers to turn off all

electronic devices. Hearing aids, heart pacemakers, and other implanted medical devices are

acceptable at any timduring flight. Items such as portable computers, video cameras etc. are

considered cabin/carrpn baggage and should be stowed during taxi, takeoff, turbulence and

landing. CabinCrewshould inform passengers to turn off and stow mobile phones (as per

rS3AdzA FdGA2ya yR GKS 2LISNI 2NRa& LRfAO&0 LINA2NI (2 ¢
safety demonstration (live or video) and during refueling (as applicable).

Please note technology advances quickly and the list below is neither completghzarstive In
addition,government authoritiehave begun thenove towards the easemern the use of portable
electronic devices by passengers on board air¢@feEASA, FAA, ef@and thus the information
below is subject to applicability or changeagmplicable to your local regulations.
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Samplelist of Prohibited and AcceptedDevices

Acceptable at all times

Aircraft satellite phone (if equipped)

Oneway pagers (capable of receiving signals only)

Electronic watches

Hearing aids

Heart pacemakers

Approved electronic medical devices (See Electronic Medical Devices in this section.)

= =4 -4 -4 -8 -9

Acceptable When Aircraft Door Is Open, or at tRéot-in-CommandQd RA&EONBiGA2Y R

delays and when refueling is NOT taking place

1 Mobile phones and Smartphones (unless restricted by local regulations)

1 Wireless computer/mobile phonaccessories

9 All portable electronic devices (except those prohibited above acceptable when aircraft boardin
door(s) is open

Acceptable during flight (But usually prohibited during taxi, takeoff, landing and flight operations bel
10,000 feet unlessapproved for use by the Staje
1 Any of the above devices that can be switched to a setting where no transmitting signals are en
and:
o Personal Digital Assistants (PDASs), and othertiap communication devices (if transmit
function is disabled e.qg.,aircraft mode, hospital mode, wireless system off).
o Computers and printers Modems connected directly to aircraft satellite phones or via wirele
internet (where applicable)
Digital music players
Ereaders
Electronic cameras (film, digital, video)
Cwtomerowned electronic noiseancelling/reduction headphones
Electronic calculators
Portable audio/video players
o Voice recorders

O O O 0O O O

Acceptable After Landing When Aircraft Has Cleared the Runway and Is T&Mimess restricted by
local regulations)

I Mobile phones / Smartphones

1 2-way pagers
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283 USE OF MOBILE PHONE INFLIGHT

Mobile phone use is currently prohibited during all phases of flight due to potential interference with
aircraft navigation systems and/or grouitéhsed mobile phone networks; with 5@

countries/airlines allowing use prior to takeoff until the aircraft door is closed, or after landing once
the aircraft door is opened.

A number of technology companies are proposing the useRitacell system in the aircraft cabin
to connect callsia satellite to a designated global ground infrastructure whilst preventing all other
cellular communication to the ground.

Picocell type system

Air-to-ground link:
Satellite link between
aircraft and ground
infrastructure

Public
phone
I/ network
\
N
Passenger
Ground infrastructure: routes calls & data to home mobile
ground public networks and home mobile operators operator

ThePicocell systenisable to send and receive phone calls, SMS messagesaail messages
while flying at altitudes above 3,000 meters, or 9,840 féeabinCreware able to turn off the system
or restrict usage to text services like SMS, as they see fit.

Airline wishing to introduce this service should take into account the following considerations prior
to implementation. The items mentioned below do not represent an exhaustive list and are intended
to provide IATA Membehirlineswith the most accurate and uf-date information possible.

Cabin Operations

To properly manage Cabin Operations, guidelisiesuld be established on:
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Training of Cabirew

Passenger Safety Briefing

Passenger Information

Courtesy Guide / Specific Company Policy
9 Incident Reporting

=A =4 =4 =

CabinCrewTraining

To properly manage passenger expectations, Cals@wshould receive sufficient training. This
includes:

Understanding the differences in technology
Transmitting and nortransmitting devices

Device type that can be used in each phase of the flight
Implication and restrictions on the use

Reasons why it can besed only above 3,00@eters
Courtesy guide and specific company policy

Procedural variation between aircraft types (if any)
Human Factors

Conflict management to descalate any event

Incident reporting

=4 =4 =4 4 =4 -4 4 -8 -8 4

Passenger Safety Briefing

The safety briefing shouldclude information regarding the restrictions on the use of portable
electronic devices and the phases of flight the different devices can be used. Methods that should be
used to provide information:

1 Preflight and inflight announcements
1 Safety Cards
1 Safety Demonstration Video (if any)

In order not to distract passengers from the safety briefing, information on the mobile phone user
guide should be given at a different time.

Passenger Information

To properly manage passenger expectations, basic gu@etin policy, procedures and courtesy
should be established. This will allthee CabinCrewto enforce the procedures in the most prudent
manner. It is recommended that the following information is contained:

1 Company policy
i Procedures
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Courtesy guide

Userguide e.g. when and how to use the service
Pricing

etc.

Methods that could be used to provide information:

= =4 -4 a8 -8 -

Prior to travel:

Eticket passenger information
Customer mailingg frequent flyers
Airline websites

Passenger lounges/gates

In-flight Magazine:

Inflight magazines are convenient and easily recognized resources for passengers to obtain detailed
information.

1

Flight Information Video (dpplicablg

CompanyPolicy

The following are examples of company policies which could be adopted by the airline:

1
1
1

During certain times of the day (sleep, dinimdg.), use only text message

Complaints from other passengers may lead to restrict the service to text message only

For the passengers own safety, it is important to interrupt conversations to listen to safety
critical announcements

In an emergency the service will be terminated with very little notice

Prior to landing before reaching 3,000 feet, announcement will be made giving the passenger
time to finish his conversation, before terminating the service

Courtesy Guide

In order tominimizehuman factor occurrences it is recommended to establish a courtesy guide to
remind customers toespect other passengers. The items mentioned below do not represent an
exhaustive list:

= =4 —a - -9

Phone should be on silent or vibrate de

Passenger should not speak more loudly than normal

Passengers should be especially sensitive when having a long conversation
Make phone calls only when seated, not while walking in the aisle

Aircraft toilets are not to be used as phone booths
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Incident Reporting

CabinCrewshould be trained to objectively observe and report any events related to the use of
mobile phones. Regular reviews will be necessary to evaluate relevant incidents. The reports should
be used to:

1 Identify safety hazards
1 Ensure remedieaction to maintain an acceptable level of safety
1 Continuous monitoring and regular assessment of the safety level achieved

284 FLASHBULBS

Flashbulbs (all types) must not be used on ramp (i.e. outside the aircraft) where fuel vapors may
exist, and during fuéng, taxi, takeoff and landing.

285 CARRY -ON BAGGAGE

The IATBaggage Services Mangaltains information on the rules and industagcepted

procedures relating to the carriage of baggalip://www.iata.org/publications/Pages/bsm.aspx

C2NJ 0KS LlzN1}R2aSa 2F (®8WVaollaxat AGK G NBY yEK Szy DESI0O 1 @I
baggage and cabin baggage.

All cabin baggage mube securely stowed. Accident reports indicate that the presence of excess
cabin baggage can be a significant factor in passenger survival in accident situations. Unsecured
baggage can become dislodge or projectile in accidents (and during severe tedjuleican also
obstruct evacuation routes and exits, where it can delay evacuation of passengetseavad

All airlines, with manufacturers, should ensure that sufficient, adequately designed cabin storage
facilities are provided on all passenger cargyaircraft. Consideration must be given to weight,
volume and aircraft type. All cargn passenger baggage that cannot be stowed or does not conform
to regulations must not be carried in the cabin.

Baggageallowance

Carryon baggage must be stowed in thecraft cabin which limits baggage to a size, weight and
shape to fit under a passenger seat or in a storage compartment. Cabin baggage should have
maximum length of 22 in (56 cm), width of 18 in (45 cm) and depth of 10 in (25 cm). These
dimensions inclde wheels, handles, side pockets, etc. Gamytems must remain with the
passenger at all times and are the responsibility of the passenger.
http://www.iata.org/whatwedo/passenger/baggage/Pages/cheukg.aspx
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CabinCrewshould be encouraged to be vigilant during the boarding phase to ensure that alocarry
baggage conforms to the airlines regulations on size/weight etc. and thatcarbaggage is

properly tagged. Grouhstaff should also monitor cabin baggage during the check in and boarding
process and not allow deviations from these standards.

For more information IATA RP1749 Carriage of amaggage can be referenced in the IATA
Passenger Services ConferenceoRe®ns Manual.

Identification of carryon baggage

In order to provide a means of demonstrating that a piece of eamrypaggage has been submitted
to the carrier at the checin or boarding point and detecting caron baggage which has not been
so submiited, a carryon baggage tag/label may be affixed to each piece of baggage accepted for
carriage in the cabin.

Excessive carrgn baggage

After checkin, excessive carfgn baggage (including items purchased on departure) should be
handled andabeledas checked baggage or stowed in the cargo as per s&letheclprocedures on
smaller aircraftPlease seeegtion 3.39 Lithium Battery Event Preventionadditional guidance to
consider prior to checking excessive casrybaggage to the cargo hold.

Informing passengers about cargn baggage

Because carrpn baggage allowances vary from carrier to carrier, it is very important that
passengers are made aware of the allowances applicable to their journey. Such action will improve
customer service and etime reliability. It is recommended thatidines who belong to the same
alliance or working with codsharing partners, agree on the same consistent guidelines. Similarly,
consideration needs to be given when passengers are connecting on to a smaller aircraft type.

Carryon baggage awareness

Cabn Crewmust be trained in the identification and handling of dangerous g@sdapplicable to
their role.

Carryon baggage and communication to passengers

When explaining limitations on Caron baggageCabinCrewcan explain that limited carrgn
bagagge provides the following benefits:

1 Of increased importance in the event of an emergency evacuation

I Toavoid injuries from Carrgn baggage or other items falling out of the overhead
compartments.

1 Increased leg spac@ndimproved stowage space
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Fairnesst space for all passengers regardless of boarding sequence;

Ease of movement into and out of the seats;

Ease of boarding and deplaning;

Gomfort during transfer time;

Health (reduces risk of fatigue and injuries such as back injuries);

Feed of boarding, digabarking and transfer leads to improve-time performance

= =4 =4 4 -4 4

Announcementduring boarding

Some airlines have adopted an announcement during the boarding of passengers to solicit timely
compliance and cooperation. Such an announcement could include:

G al @& raw§ouRattention to the following informatiarThere are two designated stowage areas

for your hand baggage: The overhead bin and the floor space in front of you. Please use both areas,
placing softer lightweight items carefully in the overhead bins lagavier more solid items

underneath the seat in front of you. To facilitate antime departure, please do not block the aisle
while stowing your hand baggage.

For those passengers seated in the exit rows or in the first rows of the cabin, all itenredof ha
baggage must be placed carefully in the overhead bins. Exit areas, aisles and the floor space around
your feet must be kept clear of baggage fakeoffl YR f I YRAY I Pé

286 OVERSIZED, FRAGILEI TEMS AND SPECIAL ART  ICLES

It is recommended that oversized, fiblgltems and special articles (e.g. Musical instruments, glass
pictures, etc.) should be carried in an overhead bin, or closed compartment installed on the aircraft.
If this is not possible, then special objects, such as large musical instruments, cayide subject

to:

9 Being properly secured by a safety belt and other approved/accepted means to eliminate the
possibility of shifting under all normally anticipated flight and ground conditiand

9 Being packaged or covered with approved materials toidypossible injury to passengers
and

1 Not imposing any load on seats or on the floor structure that exceeds the load limitation for
those componentsand

1 Not being located in a position that restricts the access to or use of any emergency
equipment,exit, or the use of the aisleand

9 Not obstructing any sigmlacardor screen where safety informationdemonstratedto
passengers
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2.87 PETS AND ANIMALS IN THE PASSENGER CABIN

Some airlines will not accept animals for carriage in passenger cabin. Other caalecsury
animals in passenger cabins under special conditions as accompanied baggage in accordance with
their own company policy and government regulations.

Where passengers travel with their pets, such as domestic dogs, cats, ferrets, rabbits anakbirds,
FOO02YLI YASR oF33F3S Ay (GKS OFoAy (GKS FyAYFf Ydzli
Live Animal Regulations, i.e. the animal can stand in a natural position, turn around and lie down.

Containers should not exceed the dimensions forcan baggage and should be able to be stowed
under the seat for taxtakeoffand landing. The container must be well ventilated, securely fastened
and made of material that is legikoof and cannot be easily destroyed by the animal inside it.
Animals should not be taken out of the container at any time during the flight.

Health and Hygiene

CabinCrewshould avoid any physical contact with the animal and observe strict personal hygiene
rules at all times. All animals including domestic pets are capable of transmitting a variety of
diseases to humans, so they must not be stowedase proximity to foodstuffs during any stage of
the flight because of the risks of contaminatidn.the event that theCabinCrewis required to

handle animals during the flight they should:

1 Wear protective gloves while handling the animal

1 Wash hands &ér handling the animal

1 Report to a doctor as soon as possible after being bitten or scratched by an animal, providing
information on the species and origin of the animal. If delay is inevitable before obtaining
medical attention, ensure that the woundtisoroughly washed with soap and water and
covered with a dry dressing until medical attention can be obtained

1 Avoid contaminating skin or clothing with blood or excretion of animals. Contaminated
clothing must be changed and sent for cleaning. Skin coint@ion must be cleansed using
a germicidal soap

2.88 TAKEOFF , APPROACH AND LANDI NG SIGNALS

CabinCrewshould be aware of the procedures, including either signals or verbal commands, that
notify them when to:

1 Prepare for takeoff
1 Prepare for descent phase
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1 Prepare for landing

Some Airlines practice a procedure of communication via the ordinance sign chimes Ftigtite
Crewto advise theCabinCrewl & 2 0 KSN&E dzaS GSND I f @abnerewy Ra & dzOK | :
please be seated foFakeoffprepare for descent/bed S| 4 S R F Zakin fehdinés4 pfic to ®

landingis to be ommunicaed and coordina¢d between theHight Crewand Cabin Crewas

FLILX AOFo6fS (2 GKS 2 LISNI (2 Ndpht bdatBabrigne®d.a | YR GKS&S

2.89 SILENT REVIEW

The objective of the Silent Review is to mentally prefaabinCrewfor any eventualities that may
occur duringakeoffand landing so that they are prepared for the unexpected taking into account
both inside and outside conditions.

¢KS dza S 2T wibkiS Sw{EA tASy 'y SEOSttSyid (22t (2 LINBLI NE
aAldzr GA2yad ¢KS a{ A Cewidifocus $h@inadeation ok Safet@dew 6 KS / | 0 A Y
members will also be ready to act, in the event of an unexpected emergency. It enableCaibi

G2 NBALRYRI FRFELWKG FyR NBFOG ljdAdOlteé yR O2NNBOGT &
take any form, and there are no hard and fast rules. It should contain all the elements needed to
GwS@OASgé SO OdzZt A2y RdziASa FyR NBalLRyaAoAftAlGASa

{dzZ33SaiSR NBFfSOGA2ya FT2NJ 4KS a{AfSyld wS@OASEE &Kz

Which aircraft type am | on?

Takeoffand landing over land/water

Which type of exit am | operating?

Am | properly secured in my seat?

Which commands do | prct?

Check outside conditions

How do | initiate an evacuation?

Location of door assist handles

How do | open the exit?

Where is the manual inflation handle?

What are my evacuation commands?

When, where and how do | fdirect passengers?
What equipment dd take with me?

What are my duties on the ground?

Brace position and commands

[ 20FGA2Yy 2F 106fS . 2RASR tlFaaSy3aSNaR o! .t Qav
Location of Passengers needing special assistance
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Recurrent training.

.St2¢6 Aa Ly SEFYLXS 2F F a{ At Syeliewsohétitiab ¢ dza SR 0@
components this example is known &BLDABC:

OPERATION OF EXITS

LOCATION OF EMERGENCY EQUIPMENT

DRILLS (Brace for impact)

ABLEBODIED PASSENGERS AND DISABLED PASSENGERS
BRACE POSITION

COMMANDS

=A =4 =4 =4 -4 4

l y2GKSNI SEFYLX S 20EERT. a{AfSyid wSOASsé Aa

A - Aircraft type
L- Location

E- Equipment

R- Responsibility
T- Threat

= =4 =4 4 =

Regardless of the format used for the Silent Review, these®aitinCrewto reflect on how to

complete their emergency duties and in the correct sequence as applicable to the situation. It is easy

to get caught up in the everydan boardtasks, and all the different duties required ©@abinCrew

such as boardingatering issues, passenger queries, delays, and it is easy to get distracted. When
CabinCrewii  { S GKSANI LI2aAidAazya F2NJ GF{S2FF 2Nt yRAyYy3
focus on the emergency responsibilities, in the event of an unplannedgamey. The ability to

anticipate a situation before it happens will enallabinCrewto respond rapidly. Th€abinCrew

should be alert to any indication that a possible emergency situation exists, when preparing for

takeoff and landing. Such indicatiomgy be fire, smoke, scraping metal, unusual noises, the force of

impact, or an unusual aircraft attitude.

290 STERILE FLIGHT DECK

A sterile flight declprocedureisto ensure the safe operation of the aircraft and allBlight Crewto
concentrate on their tass/duties. CabinCrewmust not enter the flight deck or call/talk tdight
Crewduring critical phases of flight, except for safety issues or in the event of an emergency.

The phases of flight when the operational state of the flight deck must be sterile would be defined by
the State of the operator. Procedures that define a sterile flight deck during critical phases of flight
usually include a procedure for communicatiorntween the CabinCrewand FlightCrewand a
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procedure for notification of thé&lightCrewin the event of an emergency. Critical phases of flight
are usually considered:

Taxi

Takeoff

Initial climb (approx. 10 minutes aftéakeoff)
Approach (approx. 10 mimes prior to landing)
Any other phases of flight below 10,000 feet
Landing

= =4 -4 —a -—a -8
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