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PARTICIPANT LIST
20th Annual IACSS General Assembly February 10-13, 2003
Sheraton Universal Hotel
February 10, 2003

Participant List by Name

N / 1. Ms. Julie Allen 4. Mrs. Maria Barbara Aragon \/ 7. Mrs Kelly/Babin
' Cabin Safety Instructor Mgr. Inflight Systems & Standards CabinSafety Inspector
FlightSafety International Philippine Airlines Transport Canada
1010 Toffie Terrace Inflight Center Bldg. PO Box 280
Atlanta, GA 30354 Mia Rd Cor. Baltao St. Halifax International Airport
USA Pasay City, Manila Enfield, NS B2T 1M3
Tel: 678 365 2700 Philippines Canada
Fax: 678 365 2699 Tel: 632 853 0814 Tel: 902 873 2814
julie.allen@flightsafety.com Fax: 632 853 0813 Fax: 902 873 1379
' barbara_aragon@pal.com.ph babinkl@tc.gc.ca
\/ 2. Mr. Michael Anderson 5. Mr. Malcolm B Armstrong 8. Ms. Anne Baillie
Manager Inflight Services Senior Vice President, Aviation Safety Manager Emergency Procedures
IATA Air Transport Association of America Qantas Airways Ltd.
Route de 1'Aeroport 33 1301 Pennsylvania Ave.,, NW Qantas Jet Base, M148
PO Box 416 Suite 1100 Mascot, 2020
15 Airport, Geneva CH 1215 Washington, DC 20004 Australia
Switzerland USA Tel: 31296919012
Tel: 4122770 2041 Tel: 1.202.626.4000 Fax: 312 96918738
Fax: 44 22 770 2631 Fax: abaillie@qantas.com.au
andersonm@jata.org
3. Mr. Manny Antonio 6. Dr. Alexis Artwohl 9. Mrs. Susan Ball
Air Works Critical Incident Response Cabin Services Manager
30212 Tomas National Law Enforcement & Security Airquarius Aviation
Rancho Santa Margarita, CA 92688 1673 NE 70th Avenue PO Box 733
USA Des Moines, 1A 50021 Lanseria, Gauteng 1748
Tel: 949 858 5469 USA h South Africa
Fax: 949 858 7676 Tel: 515-280-6574 Tel: 27 12 659 1922
Fax: 866-422-5887 Fax: 27 12 701 2869
sueb@airquarius.com

Cumulative Participant Count: 9



10.

"\/11.

12.

13.

Participant List by Name

Ms. Elisabeth Banks

Asst Manager Cabin Attendants
Wideroe's Flyveselskap ASA
Buorkasfoten 33

Bodo, 8013

Norway

Tel: 47 951 78839

Fax: 47 755 13581

elisabeth. banks@wideroe.no

Mr. Bruce Bartovick
President & CEO

Safety Training Systems, Inc
7373 E. 38th St.

Tulsa, OK 74145

USA

Tel: 918 665 0125

Fax: 918 664 2463

Mr. Philip Baum
Editor
Green Light Limited

375 Upper Richmond Road West
East Sheen, London SW14 7NX

United Kingdom

Tel: 44 20 8255 9447
Fax: 44 20 8255 9446
editor@avsec.com

Mr. Leland Belding

National Law Enforcement & Security

1673 NE 70th Avenue
Des Moines, 1A 50021
USA

Tel: 515-280-6574
Fax: 866-422-5887

14.

15.

16.

O

Mr. David Bellis

Squadron Leader

Royal Air Force

Headquarters 2 Group

B Block HQ 2 Group

RAF High Wycombe

High Wycombe, Bucks HP14 4UE
United Kingdom

Tel: 44 1494496591

Fax: 44 1494497981
2gp-cabin-stds@hwstc.raf. mod.uk

Hege Berg

Chief Cabin Instructor
Wideroe's Flyveselskap ASA
Reinslettveien 20 B

Bodo, 8009

Norway

Tel: 47 755 26632

Fax: 47 755 13581

hege berg@wideroe.no

Mrs. Ida M Bernasconi

Training & Development
Philippine Airlines Learning Center
540 Padre Faura St. Corner M.
Ermita, Manila 1000

Philippines

Tel: 632 526 9123

Fax: 632 526 8852
ida_bernasconi@hotmail com

Mr. Rod Bogue

Turulance Element Manager
NASA Dryden Flt Research Ctr.
PO Box 273, M/S 2708 CODE R1
Edwards AFB, CA 93523

USA

Tel: 661 276-3193

Fax: 661 276-2842
rod.bogue@dfic.nasa.gov

Cumulative Participant Count: 21

18.

2o,

2L

Sgt. Malcolm Bow

Airort Division, Peel Regional Poli
Peel Regional Police

Toronto Intl Airport

7750 Hurontario St.

Brampton, Ontario L6V 3W6
Canada

Tel: 905 453 3311x3123

Fax: 905 456 5999
mbow@peelPolice.on.ca

Mr. Carter Braxton

Cabin Safety Instructor
FlightSafety International

1010 Toffie Terrace

Atlanta, GA 30354

USA

Tel: 678 365 2700

Fax: 678 365 2699
carter.braxton@flightsafety.com

. Jackie Brederlow
Regional Superintendent
Transport Canada
4900 Yonge St., 4th Floor
Toronto, Ontario M2N 6AS
Canada
Tel: 905 405 3295
Fax: 905 405 3305
brederjc@tc.gc.ca

Ms. George Brown

Airline Inspector

Transport Canada

330 Sparks St. Place de Ville
Tower C, 4th Fl

Ottawa, Ontario K1A ON8
Canada

Tel: 613 990 1062

Fax: 613 951 5188
browng@tc.gc.ca



Participant List by Name

\‘\ 22. Mr. Chris Buick
Superintendent Cabin Safety
Transport Canada
318-4160 Cowley Crescent
Richmond, B.C. V7B 1B8
Canada
Tel: 604 666 5654
Fax: 604 666 8877
buickc@tc.ge.ca

23. Mr. Jim Burnett

Transportaion Safety Consultant

Transportation Consultant
588 Main Street

Clinton, AR 72301

USA

Tel: 501 745 2480

Fax: 501 745 6445

24. Mr. Ken Burton -
Owner
S.T.A.RK Survival Co.
6227 East Highway 98
Panama City, FL 32404
USA
Tel: 850 871 4730
Fax: 850 871 0668

25. Debbie Ceasario
Guest of Inflight Innovations
American Eagle Airlines, Inc.
PO Box 619616
MD 882 GSWFA
DFW Airport, TX 75261
USA
Tel:
Fax:

26.

V7

28

29.

Ms. Linda Cele

Civil Aviation Authority So. Africa
Private Bag X08

Waterkloof

Pretoria, 0145

South Africa

Tel: 27 12 426 5141

Fax: 27 12 346 2009
celel@caa.co.za

Ms. Shelley Chambers
Civil Aviation Inspector
Transport Canada

Place de Ville, Tower C
330 Sparks St., 4th Floor
Ottawa, Ontario K1A ON8
Canada

Tel; 613 998 5075

Fax: 613 991 5188
chambes@tc.gc.ca

. Mr. Shyu-Lian Chang ;%g },?;

President

Chinese Cabin Crew Union

13F 131 Sec 3

Nanking E. Road

Taipei,

Taiwan

Tel: 886-2-2718-6855

Fax: 886-2-2718-5038
ci-union@email.china-airlines.com

Mr. Joseph Cheung
Inflight Safety & Standards Manager
Cathay Pacific Airways Ltd

2/F South Tower, Cathay Pacific City

8 Scenic Road, HK Int'l Airport
Lantau,

Hong Kong

Tel: 85227472677

Fax: 852 21412677

joseph_cheung@cathaypacific.com

Cumulative Participant Count:

33

% %
30. Ms. Yu-Wei Chou lﬂ% 7.8

\/81_

Supervisor of Flight Safety Office
China Airlines

#3 Alley 123, Lane W5
TWN-HWA N. Road

Taipei, Taiwan

ROC

Tel: 886 22712 3141x6829

Fax: 886 2 2614 6989
yu-wei_chou@email chinaairlines.c

Ms. Denise Coker

Program Manager, Inspections
Transport Canada

330 Sparks Street

4th Floor, Tower C (AARXH)
Ottawa, Ontario K1A ON8
CANADA

Tel: 613 990-1044

Fax: 613 991 5188
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dave lattimore@aimz.co.nz ci-union@email.china-airlines.com saloo7@aol.com

Cumulative Participant Count: 105



107.

108.

109.

b. Mr. Guy MacLean

Participant List by Name

& Regalatory Affairs

: atits Assoc. of Australia
4th Floor, 388-390 Sussex St.
Svdney, N.S.W. 2000
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Mr. Peter Makinen

Sales Manager

Finnair

Flight Training Center

Helsinki Vantaa Airport, SF-01053
Finland

Tel: 358 9 818 4601
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Mr. John K Moran

Executive Director, For Office of Law
TSA-12

400 7th Street, SW Room 3318
Washington DC, 10590

USA

Tel: 202 385-1167

Fax:

patrice pittman@tsa.dot.gov
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Abstract

Within the airline industry, expected safety behaviours are being increasingly used to assess
or observe flight crew non-technical skills (CRM) performance. While safety and human
factors programs are well established components of cabin crew training, airlines are yet to
identify the non-technical skills required of cabin crew to successfully manage safety critical
tasks and situations. In addition, there is a lack of data on how cabin crew deal with threats
and avoid, recover and manage error. This paper describes a two-part research project being
undertaken within Qantas Airways. Phase 1 involved the application of the Critical Decision
Method protocol to identify successful decision making skills amongst experienced cabin
crew. From a qualitative analysis of interviews with eighty Customer Service Managers
(CSMs), expected safety behaviours were identified, and grouped under the following seven
elements: situational awareness, information & resource management, operational
understanding, passenger management, crew management, negotiation & influencing skills,
and workplace safety. The use of these expected safety behaviours in training and
performance planning is discussed. Phase 2 of the project involves the proposed
implementation of a LOSA-type program within the Cabin Crew environment, utilising the
expected safety behaviours developed in Phase 1. The applicability of LOSA for cabin
operations as well as the logistical and practical challenges of planning and implementing
normal operations monitoring for cabin crew is discussed. In addition, an outline of the
expected benefits of this research to air operators and the wider aviation industry is provided.



Introduction

In recent years, human factors training programs have begun to develop more rigorous criteria
for training and evaluation. Behavioural competencies are replacing the traditional approach
to CRM, which has focused on attitude change (eg. van Amermaete & Krujisen, 1998).
Behavioural marker systems are becoming increasingly accepted as a legitimate means of
measuring individual and team performance in a range of high reliability contexts, most
notably aviation (Flin & Martin, 2001), nuclear power (O’Connor, Flin & O’Dea, 2001) and
medicine (Fletcher, McGeorge, Flin, Glavin & Maran, 2002).

Expected Safety Behaviours (ESBs) are generally thought of as observable, non-technical
behaviours that contribute to effective or ineffective performance within a specific work
environment. They are usually structured into several categories, and the categories are
comprised of the actual behavioural markers or indicators. A behavioural marker should
describe a specific, observable behaviour, not an attitude or personality trait, and demonstrate
a causal relationship to performance outcome. Klampfer et al. (2001) suggest the following
uses for ESBs:

» To enable performance measurement for training and assessment;
» To highlight positive examples of performance; and
» To build performance databases to identify norms and prioritise training needs.

In contrast to the initial development of CRM style programs, characterised by their wide
variety, different assumptions, different training methods, and a lack of common content, the
recent growth of behavioural human factors training has been accompanied by a shift toward
standardised programs. In the aviation industry, three research groups have led the push for
behavioural markers systems.

In Europe, the Joint Aviation Authority has produced the NOTECHS (Non-Technical Skills)
framework, an amalgamation of existing airline behavioural markers systems, to measure
non-technical skills (van Avermaete & Krujisen, 1998). The NOTECHS project was
motivated by Joint Aviation Requirements (JAR) which mandate the training and assessment
of pilot’s CRM skills. The NOTECHS system includes five principles, which are intended to
provide objective assessment. The first requirement is that only observable behaviour is
assessed. Secondly, for behaviour to be rated unacceptable, it is a requirement that there be a
threat to flight safety. The third requirement is that unacceptable behaviour must be repeated
during a check to determine if there is a substantive problem. Fourthly, each behaviour must
be rated as either acceptable or unacceptable. Finally, an explanation is required for each
unacceptable rating. These five basic principles of NOTECHS will also apply to any future
inflight CRM assessment at Qantas.

In the United States, the University of Texas has developed the Line Operations Safety Audit
(LOSA) program to provide a new platform to collect data. LOSA utilises trained observers to
collect data about flight crew behaviour on normal flights under non-jeopardy conditions.
Observers record potential threats to safety and how the flight crew detect, recover and
manage threats and errors (Helmreich, Klinect, & Wilhelm, in press). Qantas has
implemented LOSA for pilots.

The Gottlieb Daimler and Karl Benz Foundation launched the GIHRE (Group Interaction in
High Risk Environments) aviation project to validate the existing behavioural markers for



CRM assessment under conditions of high workload. Comparisons between the NOTECHS
and LOSA behavioural markers will identify which behavioural markers differentiate best
between effective and ineffective crews under high workload (Klampfer et al., 2001).

In addition to the three projects described above, a number of airlines have developed their
own behavioural marker systems for training and assessing flight crew skills (see Flin &
Martin, 2001, for a review). For example, Qantas assesses CRM expected behaviours as part
of their Advanced Proficiency Training (APT) project.

However, methodological guidelines for the development of behavioural markers are lacking.
For example, the NOTECHS system has been developed based on an amalgamation of
existing marker systems amongst various European carriers, rather than utilising any formal
cognitive task analysis process. A number of airlines have developed their own behavioural
markers, using a variety of informal methods and techniques. It appears that studies using
established, valid and reliable processes such as cognitive task analysis or critical decision
techniques are required (eg., Hoffman, Crandall, & Shadbolt, 1998).

Furthermore, there does not appear to be any published research into the development of
behavioural markers for cabin crew, despite CRM training being mandated in many countries
since the early 1990’s. Numerous accident and investigation reports reinforce the need for
cabin crew to take appropriate action to deal with situations involving in-flight fire, ill or
disruptive passengers, or passing on critical information to the flight crew. The handling of
such emergencies calls for knowledge, skills and abilities quite different from those associated
with normal service duties.

While the duties and functions assigned to cabin crew in the interests of passenger safety are
well established across the aviation industry, there is no consensus on which skills are needed
for effective cabin crew CRM or how to train CRM behaviours (ICAO, 2002). There are a
number of benefits for establishing behavioural marker systems for cabin crew, including the
ability for air operators to more easily identify risks to the operation in order to target cabin
crew training effectively.

A behavioural marker system for cabin crew is also on the regulatory agenda in Australia.
Unlike other countries such as the United States and in Europe, human factors training and
assessment has not been mandatory for Australian air carriers. Recently, the Civil Aviation
Safety Authority (CASA) released a proposal (CASR 121A) which details a plan for
regulating human factors training for flight and cabin crew, based on a competency-based
framework. This includes the identification of competency standards and behavioural
markers, the development of evaluation methodologies for training feedback and the
integration of technical and non-technical training. Therefore, the development of a
behavioural marker system for Qantas cabin crew training is expected to not only meet this
requirement but lead the wider industry towards this type of program. A proven, practical
methodology to identify and assess cabin crew behaviours would be beneficial to the wider
industry in the form of guidance material.

Therefore, the aims of this study were:
1. To identify specific behaviours that are central to proficient cabin crew safety
performance (ESBs); and
2. To determine the best method for the assessment of identified safety behaviours (ESBs)
during normal line operations.



Method
Participants

The participants for the critical decision interviews consisted of eighty Customer Service
Managers (CSMs). CSMs are responsible for the supervision of cabin crew and the
management of cabin services (known as Pursers or Cabin Supervisors in some airlines). The
CSMs were a mixture of short haul (54%) and long haul (46%) from various bases across
Australia. They had spent an average of 7.5 years operating as a CSM (range = 1-25yrs, sd =
6.2yrs), and their mean age was 42 years (sd = 7.0yrs).

The participants were recruited via posters placed around crew lounges and sign-on areas. The
criteria for participation were that the person must be a CSM, and that they could discuss, in
detail, a recent (within 18 months) safety-related event that was challenging. CSMs were paid
for the ground duty time they spent being interviewed (usually 1.5 — 2 hours).

The interviews were conducted by six interviewers, who were also CSMs. Although their
main role was interviewing, these six team members also helped with data analysis and
development of the safety behaviours, and acted as expert practitioners for the project. CSMs
were used as interviewers because they are subject matter experts, with a large domain
knowledge of cabin safety issues

Design

The variables of home base location (Sydney, Melbourne, Brisbane, Perth) and operation type
(short or long haul) were controlled to ensure the CSMs proportionally represented the Qantas
operation. .

The interview process was based on Klein’s Critical Decision Method (CDM) (Klein,
Calderwood & McGregor, 1989), which is a variant of Flanagan’s (1954) Critical Incident
Technique. Flanagan states that the Critical Incident Technique can be applied for a variety of
situations and uses in aviation, including:

e Measuring typical performance - developing critical requirements for evaluating the
typical safety behaviour of an operator;

e Measuring proficiency - providing a basis for evaluating proficiency in a check and
training situation; and

» Measuring training effectiveness - providing an indication of the effectiveness of training
programs.

These are three areas that the Expected Safety Behaviour project may eventually cover at
Qantas.

The CDM is a retrospective interview strategy that applies a set of cognitive probes to non-
routine incidents that requires expert (CSM) judgement or decision making (Klein et al,,
1989). A semi-structured interview format is used to probe different aspects of the decision
process.



The CDM is effective in revealing experts’ knowledge, especially tacit knowledge, reasoning
and decision strategies. Compared to other methods of knowledge elicitation, the CDM yields
more information, including a wider variety of specific cognitive details, more information
about underlying causal linkages among core subjects, and the revelation of tacit knowledge
(Hoffman, Shadbolt, Burton & Klein, 1995). The reliability of the procedure is based on the
idea that experts have clear memories of salient or unusual safety-related incidents (Hoffman
et al., 1995). This method of knowledge elicitation has been used successfully in naturalistic
environments such as fire fighting (Taynor, Klein & Thordsen, 1987), para-medicine, nursing
(Crandall & Gretchell-Reiter, 1993), helicopter flying (Thordsen, Klein & Wolf, 1992), and
military command and control (Kaempf, Wolf, Thordsen & Klein, 1992). It is now established
as a valid and r¢liable method of cognitive task analysis and knowledge elicitation (Hoffman
et al., 1998; Taynor, Crandall & Wiggins, 1987).

Procedure - Critical Decision Method (CDM)

The first step in Phase 1 was the CDM interviewing. The procedure for employing CDM is
well documented (Klein et al., 1989; Hoffman et al., 1998), but the basic steps used in the
interviewing process included:

1. Incident selection - CSMs select a recent, non-routine incident that was challenging;

2. The interviewer obtains an unstructured recall of the event;

3. Both participant and the interviewer establishes the sequence of decision events and
constructs a time line;

4. Decision point identification —the interviewer identifies specific decisions that were made;

5. Decision point probing — probing/questioning techniques are used to identify effective
decisions and resultant behaviours (see Table 1 for examples of the probes);

6. Hypotheticals and ‘what ifs ?° The interviewer chooses several decision points, and asks
hypothetical questions based upon different event outcomes (eg., what would you do if the
Captain didn’t take your request seriously?). These queries serve to identify potential
errors, alternative decision-action paths, and expert/novice differences (Hoffman et al.,
1998); and

7. Standard case study - CSMs are provided with a standard case study' and repeat steps
three to six as if they were the CSM onboard that aircraft.

Probe Type Probe content

Cues What were you seeing, hearing, smelling?

Knowledge What info did you use in decision making and how was it obtained?
Analogues Were you reminded of any previous experience?

Standard scenarios  Does this case reflect a typical scenario or a scenario you were trained in?

Goals ‘What were your specific goals and objectives at the time?
Options What other courses of action were considered or were available?
Mental models Did you imagine the possible consequences of your action?
Experience ‘What specific training, experience ort knowledge was necessary?

! The standard case study was a real Qantas incident on-board a B737. It involved smoke and fumes in the cabin, with many
CRM issues and problems.



Decision making Was there any time pressure? How long did it take to make the decision?

Aiding ‘What training, knowledge or experience could have helped you?

Errors ‘What mistakes are common at this point? How might a novice act?

Table 1. A Sample of CDM Probe Questions (Adapted from Hoffman et al., 1998)

Participants were informed that the interviews were anonymous, and the only identifying
information collected was age, years operating as CSM, home base, and operation type
(long/short haul). Interviews were conducted in a quiet office and tape-recorded (if permission
was granted). Most interviews lasted for 1.5 — 2 hours; requiring at least one hour for the first
critical incident, and half to one hour for the repeated case-study incident. Verbatim
transcripts were made from the tapes.

Procedure - Development of Expected Safety Behaviours (ESBs)

The second step in Phase 1 of the study involved the coding of the interviews and
development of the ESBs. The procedure consisted of a number of stages (stages 1, 2, 3 and 4
have been completed, stages 4, 5 and 6 will be completed in 2003):

1.
2.

3.

b

Initial coding of the transcripts to develop behavioural markers.

Improve code structure and markers with feedback from cabin crew subject matter experts
(the six CSMs within the project team).

Analysis of behavioural markers by general CSM population, including written feedback
requested from the entire CSM population to gain general comment and feedback on the
list of ESBs, and brief interviews (20 mins) with random CSMs (n=20) to attain more
detailed responses. Both methods included rating the importance of each behavioural
marker to the safe, efficient conduct of the flight.

Produce a master list of ESBs.

Measure inter-rater reliability (kappa) and then code remainder of interviews.

Attain a frequency count of behavioural marker elements/behaviours occurring in each
incident.

Construct a ‘training focus matrix’ (frequency ESB occurring vs importance ESB) for the
training of expected safety behaviours (see Fig. 1). This is based upon the results from
steps 3 and 6 and allows objective prioritisation of training.
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Figure 1. Expected Safety Behaviour Training Focus Matrix.

Results and Discussion
Critical Decision Method

Eighty interviews based on the Critical Decision Method were used to attain the initial list of
ESBs. Six interviews could not be used due to failed or poor quality tape recording,
unsuitability of the incident, or lack of decision probing. The majority of critical incidents
recalled by CSMs could be categorised under seven headings (see Fig 2). Almost half of the
incidents were related to disruptive or drunk passengers (20%), in-flight medical emergencies
(17%), or security/terrorism threats (12%). The large number of security/terrorism threats has
only occurred since Sept 11®. It is interesting to note that so many safety issues revolve
around aircraft door and slide issues (10%). Aircraft technical issues (8%) refer to problems
such as aborted take-offs, engine problems, and cockpit and cabin equipment malfunctions.

The break down of all Qantas reported cabin safety incidents for the 13 month period Jan
2001 to Feb 2002 is proportionally similar to those of this study. For example, the main
reported incidents were passenger behaviour (24%), medical (16%), door/slide issues (5%),
smoke/fumes (18%), and turbulence (1%) (Qantas, 2002).

The initial coding of interviews revealed seven ESB categories, each with multiple elements.
These are listed in Table 2.
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Figure 2. Type of Critical Incidents Recalled in the CSM Interviews

Development of Expécted Safety Behaviours (ESBs)

Once the initial list of ESBs was drafted, it was distributed (via internal mail) to all CSMs for
feedback and comment. Further, twenty interviews (20 mins each) were conducted with
random CSMs in crew lounges during their pre-flight sign-on period. The interviews provided
more detailed information and feedback than the mailed feedback survey.

Feedback and comments from the CSMs have reinforced the validity of the ESBs, and have
allowed the production of a final ‘master list’ of behaviours (see Table 2). Typical comments
from these interviews included “this list looks like my (job) position description”, and “now
management may understand what I do”. CSMs also believed that such behaviours could be
trained, and would make CRM/HF assessment possible.

Feedback was also required on the relative importance of the ESB categories. CSMs were
asked to rank the seven categories in order of importance to safe, efficient conduct of their job
and the flight. The ranking process is based upon the median scores, rather than the mean to
avoid the problem of outlying rankings. The seven categories are displayed in the resultant
rank order in Table 2 and Figure 3. The four highest ranked categories (situation awareness,
workplace safety, passenger management, crew management) were clearly defined in order,
however the last three categories (operational understanding, negotiation & influencing skills,
information & resource management) were not, and could have appeared in any order (see
Fig. 3). The general ranking process is still in progress (only 40 feedback forms have been
returned), and rankings may change slightly as further feedback forms are returned. The
ranking of importance is to be used in the “ESB Training Priority Matrix” (see Fig. 1). The
matrix can be completed when all the interviews are coded and the frequency of behaviours is
determined.



Expected Safety Behaviour
Category

Expected Safety Behaviour Element / Behaviour

Situation Awareness

e ° e ¢ o 0

Demonstrates awareness of flight phase
Considers political & cultural context
Considers time constraint

Recognises higher safety goals and priorities
Anticipates decision consequences
Develops contingency plans

Passenger Management

® ° ¢ ¢ 0 o o

Assesses passengers (boarding or in-flight)

Monitors potentially threatening pax behaviour/condition
Acts decisively to modify passenger behaviours/condition
Considers passengers well-being

Presents a calm, controlled image to passengers

Diffuses situation in a non-confronting manner
Minimises cabin disruption

Workplace Safety

proactively manages OH&S situations
reactively manages OH&S situations
follows-up OH&S situations
communicates OH &S importance
displays role model OH&S behaviours

Crew Management

o & o o 0

Assesses crew

Provides onboard coaching and training to modify behaviour
Considers crew well-being

Considers impact of non-routine events on crew performance
Allows and provides crew debrief

Operational Understanding

Demonstrates Basic Aeronautical Knowledge (BAK)
Understands authority/duty of CSM
Understands authority/duty of others

Negotiation & Influencing
skills

Consults with others to develop a common strategy
Manages upwards — identifies problem

Manages upwards - expresses concemn

Manages upwards - provides options

Manages upwards - uses emergency language

Information & Resource
Management

Identifies & utilises all resources

Gathers information

Confirms common understanding of information
Critically analyses information

Provides timely feedback to those who need to know
Prioritises tasks

Table 2. Expected Safety Behaviour Categories and (preliminary) Elements
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Figure 3. Boxplot showing median and interquartile ranges for the seven ESB
Categories (Black line indicates median rank. Box indicates inter-quartile range. Error bars
indicate entire ranking range.)

Future Phases - Phasel

The main product to be developed from the cabin crew expected safety behaviours project is a
master list of ESBs (as per Table 2). These are to be used in training of cabin crew, and for
the evaluation of human factors and CRM skills.

Figure 4 is a representation of how such ESBs may look when they have been transferred to a
Qantas in-flight observation form. This is based on a version currently in use with pilots. The
back of such a form would contain the full list of behaviours/elements (as listed in Table 2)
for reference.

The interview transcripts are currently being used as training aids for human factors and CRM
training. There are now eighty Qantas-specific incidents that can be used as case studies and
examples for cabin crew training and education. Because the incidents focus on the cognitive
aspects of the situation, they are an excellent training aid for teaching expert skills and
behaviours to novices. Further, most incidents have positive outcomes, and Qantas training is
refocussing largely on positive examples (what went right) for crew training, rather than
negative examples (what went wrong), as has traditionally occurred in aviation CRM training.
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CSM:

Cabin Crew Sector: Date:

Ineffective| Marginal | Effective | Highly COMMENTS

effective

1 Situation awareness

2 Workplace Safety

3 Passenger management

4 Crew management

5 Operational understanding

6 Negotiation & influencing
skills
7 Information & resource

+

This is a behaviour which:

* May contribute to an
uncorrected error

e Immediate
improvement is
required in this area

Marginal

This is a behaviour which:

e May impair crew from
completing a task, but is
unlikely to contribute to
uncorrected error

o Crew members will

Effective

This is a behaviour which:

¢ Facilitated the effective
completion tasks free of
significant error

¢ Demonstrates an
example of CRM that

Highly Effective

This is a behaviour which:

» Facilitated the
completion of tasks with
more efficiency than is
normally required

¢ Demonstrates an

benefit from further crew members should example of CRM that all
training or self- achieve in line crew members should
improvement operations strive to achieve

Figure 4. Mock-up of Cabin Crew Expected Safety Behaviour Evaluation Form

The ESBs could also be used in recruitment of cabin crew. Potential staff could be recruited
against the actual safety behaviours and skills required by Qantas cabin crew, rather than
against generic industry requirements, ensuring that only the most suitable applicants are
selected.

Future Phases - Phase 2

In the longer term the ESBs can be used in a similar manner to the way in which they are used
for cockpit crew — the evaluation of CRM and non-technical skills in training. However, the
greatest challenge is moving the evaluation and observation of safety behaviours out of the
training environment and into normal line operations, in the form of a cabin crew LOSA
program. There are many issues and problems to overcome before in-flight cabin observations
can take place. Such problems include:

Double deck aircraft.
All information goes through CSM.

e Cabin environment is not as .
contained as a cockpit. .
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¢ Observers are more obtrusive in e Multiple crew to observe.

cabin. e Less external threats to inflight
e Errors tend to be less consequential safety in the cabin.
in the cabin.

e Impact on customers & service.

Many of these logistical issues are not relevant to the cockpit, where check and training for
technical skills has been an accepted practice for decades. Further, CRM and non-technical
skills audit and evaluation is gaining acceptance in the cockpit, and a cockpit LOSA program
is running at Qantas. As yet, no airline has committed to a LOSA-style program for cabin
crew, and to our knowledge, the proposed Qantas project is the first attempt to apply this
program within the cabin environment.

Summary and Conclusion

Expected safety behaviours or non-technical skills are being increasingly used to assess or
observe flight crew CRM performance. Safety and human factors programs are well
established components of cabin crew training, but the non-technical skills required to
successfully manage safety critical tasks and situations have not yet been identified. This
paper described a two-part research project being undertaken within Qantas to address this
lack. Stage 1 involved the application of the Critical Decision Method protocol to identify
successful decision making skills and expected safety behaviours amongst experienced cabin
crew (CSMs). Seven main categories were developed. These expected safety behaviours can
also be used to improve the future recruitment of cabin crew, and the eighty interviews can be
used as training aids for cabin crew CRM and safety training. Stage 2 of the project (which is
yet to be completed) may involve the implementation of a LOSA-style program within the
cabin crew environment, utilising the expected safety behaviours developed in Stage 1. The
applicability of LOSA for cabin crew operations as well as the logistical and practical
challenges of planning and implementing normal operations monitoring for cabin crew are
still major issues to be resolved.
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Introduction

Since 20 years this symposium is the great chance for us to discuss to exchange and to
talk about issues concerning flight safety training. This has always been a wonderful
opportunity to share experience. After the tragic event of the 9/11/01 we all have now
another item on our training agenda. That is common security for all of us.

Many of us present here today from the aviation industry and security experts have
common goals and work hard to improve flight safety and security training.

As a team from the cockpit and the cabin we appreciate very much the opportunity to
share our experience and what we did:

Not losing but improving crew coordination and crew
communication

by connecting
Safety - Crew Resource Management (CRM)- Security

This year we are celebrating 20 years Cabin Safety Symposium, 100 years ago ,
the Wright brothers created the discipline of aeronautical engineering and
achieved the first powered flight; aviation was born

Thomas Cook started round about 160 years ago with his first organized tourist
tour, this has been the start of a great industry.

-Tourism worldwide-.

During that time people started to travel by horse carriage or by ship later by train
and today we are travelling round the world with international civil aviation.
Global applied aviation safety and security is a need and a must and we all in the
aviation industry will be judged by our passengers on it’s resolution in providing
it.

But before we start our presentation in a short time
let us show you how fast changes in the airline business can be today.



From CONDOR to THOMAS COOK

1997

Until 1997 Condor Flugdienst GmbH belongs to C&N Touristic AG (today
Thomas Cook AG): by merging Condor Flugdienst GmbH and NUR Touristic
GmbH , the two shareholders in C&N Touristic AG, Deutsche Lufthansa AG
(50%) and KarstadtQuelle AG (50%), lay the foundations for an integrated leisure
group of European proportions.

2002

Thomas Cook is set to become the first fully international leisure brand - this is
the goal which the travel group has set itself within the framework of the ongoing
development of its international brand strategy. This means that Thomas Cook is
. being launched as a tour operator in Germany too and that the company’s holiday
airlines are being given a new design to communicate the brand throughout the
world.

In Germany, the aircraft flown by Condor and Condor Berlin are to be given a
new corporate livery. In future, the name Thomas Cook will be written on the
aircraft's fuselage and the Thomas Cook logo will appear on its tail-fin. The
slogan '"Powered by Condor' is a clear indication that the new airline brand will
be drawing on Condor's proven qualities.

In June 2002 we already saw the first of the 50 Condor aircraft flying in the new
colours. As from April 2003, seat-only sales will also be renamed from Condor to
Thomas Cook as part of the airline rebranding activities.

Thomas Cook is set to become the first fully international leisure brand - this is the goal
Europe's second-largest travel group has set itself within the framework of the ongoing
development of its international brand strategy. The Thomas Cook brand - hitherto used
as the company's name as well as for its sales and service activities — will in future appear
in all markets and on all levels of the travel-related value chain. This means that Thomas
Cook is being launched as an operator in Germany too and that its holiday charter airlines
are being given a new design to communicate the brand throughout the world.

Thomas Cook Group Airlines

Condor Germany's favorite airline with 50 aircraft

IMC the UK's second largest leisure airline With a fleet of 24 aircraft,
Sun Express From Turkey Sun Express with 10 aircraft

Thomas Cook Belgium with 6 aircraft

Total of 90 aircraft.



Integrating the New Security Requirements

in our Safety and CRM Training

We all remember the tragic and horrible terrorist attacks at the 9/11/01.

Aircraft hijacks up to that point were usually negotiated and resolved with

minimal loss of life.
But at this tragic day terrorist used airplanes as weapons of mass destruction and
thereby essentially changed the nature of hijacks and the level of threat against
civil aviation. In the aftermath we have seen a lot of changes in aviation security
round the world.
New requirements and rules were laid down and had to be implemented in a very
short time.
First by the US government and the FAA and then from the ICAO.

Followed by JAA and most national authorities.

The ICAO wrote it on the wall for all of us.
Montreal, 21 March 2002 ANNEX 6 Amendment 27

In order to prepare crew member for dealing effectively with acts of unlawful
interference, expanded security training shall include:

- determination of the seriousness of any occurrence;

- crew communication and coordination;

- appropriate self-defence response;

- use of authorized, non —lethal protective devices assigned to crew
members;

- understanding of behavior of terrorist so as to facilitate the ability of
crew member to cope with hijackers behavior and passenger
TESponse;

- live situational training exercise regarding various threat conditions;

- flight deck procedures to protect the airplane

The document identifies issues beside the new cockpit doors that operators have
to address in both procedures and training for flight deck crews and cabin crews in
order to deal with the new threat world wide to meet the new requirements.

The new security standards apply to all international flights using civil aircraft of
more than 60 passengers, effective 1 November 2003.

Ladies and gentleman time is running and time is also money in our business and
we have seen many airlines in the last two years who got financial problems after
the 9/11/01.We are all facing the same problem, that is our budget Reaching a
good training standard does not always need to be expensive.

Let’s do it—— but how?



CRM problems

; PROPOSED FAA COCKPIT
SAFETY RETROFRT DEIGN.

With all this new locked cockpit door regulations some people, mostly pilots take
the view that seeking to tighten security on board airliners, possible could cause
negative effects upon other safety matters.

But we think that is not true and we would like to show you in our presentation
,why.

1t is now more important than ever that with the new cockpit doors and access
requirements, we have to establish procedures to keep effective communication
and coordination between flight deck and cabin crew and vice versa.

Some operators will have less problems to adopt the new requirements because
they are used to the closed cockpit door policy others who had face to face
communication up to now between cockpit and cabin crew, have to be aware of
the fact that we all have to do more concerning CRM, crew co-ordination and
communication to be able to avoid risks shown within the cartoon.

With all these changes in mind a good management of a flight from a security,

safety, and customer service point of view requires a steady flow of
communication and co-ordination between the flight crew and cabin crew. (CRM)

‘What we are looking for is-—



THE Perfect Team or Ideal Crew

Here is what we expect:

Safe Security
conducting standards
flight

Professional friendly, service
work minded

Joint training

By now more and more airlines round the world realize that the relationship,
communication and coordination between flight deck and cabin crew is
paramount. The two groups are working together as a team to ensure a safe and
secure operation. Especially if we focus on security matters the three major threats
situations that a crew might experience during flight operations.

-Hijacking
-Unruly passengers
-Bomb threat

But this can only work, if our cabin crews are confident about relating events that
are happening in the cabin to the cockpit without fear of being told that they are
wrong or that they should not interrupt the cockpit crew.

And on the other hand our cockpit crews , must have the confidence to invite such
communication from the cabin.

The most important point is, that we have to trust and understand each other and
this can only be generated during join training to ensure that we can act, even
under stress in the most appropriate manner to minimize errors and operate as a
team.

According our experience we believe there is no other way than a joint training
what we at CONDOR are doing now since years.

To achieve all this we were looking for ways how we can include the new
requirements in our training which is now a ----

Line Orientated Flight Safety Training (LOF ST)

With today’s technology it is possible to use virtual reality simulation in flight crew
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training, cabin evacuation, crew co ordination, communication and security training.

Condor was looking for new ways of using these modern technology to improve cockpit-
and cabin crew skills during flight safety training.

For cockpit crews we established Line Orientated Flight Training (LOFT) some years
ago. As a result of the knowledge of our cockpit-, cabin-, flight safety-, CRM- and
security trainer we changed the definition a little bit so it fits also for joint cockpit- cabin
training.

“Line Orientated Flight Safety Training, that is the use of the Cabin Emergency
Evacuation Traiher{CEET) and structured script or scenario to simulate the total
line operational environment. During the LOFST mission problem solving skills
are practised by introducing a developing situation and allowing the crew to
follow it through to its conclusion without any comments or instructions from the
instructor.”.

" Two years ago we combined already Safety and CRM —training.

CRM-Training according JAR-OPS should address the following matters:

. the importance of effective co-ordination and two-way communication between
cockpit and cabin crews in various normal, abnormal and emergency situations,
. combined cockpit and cabin crew training should, wherever practicable, include

joint practice in aeroplane evacuations and discussions of emergency scenarios

How can we now integrate additional the new security requirements-

in our training ?
New Security training
We had a vision:
To set up a new Security training according ICAO and national requirements.
Therefore we installed a security working group to work out a concept together with
cockpit-, cabin-, flight safety-, CRM instructors and security experts for the new basic
security training. That training we started by end of September 2002 and will be
accomplished for all our crews by end of August 2003. And further more we will
integrate Security in our

“Line Orientated Flight Safety Training”

for our recurrent training.



Our vision -

Not losing but improving crew coordination and
crew communication

by connecting Safety - CRM — Security

According to our slogan since 20 years now here at the symposium
“share your experience”

We now like to present you our

TRAINING WHEEL

Or the 7 steps of our joint training

1. Crew resource management cockpit,

2. Crew resource management cabin,

3. Knowledge about Cockpit duties for cabin crews,
4. Knowledge about cabin duties for cockpit crews,
5. First Aid for cabin and cockpit crews,

6. Flight safety recurrent training,( SEP)

7. Security and CRM.

All this different sections feed the center of our wheel and
in the center of our wheel we have LOF S T.



Before we show you how the different steps work together ,a few words about our
Training’s facilities, so it is easier for you to understand why this facility is the
heart of our training to conduct relative real time joint practical training.

Cabin Emergency Evacuation Trainer (CEET)

In 1999 we began to install our new CEET for real time training at our safety training
facility in Frankfurt.

We like now to introduce some details about our magic emergency flying machine.

Overview CEET

The cabin trainer represents the Boeing 757-200, -300, Boeing 767 and Airbus 320.

Doors

The CEET offers three doors:

. a B757 main door 1L

. a B767 main door 1L and
. a A320 main door 1R
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For each type one over-wing “plug type” exit and one B757 emergency escape door is
installed.

Slides

The trainer is fitted with two slides; a single aisle type slide from the B757 and a twin
aisle from the B767.

Cockpit

New cockpit door with key pad, same as on our airplanes neu Photo Tiir

It is very important for us to have a cockpit section now, which is divided into two sides
" to represent a B757 cockpit on the left hand side and a A320 cockpit on the right hand
side. For Pilot Incapacitation Training, we have one B757 and A320 seat in the cockpit.

We have one altimeter and a time indication for the pilots, to check the remaining flying
time and the aircraft height.

Full face oxygen masks with fully functioning intercom are installed in the cockpit to
allow communication with the cabin crew. For passenger calls or announcements by the
captain a passenger address system is fitted, thus allowing a very good combined cabin -
flight deck communication training, something we value very highly. In addition a smoke
source to simulate smoke in the cockpit and one camera on the cockpit ceiling is
installed.

Smoke And Fire

Smoke and fire are the most dangerous situations for a crew, so we installed various fire
and smoke sources in our CEET. Smoke and fire in the lavatory incl. a hot lavatory door,
smoke and fire in one overhead bin and in the video entertainment area, hot smoke and
fire in the galley, smoke behind the wall, smoke in the cockpit and smoke in the air-
conditioning system.

These sources are controlled from the instructors position by a touch screen allowing to
keep the crews very busy.

Equipment

We installed the emergency equipment in the cabin as closely as possible to their actual

location in the real aircraft, i.e. we have every equipment starting from fire extinguisher,
smoke hood up to the life-raft and entertainment system on board.



Cameras

We have eight cameras installed giving us the opportunity to monitor and record all
phases during the training. Cameras are positioned in the cockpit, in the lavatory, in the
galley, in all door areas and outside over-wing.

New: galley area to check clear area, to be monitored from the cockpit crew

Thus the instructors can follow the training mission precisely on the video system and use
the replay later during de-briefing.

Visual System

Perhaps the most unique feature of our trainer is its visual system, which reproduces a
realistic impression of the outside environment. There are two projectors, installed on the
outside right hand side of our trainer which project the image onto a screen that runs
nearly the full length of the CEET.

The manufacturer “TFC” has developed a database that includes scenes at the gate,
pushback, taxiing, take-off, take-off aboard, cruise, landing and ditching. Different take-
off and landing situations can be simulated, for example:

. the right wing with the engine running normally or on fire
. smoke condition
is projected onto the screen.

Motion system

The CEET has been installed on a three-axis motion base. The whole system is integrated
into the motion system so that our crews can actually feel the movement they see outside
the cabin windows. The motion is very sensitive, allowing different levels of movement
to be felt from taxiing to take-off, turbulence and different landing scenarios. Aircraft
specific noises are reproduced over a sound system. '

Emergency landings with fire or collapsed gear and other scenarios can therefore be
simulated. With the new door and the visual monitoring system, motion, sound and
visuals all linked together, the flights become very realistic.
For joint cockpit- and cabin training we are now able to simulate a flight in a real time
different scenarios, as close as it could actually happen during a flight the CEET is more
a simulator rather than a cabin mock-up.
For our training it means more practise ,practise , practise!
“What I read, I forget —-

what I see, I may remember —

what I practise, I am able to do.”



Modified Rules for LOFST including Safety-CRM-Security:

1. Noﬁna], abnormal emergency and security situations should be as realistic as
possible.

2. All phases of flight must be flown in real time, like a scheduled flight from A to B

3.  Security ,CRM- and Flight Safety trainer will assume the role of various resources,
i.e. ground personal, police, handling, operations and air traffic control (ATC).

4. During LOFST the trainer will not give any help to the crew, they are only allowed
to act as an observer, communicator and scenario co-ordinator.

5. For crew confidence, the video tape will be erased immediately after debriefing.
TRAINING and trainer qualification
For a good training you need a motivated training staff.

We do have a few full time trainer, but most of our trainer are crew members, pilots and
flight attendants.

Good trainer are not easy to get. One of a trainer attribute is enthusiasm. The enthusiastic
trainer is motivated to traint and this helps him or her to motivate the crews, especially if
the trainer are also crew members.

To motivate our trainer we tried to give our trainer. a excellent train the trainer courses by
experts. Without a good background knowledge you can’t do a good job. -

To meet the 1 November 2003 ICAO deadline we had no time to recruit total new trainer
for our security raining so we were looking for ways to solve the problem.

The facts:

we have safety and CRM trainer from the cockpit and the cabin and a few security
trainer but not enough to train the whole company within one year.

All our CRM trainer from the cabin are qualified to do CRM basic, recurrent and unruly
passenger training for Threat Level 1 and 2.

Why not use the capacity of our trainer from the cockpit and the cabin who got

already the training skills and to train them for the new security training?

Remember the most important point is ,that we have to trust and understand each
other, that why we belief, if both sides from the cockpit and the cabin are doing the
training, we will have a much greater acceptance from our crews, and that is what already
happens since august 2002.

“I can do it, you can do it, we can do it”.
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That 1s what we did.
Train the trainer course

We arranged a special security “train the trainer course”. At that time security specialists
where hard to find, who could offer us a proper training according our demands, so we
decided to do our training with the security specialists of Greenlight and React from
Great Britain, together we worked out a 4 day seminar, covering the new requirements.
The German national law requirements and self defence and crew response was
accomplished by TFC Kaufer in a 2 day course with special airport policemen.

Now we got our certified security trainer according the requirements of our natianal
authority .The trainer of the security working group who wrote also the trainer handbook
coached all the new security trainer during their training within the first four weeks and
than all were ready to do the new training.

Training Wheel

Let us now go back to our wheel to check for some more details , due to the short time we
can give you only one example, a highlight from each section.

Like an engine needs fuel, our LOFST needs other training elements who feed the centre
of our training wheel.

_ The tralning wheel
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Crew resource Management (CRM) cockpit

CRM is defined as the utilization of all available human, information and
equipment resources towards the effective performance of a safe and efficient
flight.

CRM is an active process by crew members to identify significant threats to an
operation, communicate them to each other and to develop and take measures to
avoid or minimize the risk.

One of the two days training highlights is to improve CRM by using the “F O R~ D E
C” Model as a strategy to optimise the solution of problems.

making process:

Facts, Options, Risk & Benefit — Decision, Execution, Check

" Facts (What is actually going on here?):

recognise the need for a decision
analyse the situation: collect relevant facts
define possible outcome and set priorities accordingly

Options (What are the choices we've got?):

sift through applicable procedures
gather the various ways of dealing with it

Risks and Benefits (Weighing up the pros and cons):

estimate the benefits
estimate the risks involves
assess the uncertainty

Decision (So, what shall we do after all?):

.

choose option with the lowest risk and factor and highest chance of success
if necessary have the choice of a back up option
re-check if the assessment is still valid

Execution (Who shall do what, when , and how?):

Precise planning and co-ordinated carrying out of the chosen option

Check (Is everything still all right?):

.

control of the actions carried out

critical comparison of actual effect with the expected result

have events been overtaken in the meantime?

have we taken the best course of action? If necessary go back to “Facts” and start
again

“F OR - D E C” is a made-up word to symbolise six different phases of the decision
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Crew resource Management (CRM) cabin

CRM Initial Training and Unruly Pax

Units: Briefing, First Impression Effective Communication, Decision Making,
Teamwork, Stress Management, Live situational Training, Feedback, Unruly Passengers
Company Policy. Debriefing.

CRM Quick Reference List

The CRM Quick Reference List is part of the CRM seminar and should be used in all
sections of our wheel and in the daily work routine.( Flight Operation)

1t can be used as a base for discussion when holding debriefing as well as help for self-

- analysis.

The most important motive in using CRM should come from the crews themselves, as
they are the ones affected by incidents and accidents. Therefore the use of the CRM list in
our daily working life is paramount.

Before we start our training we make sure that all crew members have their pocket-card,
with the CRM Quick Reference List on one side and “F O R— D E C” on the other side.

The CRM Quick Reference List consists of the following items:

Communication Teamwork Management

o effort to make a positive e give feedback e search for options
impression e voice doubts e evaluate pros and cons

e listen to others e discuss differences delegate sensibly

o ask other’s opinion e reduce the human error e analyse decisions

o use of knowledge factor e set yourself gates
accordingly o use of all sources of e advance planning

e support reasonable information e avoidance of time-
views on subject pressure

e support others o defeat distraction

* accept
criticism/objection e structured conclusion
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Knowledge about Cockpit duties workload and
technical background for cabin crews

Safety pilots from European airlines made a research about critical incidents that
happen in aviation. They found that 18% occurs due to poor communication
between cockpit and cabin, because the cabin crews have not enough technical
knowledge and know to little about cockpit duties. That is why we started in 2001
to give our cabin crews a half day presentation about cockpit workload ,duties and
technical background knowledge by our cockpit trainer.

The presentation is a flight from Frankfurt to Mauritius and shows all steps of the
flight from briefing, flight planning., outside check (technical
background),different phases of flight, simulator with engine fire and take off
aboard (evacuation) and all the different sounds and warning signals on board of
an aircraft.
To increase the technical knowledge of a cabin crew will vastly enhance their
value as a technical resource to the flight crew and equally important, their
credibility with the flight crew will likely be substantially increased.
So we have to train our cabin crews and than they will be more confident about
relating events that are happening in the cabin to the cockpit without fear of being
told that they are wrong or that they should not interrupt the cockpit crew.
Example: aircraft walkaround

Knowledge about Cabin workload and duties for
cockpit crews

And on the other hand our cockpit crews , must have the confidence to invite such
communication from the cabin .

Also we are doing join training since years. We found that also our cockpit crew
should have more knowledge about cabin workload and duties.

Thatis why we started in 2001 to give as well our cockpit crews a presentation
about cabin crew workload and duties by one of our cabin trainer.

Example: service computer animation

First Aid Training

For our first aid training we use the facilities of our cabin service mock up or our
CEET. The training is conducted according guidelines set down by JAR-OPS
regulations, practical cardio-pulmonary resuscitation and the use of airplane
equipment including first aid kits , first aid oxygen and for cardiac problems
defibrillators.

Example: DEFI



Flight Safety-S.E.P-Training

Recurrent Flight Safety Training

At Condor, recurrent Flight Safety Training has always been a joint training with cockpit
and cabin crews since the beginning.

Review

For a review we use a magnetic board and a special virtual walk-around, designed by our
in- house specialists.

The virtual walk around enables the instructor to show every section of our aircraft and
equipment without actually being on the aircraft.

Additionally we use computer based training stations in our building close to our
survival equipment, so we are able to combine it with our hands on training

Hands-On Training

The importance of hands-on training should never be underestimated.

We are using different hands-on training stations: for life-vests, oxygen-masks, smoke-
hoods, fire-extinguisher and for training with our survival equipment.

For example the topic for 2003 : ditching.

Security-CRM-Training

With the new closed and locked cockpit door regulations it is very important that
we view now our cockpit crew and cabin crew as one single crew.

The most important point is ,that we have to trust and understand each other and
this can only be generated during join training to ensure that we can act, even
under stress in the most appropriate manner to minimize errors and operate as a
team. Today cabin crews have to be more aware about what happens on our
airplanes and in an unruly passenger, safety or security problem situation they
have initially to analyze, to assess the situation, to communicate and to take action
based on their training and own experience to a much higher degree than before.
It is ,and some people may not agree, but it is a new revised role for cabin crews
(purser)- he or she is now an extension of the decision-making role of the flight
crew (captain).

Having both sides together during the security training we will support the process
to trust ,understand and rely on each other.
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Program:

1. Introduction about training setup, Trainerqualification, why
combined training and connection of Security-CRM-Flight Safety.
Aviation Security History

Flight Deck security

Cockpit Door Handling(Service mock-up)

Crew Coordination and Communication.

Determination of Seriousness of any Occurrence

Self-Defence:use of Able bodied Person (ABP),use of restraint
device, use of equipment as weapon, use of evading and self-defense
tactics.

8. Weapon and explosives

9. Live situational Training Exercises

10. CISM (Critical Incident Stress Management)

11. Feedback

Nownhkwn

Round about 8 hours

At the end of a long training day our crews should be sure that they have been
well trained and are now mentally prepared, that they can count on their fellow
crew members and that procedures are in place to provide the support that is
necessary to response on the situation they have to deal with.

Be aware, assess, communicate, act

Line Orientated Flight Safety Training (L OF S T)

our center
Some short information about the set-up of aLL O F S T- mission,.

Briefing

. cockpit and cabin crew is provided with the mission papers by the flight safety
instructor

. passengers are briefed about specials, unruly ,security or medical problems etc. by
the CRM instructor

. 15 min.

2. Boarding
. passenger boarding with unruly or security problem
. 10 min. closing doors

3. Engine start and taxi:
6 min. to the runway

4.  Flight-phase:
. depending on the decision, return to the airport
. 6 to 10 min



5. Pilot returns to the airport:
. return between 5 to 7 min. until landing

6. Evacuation:
. 5 min.

7. Debriefing:
. crew, passengers, safety-instructor and Security- CRM-
instructor
. 50 min.

8.  Feedback:
15 min.

Let us show a short video from one of our scenarios.

LOFST Debriefing

1. The crew debriefing will be a critique by the crewmembers providing feedback
using their own observations.

The following items should be considered as a guideline when contemplating a
debriefing:

. a debriefing should be a matter of course

. a debriefing should take place immediately after flight

. a debriefing should take place in private

. both Captain and the Purser should be responsible for initiating the debriefing

. all concerned should be involved

. positive performance should be mentioned before negative and blame should be
avoided

. feedback should be given to both peers and those in higher ranks

. ones own behaviour should be analysed, other options taken into consideration

. the result of a debriefing should be used as a means of working together better
. for the future
. ‘praise should be given as a means of motivation

After the crew on duty of the training mission has completed their debriefing, the
rest of the cockpit and cabin crew members acting as passengers join the debriefing.

2. The Flight Safety Trainer concentrates his debriefing on safety issues and standard
procedures.

3. The Security CRM Trainer role is to manage the critique, not to “teach” right
solutions or test the crew member. To focus those areas of the LOFST mission,
where the principles of CRM could have helped the crew in handling the problems.

4. Security issues and procedures will be debriefed by both trainer.
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Conclusion
Safety-CRM- Security (S. C. S)

An FAA Advisory Circular from 1991 already stated that:

“Aircraft crew personal are ‘on-the-scene’ team members working together, who are
best able to determine their situation and needs for information. These personnel must
initiate and process the required communication in order to make and execute decisions
that lead to positive and safe conclusion.”

Our crews have to deal with pebple, because our payload are human beings, and they
must have the chance for more practical training to improve their skills.

Now it is up to us, to give our crews a better chance to do their job and may be we have
to invest a bit more in our training.

Nobody is perfect, but we believe that this is the right way for us,

with seven steps to LOFST in the centre of our training wheel and the
connection of Safety-CRM- Security training, we can influence and create a more
positive atmosphere within the cockpit - cabin team, and that will finally result in
a safer, secure and more professionally conducted flight for our crews and our
passengers

If it works with LOFST it also reflects on our daily flight operation and has a strong
and positive influence not only on safety, crew resource management and security but

also on the quality of service that an operator can provide.

With LOFST we have the chance to check the quality of our training and
our crews, as a

“Quality Management” for our Daily Flight Operation.
Finally the most important thing for all of us involved in training is that we have to do
something now, because time is running and what we said in the beginning” global
applied aviation safety and security is a need and a must and we all in the aviation
industry will be judged by our passengers on it’s resolution in providing it”.

“I can do it, you can do it, we can do it”

Thank you for your attention
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Information and Inspiration has been obtained from:
Annual Intemational Aircraft Cabin Symposiums

The International Flight Safety Strategy Seminar
Mauritius in 1994

Cabin Safety Conference Brighton 2002
Condor Operational Manual

Condor Flight Safety- and Security Manual
DLH, Condor CRM seminar

Greenlight “ Violence in the sky” seminar

- Greenlight trainer course

TFC tramer course

Hormann, H.J. (1994). FOR-DEC: A prescriptive model for aeronautical decision making
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Reconciling Security Policies
With Safety Requirements

Captain M A Vivian
Head of Flight Operations Inspectorate

United Kingdom Civil Aviation Authority
Chairman of Joint Aviation Authorities
Flight Crew and Cabin Crew Training Group

C

Safety Regulation Group swagse:




20" International Aircraft Cabin Safety Symposium
10 - 13 February 2003

Overview

Two parts:
+» (General principles.

< Specific actions/responses.

Note: Some matters are not discussed in
detail, or at all, for security reasons.
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20" International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Roles of Relevant State
Organisations

< Safety regulators are not usually part of
the security agencies.

+ Security agencies are not usually part of
the safety regulator.

% The result is that expertise is different
and that some decisions may conflict.

C
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20t International Aircraft Cabin Safety Symposium
10 ~ 13 February 2003

State organisations:

+ Experience dictates that as a minimum there
has to be very close cooperation and liaison
between the two agencies.

< Where there is a conflict of interests, State
considerations may dictate the result. In such
cases there will be a need to accept
responsibility for consequential differences.
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20% International Aircraft Cabin Safety Symposium
10 — 13 February 2003

As a Bottom Line

+ Security measures must not cause or
contribute to an accident.

+» Any degradation or effect on safety standards
because of security demands, must be
carefully evaluated and identified, with finite
periods imposed where possible, eg Phase 1
flight deck doors.

C
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20" International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Examples of Security Taking
Precedence Over Safety

+ Installation of Phase 1 flight deck doors (bars
or bolts) = compromise of airworthiness
standards, (decompression, egress and
access).

<+ MEL relief.

< Transponders that cannot be switched off.

+ The carriage of Sky Marshalls.

% CRM.
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20" International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Examples of Safety Taking
Precedence Over Security

< Discussions about the wisdom of
evasive manoeuvres.

< Discussions about depressurisation
following a passenger incident.

+ ‘Limited’ life for Phase 1 flight deck
doors.

C

Slide 7 Safety Regulation Group ez




20™ International Aircraft Cabin Safety Symposium
10 - 13 February 2003

Examples of Safety and
Security Overlap

< Training and deployment of Sky
Marshals, (deployed for security but
also enhances safety).

< Disruptive passengers = Safety,
Leading to a hijack = Security.

+ Restrictions on the carriage of
passengers on the flight deck.
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20 International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Some Difficulties in Resolving

Safety and Security Issues

+» No agreed single source of competence or
expertise.

+ Multiple agencies/bodies — national bodies,
ICAO, ECAC, JAA, EU, etc.

+ Differing individual State response to
perceived security threat/risk resulting in
additional standards beyond ICAOQ, eg:
a UK Directive to foreign carriers, Nov 2002;
a Small aeroplanes;
a Phase 1 requirements; L

a UK Directive to UK operators, Jan 2003.
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20™ International Aircraft Cabin Safety Symposium
10 — 13 February 2003

UK Background Prior to
11th September 2001

« Disruptive passenger incidents had
required a great deal of regulatory input,
including compilation of statistics, new

offences and police protocols.

<+ These incidents, including a particular
serious event, caused the UK CAA to
develop several recommendations.
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" 20™ International Aircraft Cabin Safety Symposium
10 — 13 February 2003

UK Recommendations Included:

+ Locking of the flight deck door.
+» Banning passenger visits to the flight deck.

+ Restrictions on persons occupying flight deck
seats.

+ Need for 2 crew members to be on the flight
deck at all times — Phase 1 doors.

+» Monitoring of passengers.
«» Taking of crew rest.
+ Crewing of decks on multi-deck aeroplanes. L
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20t International Aircraft Cabin Safety Symposium
10 — 13 February 2003

@,
000

@,
004

Slide 12

UK Requirements

These recommendations were upgraded to
requirements and issued to the UK industry
on 18 September 2001.

They became the basis for further UK
initiatives and more detailed operational
guidance/requirements, and also the template
for JAA Member States in an
advisory/guidance document (to be issued
February 2003).
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20 International Aircraft Cabin Safety Symposium
10 — 13 February 2003

UK Guidance and Requirements

< This UK material preceded the ICAO
document on the implementation of the
Security Provisions of Annex 6. ltis
noteworthy that:
By and large the documents are compatible;

@ It has been found necessary to provide more
specific operational guidance in several areas;

a Some items contained in the ICAO document
such as live situational training and self- defence
responses have not been included.

C
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20 International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Basic Principles

+ The flight crew to remain in control of the
aeroplane.

+ The flight crew to fly the aeroplane following
standard operating procedures (SOPs).

<+ The flight crew to land the aeroplane as soon
as practicable.

<+ The cabin crew to take all reasonable steps to
maintain control in the passenger cabin.
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20% International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Basic Principles

<+ Crew co-ordination and communication to be
maintained and enhanced as far as possible.

<+ The flight deck door to be kept closed and
secured.

+ The flight deck door to be opened only for
essential access and egress.

< The flight deck door to be opened only for the
shortest time possible and not to be left open.

C
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20t International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Crew Resource Management
(CRM)

+ The secured flight deck door does
impact on CRM.

+ The issues may be greater on a large

aeroplanes with larger numbers of cabin
crew.

+ Longer sectors may create additional
issues.
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20t International Aircraft Cabin Safety Symposium
10 ~ 13 February 2003

CRM

< What can be done:

Need for the flight crew and the cabin crew to act
as a ‘total’ team.

a Provision of joint training when practical.
m Provision of joint crew briefings when practicable.

a Cabin crew visits to the flight deck on longer
sectors.

Common rostering of flight and cabin crew for a
series of flights or a particular duty period.

m Single cabin crew operations will need special
consideration.

C
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20 International Aircraft Cabin Safety Symposium
10 — 13 February 2003

CRM

«» Cabin crew and flight crew to have an
awareness of each other duties and
workloads.

«» This should take into account different phases
of flight.

<+ Enhanced interphone training.
<+ Need for positive and objective reporting.

< Cabin crew will need to have some
knowledge of technical terminology.
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20" International Aircraft Cabin Safety Symposium
10 — 13 February 2003

CRM

<+ Common language — this is a potential
problem with some lease operations
where the flight crew and the cabin crew
may have a different national language.

C
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20" International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Operational Aspects

+ Refusal of carriage:
a This should be the responsibility of ground crew.

a Problems should not be passed from the ground
crew to the aeroplane crew.

a The Captain retains the ultimate authority to
refuse carriage.

m |f ground staff refuse a passenger carriage, this
decision should not be overruled by the Captain.

m Passengers who are not disruptive, or who not
under the influence of alcohol or drugs, but still
give cause for concern, should be reported to the
aeroplane crew.
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20" International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Operational Aspects

+ Securing of the flight deck door:

UK requirement is that the flight deck door
must be secured from before engine start
up until after engine shut down.

a This is to take into account amongst other
things the ‘remote hold’ when an
aeroplane may wait at a remote stand due
to weather or ATC delays.
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20" International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Operational Aspects

+» Opening of the flight deck door — normal
operations:
In-flight failure of the interphone;
Serving of food and beverages;
m Transfer of operational paperwork;

m Flight crew restroom breaks and other
physiological needs.

Slide 22 Safety Regulation Group s



20" International Aircraft Cabin Safety Symposium
10 - 13 February 2003

Operational Aspects

+ Opening of the flight deck door —
emergency situations.

m Some situations when the flight deck
will/might be opened:
Flight deck fire; Pilot incapacitation;
Emergency landing; Ditching;
Turbulence; Depressurisation;
Rejected take-off;  Engine fire after take-off.

C
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20t International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Operational Aspects

<+ There are some situations when the flight

deck door should remain secured. These
include any situation which might be initiated
by a passenger and include:

a Passenger disturbance;

a In-flight fire;

m Dangerous goods incident;

m Medical emergency;

a Bomb hoax.
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20 International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Operational Aspects

+ Visits to the flight deck and use of flight
deck supernumerary seats.
Flight deck visits are no longer allowed.

m Use of supernumerary flight deck seats is
strictly controlled and is limited to those
who have a justified operational need to be

on the flight deck.
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20" International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Operational Aspects

<+ Responding to an attempted hijack.

Need to specify procedures for cabin crew and
flight crew.

B Need for the cabin crew to maintain control in the
cabin.

a Passenger involvement has the potential to
escalate a situation.

a Flight crew to fly the aeroplane to standard
operating procedures.
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20t International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Operational Aspects

< Four levels of threat culminating in the most
extreme, ie attempted flight deck entry.

%+ The purpose of defining the levels of threat is
to enhance objective and succinct reporting,
together with clarifying appropriate
responses, between the cabin crew and the
flight crew, and between the flight deck crew
and the ground.

C
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20" International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Operational Aspects

+ Relocation of items carried on the flight
deck.

a The following should be relocated to the
passenger cabin:

@ Passenger compartment keys (overhead
bins, crew rest);

a Cabin Manuals;

» Cabin Defect Logs;

@ Passenger restraint kits;
@ Medical kits.
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20t International Aircraft Cabin Safety Symposium
10 - 13 February 2003

Operational Aspects

% Restraint devices:

Whilst there is no current mandatory UK or
European requirement for the carriage of
restraint kits, many UK operators carry
such equipment on board their aeroplanes.

m Cabin crew should be trained in the use of
restraint devices when carried on board
aeroplanes.

C
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20" International Aircraft Cabin Safety Symposium
10 - 13 February 2003

< Other operational aspects include:
a Allocation of cabin crew stations;
a Minimum Equipment Lists;
@ Search Procedure Checklist;
a Carriage and location of crash axes and

crowbars;
a Reduction of cabin crew numbers;
a Avionic bays and cargo holds;

a Regular monitoring of the flight deck crew by the
cabin crew;

a Cabin crew view of the passenger compartment.
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20" International Aircraft Cabin Safety Symposium
10 — 13 February 2003

Operational Aspects

% Single cabin crew operations - Need for
special considerations:
Joint briefings with the flight deck crew;
m Serving of flight deck crew refreshments prior to
flight;
a Increased awareness of passengers seated near
the flight deck door;

a The implications of enlisting the assistance of
passengers in the event of a security incident;

8 Alternative methods of the cabin crew alerting the
flight deck crew to a security incident;

m Monitoring of passengers and compartments,
especially remote areas.
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20* International Aircraft Cabin Safety Symposium
10 - 13 February 2003

Conclusion

+ These are challenging times.

+ There may well be differences between the
USA and Europe, for example the arming of

flight crew.

< There may be differences between USA and
UK on the one hand, and Europe on the
other, for example smaller aeroplanes.
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20t international Aircraft Cabin Safety Symposium
10 - 13 February 2003

Conclusion
<+ The USA must be given credit for having
taken the lead in many of the new initiatives
and requirements.
« We genuinely believe, based on in-depth
investigations and studies, together with the
UK operational requirements and

recommendations, that a more secure and
safer operational environment can be
achieved for the benefit of passengers and
crews alike.
- But the reality of the security situation that we
have now to confront, must be recognised
and actioned.
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