
UNIT 22: ONBOARD PASSENGER OPERATIONS 

 

 

 

 

Unit 22: Onboard Passenger Operations 

Unit code: K/504/2293 

QCF Level 3: BTEC National 

Credit value: 9 

Guided learning hours: 54 

 



 UNIT 22: ONBOARD PASSENGER OPERATIONS 
 

AIM AND PURPOSE  

The aim of this unit is to give learners knowledge and understanding of how onboard operations are coordinated and how cabin 

crew teams are led in order to maintain industry safety and service standards. 

UNIT INTRODUCTION  

When we think of working onboard an aircraft we tend to think of the cabin crew, their duties and the service they provide to 

passengers. In this unit learners will have the opportunity to see onboard operations from a bird’s eye view; they will explore 

onboard cabin operations from the viewpoint of the cabin leader and the flight crew and this will give learners an important 

context for the study of aviation and link to leadership, teamwork and regulatory procedures.  

The facilities and services different types of airline provide will be explored in detail and analysed, providing a useful basis for 

the study of other units across the programme. Procedures and services must be coordinated with precision in the aviation 

industry to meet safety and service standards and learners will gain an understanding of how this is achieved onboard an 

aircraft. By investigating the role and responsibilities of the senior cabin crew member, learners will appreciate the importance 

of this role in upholding service, safety and security standards and in motivating the cabin crew.  

The chain of command system is designed to enable communication to flow between flight crew and cabin crew. By 

investigating this system learners will recognise that effective interaction and communication are crucial in ensuring the safety 

of the aircraft. Security threats to aviation are real and the impact of onboard incidents can be catastrophic. Learners will 

understand how security is maintained onboard and this can be related to maintaining security within any aviation job role. 

Learners will come to recognise that executing well-coordinated onboard operations can be an exciting challenge, and perhaps 

they will be motivated to further explore cabin crew as a career choice. 

Learning Outcomes: 

1. LO1. Understand how onboard passenger operations are coordinated 

2. LO2. Know the role and responsibilities of the senior cabin crew member 

3. LO3. Understand the chain of command system for routine and emergency situations 

4. LO4. Understand how to maintain security onboard aircraft. 

 



LO3. Understand The Chain Of Command System For Routine 

And Emergency Situations. 

 

 CLASS DISCUSSION AND ACTVITIES 

 

LESSON DELIVERY 

1.  Chain of command: 

 single-aisled aircraft 

 twin-aisled aircraft 

 double-decked aircraft 

 multiple-class flights 

 crew to passenger ratios, e.g. legal requirements, complimentary crew in excess of legal requirement 

 

2. Methods of communication for interaction between cabin crew and flight crew during a routine flight: 

 PAs 

 verbal 

 non-verbal signals 

 using equipment 

 

3. Interaction between cabin crew and flight crew during a routine flight: 

 pre-departure communication 

 communication with flight crew during critical stages of a flight 

 protocol for entrance into the flight deck 

 regular checks on flight crew 

 



4. Chain of command during different types of emergency dril: 

 Planned emergency situations and drills (ditching, landing, NITS briefings (nature of emergency, intentions of flight crew, time remaining, 
special instructions)) 

 Unplanned emergency situations, e.g. Severe turbulence, decompression, fire, evacuation 

 Security incident, e.g. Disruptive passenger, hijacking 

 Pilot incapacitation 

 Cabin crew initiated emergency evacuations, e.g. Major fire, sounds of the aircraft breaking up, unusual attitude of the aircraft, dense 
smoke, ditching 

 Medical emergencies, e.g. Heart attack, stroke, diabetic coma 



UNIT 22:  LO3 GRADED ASSIGNMENTS GUIDELINES 
 

LO3: P7 – P8 – P9 – M2 & D2 

ASSIGNMENT TITLE: The Chain of Command 

ASSESSMENT METHOD: Manual Video/storyboard 

CASE STUDY/SCENARIO: Training materials for a flight deck and cabin crew training day. 
 

 

P7. To achieve a Pass Grade for P7, the evidence must show that you are able to: Cover multiple class flights and crew to 

passenger ratios across the evidence. 

An acceptable method of assessment for P7 would be annotated diagrams of aircraft seat maps for each of the different 
aircraft types and learners must cover multiple class flights and crew to passenger ratios across the evidence. 

 

 

P8. To achieve a Pass Grade for P8, the evidence must show that the learner is able to: Explain fully the methods of 

communication during all interactions between the flight crew and cabin crew. 

To achieve P8, A storyboard would be a suitable method of assessment where learners explain each situation including the 
communication methods used; images of each interaction could either be staged by learners themselves or sourced from the 
internet. If access to recording equipment and software is possible, learners could produce a video to be watched by cabin 
crew and flight crew during training and individually provide a recorded commentary to serve as evidence for P8. 
 

 

P9. To achieve a Pass Grade for P9, the evidence must show that you are able to: Explain the chain of command system 

during emergency drills rather than illustrate it as for P7. 

To achieve P9, Learners must explain the chain of command system for one of each type of emergency drill, i.e. a planned 
emergency where a NITS briefing would be given, an unplanned emergency situation such as fire, a security incident, pilot 
incapacitation and one example of when cabin crew would initiate an evacuation without the command of flight crew. 
 

 
M2. To achieve a Pass Grade for M2, the evidence must show that you are able to: Compare the differences in the chain of 

command on a routine flight and during two different emergency drills including a security incident. 

To achieve M2, the emergency drills selected must require crew to initiate the drills and therefore should not include a 
planned emergency. Flight scenarios could be provided detailing the type of aircraft, route etc. It is recommended that the 
same aircraft and route are used for each comparison so that the key differences in the chain of command are prominent. 
 
 



 
D2. To achieve a Pass Grade for D2, the evidence must show that you are able to: Discuss the consequences of poor 

communication between the flight crew and cabin crew throughout their work for P7 to P11 and M2. 

To achieve D2,Learner could extend their response to P8 and M2 as follows: The consequences of contacting the flight crew 
during take-off could interrupt critical flight procedures and be in breach of company policy and safety regulations. This would 
result in a crew member being disciplined and the airline would have to report the incident to the CAA. Poor communication 
to the flight crew during a medical incident could impact on the captain’s decision to divert the aircraft and lead to a delay in 
the passenger receiving hospital treatment. 



UNIT 22: ONBOARD PASSENGER OPERATIONS SCORE SHEET 
 

NAME OF STUDENT:                                                                                                         DATE: 

Learning 

Outcome 

 

 

 

LO 3:    

Understand 

The Chain Of 

Command 

System For 

Routine And 

Emergency 

Situations 
 

 GROUP WORK  -  ORAL PRESENTATION.  PLEASE MAKE VIDEO AND SUBMIT ON A SUITABLE MEDIA EG. CD. 
Students Must Meet The Following Requirements For PASS, MERIT AND DISTINCTION GRADES. 

 

Kindly Print And Submit This Score Sheet Also Along With The Media To Grade Your Work. 

ACHIEVED 

YES NO 

1. Briefly describe what is meant by “Chain of Command’    

2. For P7:  Illustrate the chain of command onboard aircraft.    

3. For P8:  Explain how cabin crew interact with the flight crew during routine flight operations   

4. For P9:  Explain how the chain of command system is followed during emergency drills   

5. For M2: Compare the differences in the chain of command during routine operations and during emergency drills 

including security incidents 

  

6. For D2:  Discuss the consequences of poor communication between the flight crew and cabin crew   

THE ORAL PRESENTATION MUST BE:   

7. Carrying Out the command in P7:  To Illustrate which means: “Explain or make (something) clear by using examples, charts, 

pictures, etc.” 

  

8. Carrying Out the command in P8 AND P9:  To Explain which means: “Make (an idea, situation, or problem) clear to someone 

by describing it in more detail or revealing relevant facts or ideas.” 

  

9. Carrying Out the command in M2:  To Compare which means: “Draw an analogy between one thing and (another) for the 

purposes of explanation or clarification.” 

  

10. Carrying Out the command in D2:  To Discuss which means: “To talk or write about (a topic) in detail, considering different 

ideas and opinions.” 

  

11. Provide Diagrams And Evidence of P7, 8,9, M2 And D2 and demonstrate adequate research, knowledge, accuracy and depth of 

content shared. 

  

12. Acceptable level of College Diction exhibited: Attitude, Tone, Grammar, Usage and Sentence Structures.    

13. Presenting chain of command scenarios and case studies specific to the aviation industry.   

14. Meeting Professional Standards for a structured Presentation to meet the Assessment Criteria.     

The Student Is Awarded A:       PASS Grade |   MERIT Grade |   DISTINCTION Grade   

 

Signature Of Lecturer    



LO4. Understand How To Maintain Security On Board 

Aircraft. 

 

 CLASS DISCUSSION AND ACTVITIES 

 

LESSON DELIVERY 

1.  Preventative security measures:  

 Training, e.g. Conflict management 

 Control of access 

 Aircraft security checks 

 Aircraft searches 

 Refusal of embarkation 

 Diffusing of potential incidents onboard 

 Headcount 

 Flight deck door security 

 Use of air marshalls 
 

 Actions to be taken for security incidents, for example: 

 Notify ground staff 

 Notify flight crew 

 Use alert signals 

 Follow search procedures 

 Use skills to diffuse situations 

 Enforce legal requirements 
 

2. Security incidents onboard an aircraft: 

 On the ground, e.g. No-show passenger, breach of access onto aircraft, suspicious items 

 In the air, e.g. Passenger actions, breach of flight deck door, disorderly behaviour, smoking, failure to comply with cabin crew 
instructions, hijacking 

 



UNIT 22:  LO4 GRADED ASSIGNMENTS GUIDELINES 
 

LO3: P10 – P11 – M2 – D2 

ASSIGNMENT TITLE: Maintaining Security Onboard 

ASSESSMENT METHOD: Manual Video  

CASE STUDY/SCENARIO: Cabin Safety Compendium 

P10. To achieve a Pass Grade for P10, the evidence must show that you are able to: Explain how each of the preventative 

security measures help to maintain security onboard the aircraft. 

To achieve P10, learners must explain how each of the preventative security measures help to maintain security onboard the 
aircraft as per the learning outcome, rather than detailing the actual security procedures. 

 

 

P11. To achieve a Pass Grade for P11, the evidence must show that the learner is able to: Explain the actions taken to deal 

with onboard security incidents. 

To achieve P11, this should include a minimum of two incidents on the ground and two in the air. Learners should focus on 
how the actions taken have been effective in dealing with the incidents. 
 

 

M2. To achieve a Pass Grade for M1, the evidence must show that you are able to: Compare the differences in the chain of 

command on a routine flight and during two different emergency drills including a security incident. 

This is an expansion of the P7 to P11 criteria and learners should be encouraged to extend their work whilst addressing these 
criteria rather than being set additional tasks. Tutors must ensure that if M2 is achieved across two or more assignments then 
this is well recorded with full achievement being recorded clearly on the feedback/grade sheets. 
. 
 
D2. To achieve a Pass Grade for D2, the evidence must show that you are able to: Discuss the consequences of poor 

communication between the flight crew and cabin crew throughout their work for P7 to P11 and M2. 

To achieve a Pass Grade for D2, learners could extend their work for P10 to P11 and M2 by discussing the consequences of not 
following the correct chain of command for security incidents which could breach the security of the flight deck door and 
endanger the flight crew. Any partial achievement across assignments must be well recorded with full achievement being 

recorded clearly on the feedback/grade sheets.



UNIT 22: ONBOARD PASSENGER OPERATIONS INDUSTRY SCORE SHEET 
 

NAME OF STUDENT:                                                                                                   DATE: 

 

Kindly Print and Submit This Score Sheet Also Along With The Media To Grade Your Work. 

Learning 

Outcome 

 

 

 

LO 4:    

Understand 
how to 
maintain 
security on 
board 
aircraft 

 

GROUP WORK  -  ORAL PRESENTATION.  PLEASE MAKE VIDEO AND SUBMIT ON A SUITABLE MEDIA EG. CD. 
 
 

PLEASE SEE THE CASE STUDY. USE IT TO UNDERTAKE THE FOLLOWING TASKS. 

LINK TO CASE STUDY:  https://flightsafety.org/files/cabin_safety_compendium.pdf 
 

Students Must Meet the Following Requirements For PASS, MERIT AND DISTINCTION GRADE.   

ACHIEVED 

YES NO 

1. Briefly describe what is meant by “Preventative Security Measures    

2. For P10:    Explain how preventive security measures help to maintain onboard security.    

3. For P11:  Explain how actions taken deal with onboard security incidents   

4. For M2:  Compare the differences in the chain of command during routine operations and during emergency drills including 

security incidents 

  

5. For D2:  Discuss the consequences of poor communication between the flight crew and cabin crew   

THE ORAL PRESENTATION MUST BE:   

15. Carrying Out the command in P10 AND P11:  To Explain which means: “Make (an idea, situation, or problem) clear to someone by 

describing it in more detail or revealing relevant facts or ideas.” 

  

16. Carrying Out the command in M2:  To Compare which means: “Draw an analogy between one thing and (another) for the purposes 

of explanation or clarification.” 

  

6. Carrying Out the command in D2:  To Discuss which means: “To talk or write about (a topic) in detail, considering different ideas 

and opinions.” 

  

7. Evidence of adequate research based on accuracy and depth of content shared.   

8. Discussing the topics and perspectives related to your research findings and the Course Content. .   

9. Acceptable level of College Diction exhibited: Attitude, Tone, Grammar, Usage and Sentence Structures.    

10. Using Harvard Referencing Style properly   

11. Presenting appropriate materials pertaining to preventative security measures communication between flight and cabin crews.   

12. Meeting Professional Standards for a structured written report to meet the Assessment Criteria.     

The Student Is Awarded A:       PASS Grade |   MERIT Grade |   DISTINCTION Grade   

 DATED:   

 

Signature Of 

Lecturer 

   

https://flightsafety.org/files/cabin_safety_compendium.pdf

