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Hello and welcome to our mapping document for City and Guilds Level 2 Certificate in Introduction 
to Air Cabin Crew.  

Where you see outcomes that have been highlighted in yellow,  this indicates they are already 
covered by the Travel Training Academy and the relevant sessions can be used as underpinning 
knowledge for these outcomes.  

Where you see outcomes that have been highlighted in blue, this indicates that this topic will be 
included in the Travel Training Academy by 30th September 2020.  

It is our intention to ensure that by 30th September 2020, ALL the underpinning knowledge required 
for this qualification will be included in the Travel Training Academy.  

Where you see outcomes that have been highlighted in pink, this indicates these outcomes are 
practical and will be required to be assessed in college.  

However, before we begin, below you will find an overview of Learn2BeCabinCrew:  

 

Learn2BeCabinCrew was written in conjunction with people currently employed as 
cabin crew with Virgin, British Airways, Emirates, Eithad, Qatar, EasyJet and 
Jet2.com, so we know it is completely relevant and up-to-date.  

It is based on the training undertaken by these airlines (albeit without the practical 
element) and is of the same very high standard. It is incredibly extensive and includes 
more than 20 sessions covering all the same topics covered in ab-initio cabin crew 
training for new recruits.  

In order to make the course as realistic as we can for your students, we have given 
them a job, as a trainee cabin crew member for Mondrago Airways, our (fictional!) 
airline.  

Students are then enrolled on Mondrago Airways online induction course (ie 
Learn2BeCabinCrew) which teaches them everything they need to know about the 
role of cabin crew.  

 

These are the topics covered in the course:  

Learn2BeCabinCrew (Level 1) 
 Welcome to Mondrago Airways  

 Uniform and grooming standards 



 Airline abbreviations  

 Routes and IATA codes  

 Working for Mondrago Airways  

 Teamwork and chain of command  

 A day in the life of cabin crew  

 Pre-flight briefing  

Learn2BeCabinCrew (Level 2)  
 Emergency Equipment Check 1  

 Emergency Equipment Check 2  

 Emergency Equipment Check 3  

 Emergency Equipment exam  

Learn2BeCabinCrew (Level 3)  
 Announcements on-board  

 Special passengers  

 Boarding passengers  

 Getting ready for take-off 

 A typical cabin service  

 Customer service standards  

Learn2CabinCrew (Level 4)  
 Conflict Management  

 Selling on-board  

 Foreign currency on-board  

 Emergency procedures on-board  

 Decompression  

 Fire on-board  

 Post- flight briefing  
 

You can be secure in the knowledge that any student completing Learn2BeCabinCrew 
will have covered all of the theory (or underpinning knowledge) of the role of cabin 
crew and once your students have completed it, they could be brought into college in 
small groups- to allow for social distancing- to partake in the practical situations 
required for this unit.  

 



 

City and Guilds Unit  
 
 

 Travel Training Academy  

 
Unit 201 Work as cabin crew  
 
Outcome 1  
 
Know the roles and responsibilities 
of crew  
 
Assessment Criteria The learner can:  
 
1. outline the different roles cabin crew may 
have to undertake  
 
2. describe the responsibilities associated with 
the cabin crew roles  
 
3. identify the chain of command on an aircraft  
 
4. describe the roles of the ground staff that 
cabin crew will interact with.  

 
 
Much of the evidence required for this 
outcome is covered in Level 1 of 
Learn2BeCabinCrew.  
 
Learn2BeCabinCrew is based upon the theory 
found in ab-initio training used by the main UK 
and European airlines. In order to make your 
students’ learning as realistic as possible, we 
have created our very own (fictional !) airline- 
Mondrago Airways. And we have given your 
students a job- as trainee cabin crew!  
 
They are then asked to complete 
Learn2BeCabinCrew which will teach them 
what is involved in becoming cabin crew. 
 
The main roles and responsibilities of cabin 
crew are covered in three main sessions- 
Welcome to Mondrago Airways, Working for 
Mondrago Airways and A Day in the Life of 
Cabin Crew which are all found in Level 1 of 
Learn2BeCabinCrew.  
 
A Day in the Life of Cabin Crew in Level 1 of 
Learn2BeCabinCrew could be useful to help 
identify the key roles and responsibilities of 
cabin crew. This topic is also covered in Find 
Out What Cabin Crew Do in part one of 
New2Crew Masterclass.  
 
Working for Mondrago Airways in Level one of 
Learn2BeCabinCrew covers working for 
Mondrago Airways including rosters, pay, rules 
and regulations.  
 
The chain of command is covered in the 
sessions called Teamwork and Chain of 
Command which is also found in Level 1 of 
Learn2BeCabinCrew. Teamwork and Chain of 
Command in Level 1 of Learn2BeCabinCrew 
covers a typical chain of command on-board an 
aircraft and why a chain of command is very 
important to the safe operation of a flight.  
 



 
 
 
 
  

 
Unit 201 Work as cabin crew  
 
Outcome 2  
 
Know aviation terminology used by 
cabin crew 
  
Assessment Criteria The learner can:  
 
1. identify IATA (International Air Transport 
Association) codes that are used by airlines and 
airports nationally and internationally  
 
2. define key industry terms  
 
3. describe the different types of duties cabin 
crew may be scheduled to undertake, including 
different types of standby.  
 
 

 
 

- Session on Airline Abbreviations in 
Level 1 of Learn2BeCabinCrew covers 
aviation codes and key industry terms.  

- Session on Routes and IATA codes in 
Level 1 of Learn2BeCabinCrew covers 
IATA city/ airport codes  

- Session on Special Passengers in Level 
3 of Learn2BeCabinCrew covers special 
passenger codes  

- Session on A Typical Cabin Service in 
Level 3 of Learn2BeCabinCrew covers 
meal codes 

- Session on Routes and IATA codes in 
Level 1 of Learn2BeCabin Crew may be 
useful as it looks at all of the 
destinations Mondrago Airways (our 
fictional airline!) fly to.  

- Students have to learn the main UK and 
European IATA codes as well as a range 
of IATA codes in long-haul destinations. 

- They also must be able to plot all of 
these airports on a range of maps 

- Duties of cabin crew are covered in the 
session on A Day in the Life of Cabin 
Crew in Level 1 of Learn2BeCabinCrew 
and rosters and standby is covered in 
the session on Working for Mondrago 
Airways in Level 1 of 
Learn2BeCabinCrew.  
 

 
 
Unit 201 Work as cabin crew  
 
Outcome 3  
 
Know the pre and post flight duties 
that cabin crew undertake in the 
crew room  
 
Assessment Criteria The learner can: 
 

 
This is covered in the session called Pre-flight 
briefing in Level 1 of Learn2BeCabinCrew. It also 
includes a video of a pre-flight briefing taking 
place.  
 
 
The final session of Learn2CabinCrew Level 4 is 
called your Final Flight Home and covers cabin 
crew as they do a turnaround in Palma de 
Mallorca and fly back to the UK, where they have 
a post-flight briefing before they finish for the 
day. 



 1. describe the duties undertaken by cabin 
crew before the pre-flight briefing  
 
2. describe the importance of time keeping 
prior to a pre-flight briefing  
 
3. identify the elements of a pre-flight briefing  
 
4. identify the elements of post-flight briefing.  
 
 
 
Unit 201 Work as cabin crew  
 
Outcome 4 - Be able to take part in a 
pre-flight briefing  
 
Assessment Criteria The learner can:  
 
1. receive and relay Safety Equipment and 
Procedures (SEP) information during a pre-
flight briefing  
 
2. complete documentation relating to a pre-
flight briefing in readiness for the flight.  
 
 
 

 
 

This is a practical session that will be assessed 
in college.  

 
Unit 201 Work as cabin crew  
 
Outcome 5 Understand the 
importance of maintaining industry 
standards  
 
Assessment Criteria The learner can:  
 
1. explain the importance of time keeping  
 
2. explain the importance of grooming and 
uniform standards  
 
3. describe personal presentation standards on 
and off duty and during stopovers  
 
4. explain the importance of task management 
and prioritisation of tasks  
 

 
 

All these criteria are covered in Level 1 of 
Learn2BeCabinCrew.  
 
The sessions which cover these topics are:  
 
Welcome to Mondrago Airways (which covers 
timekeeping), Uniform and Grooming 
Standards (covers the importance of grooming 
and uniform standards and personal 
presentation standards).  
 
The importance of timekeeping is also covered 
in a lot of depth in the session on Pre-Flight 
Briefing which is also in Level 1 of 
Learn2BeCabinCrew.  
 



5. explain the importance of customer 
relationship management (CRM).  
 
 
 
Unit 202 Airline health, safety and 
security  
 
Outcome 1 Know airline health and 
safety documentation and 
legislation 
Assessment Criteria The learner can:  
 
1. outline current legislation and regulations 
related to airline health and safety  
 
2. identify key points of the Air Navigation 
Order (ANO) used to protect the health and 
safety of the airlines crew, aircraft and 
passengers  
 
3. identify documents airlines use to record 
health and safety events on board an aircraft.  
 
 
 
 
 

 
 
 

  

 
 
Unit 202 Airline health, safety and 
security 
 
Outcome 2 Understand the role of 
cabin crew in ensuring the safety 
and security of passengers and crew  
 
Assessment Criteria The learner can:  
 
1. outline the key points of the legislation 
relating to aviation security  
 
2. describe security measures taken pre-flight, 
in-flight and post-flight  
 
3. identify restricted articles and dangerous 
items  
 

 
The topics of safety and security are covered in 
a lot of depth in Level 2 of Learn2BeCabinCrew.  
 
There are three sessions in this part of the 
course, and they cover all the safety equipment 
carried on-board an aircraft, why this 
equipment is carried and what checks must be 
carried out on this equipment prior to take-off. 
Your students are then required to sit an exam 
detailing where this equipment is located.  
 
Security is also covered in the session on Pre-
Flight briefing which is in Learn2BeCabinCrew 
Level 1.  
 
Security is also covered in the session on 
Boarding Passengers and Getting Ready for 
Take-off which can be found in Level 3 of 
Learn2BeCabinCrew.  
 
 



4. describe types of threat that relate to the 
aviation industry  
 
5. explain the procedures for dealing with 
onboard security incidents  
 
6. explain the importance of checking 
passenger boarding cards in relation to 
security.  
 
 

 

 
Unit 202 Airline health, safety and 
security  
 
Outcome 3 Be able to maintain 
passenger compliance  
 
Assessment Criteria The learner can:  
 
1. perform a safety demonstration  
 
2. carry out cabin secure checks.  
 
 
 
 
 

 
 

This is a practical session that will be assessed 
in college. 

 
Unit 202 Airline health, safety and 
security  
 
Outcome 4 Understand how medical 
issues are dealt with by cabin crew  
 
Assessment Criteria The learner can:  
 
1. describe passenger signs and symptoms of 
minor and serious medical issues  
 
2. describe passenger treatment of minor and 
serious medical issues  
 
3. identify restrictions crew face onboard when 
giving first aid  
 
4. describe the types of onboard first aid kits  
 

 
 
 



5. state which external bodies are able to assist 
crew during and after a first aid situation.  
 
 
 
 
Unit 203 Aircraft emergency 
situations  
 
Outcome 1 Understand how to 
respond to aircraft emergencies  
 
Assessment Criteria The learner can:  
 
1. define the terms planned and unplanned 
emergencies 
 
 2. identify flight crew instructions for a planned 
emergency landing/ditching 
 
 3. explain procedures for preparing and 
evacuating the cabin for a planned emergency 
including: • landing • ditching  
 
4. explain how to deal with an unplanned 
emergency  
 
5. identify the type of passengers not suitable 
to be able bodied passengers  
 
6. describe the different types of brace position 
and their purpose  
 
7. identify positive commands which should be 
used during evacuation 
 
 8. outline techniques for maintaining crowd 
control 
 
 9. identify factors which can prevent an aircraft 
exit from being used in an evacuation 
 
10. state the occasions when cabin crew must 
initiate an evacuation without the flight crew’s 
command  
 
11. explain what to do if an aircraft exit is 
unserviceable and can not be used in an 
emergency.  
 

 
 
 
 
 

Aircraft planned and unplanned emergency 
procedures are covered in detail in the session 
on Emergency Procedures in Level 4 of 
Learn2BeCabinCrew.  
 
This session includes a range of videos and 
voice recordings of announcements made 
during both planned and unplanned 
emergencies. 



 
 
Unit 203 Aircraft emergency 
situations  
 
Outcome 2 Know on board 
emergency procedures  
 
Assessment Criteria The learner can:  
 
1. describe aircraft emergency equipment 
including location  
 
2. describe emergency situations that could 
occur on board an aircraft  
 
3. state the elements which must be present to 
sustain a fire  
 
4. identify types of fire extinguisher and the 
types of fire they are suitable for fighting  
 
5. describe the purpose and basic principles of 
a smoke hood  
 
6. describe the role of cabin crew onboard in 
fighting fires  
 
7. identify how to recognise the signs of slow 
decompression  
 
8. identify how to recognise the signs of rapid 
decompression  
 
9. describe the crew responsibilities following a 
decompression  
 
10. identify how to recognise light, moderate 
and severe turbulence  
 
11. describe the actions to be taken for 
different levels of turbulence  
 
12. explain the main actions taken by the cabin 
crew during a flight crew incapacitation drill.  
 
 
 
 
 

 
 

 
This outcome is covered in great depth in 
Learn2BeCabinCrew.  
 
There are three sessions in Level 2 of 
Learn2BeCabinCrew and they cover all the 
safety equipment carried on-board an aircraft, 
why this equipment is carried and what checks 
must be carried out on this equipment prior to 
take-off. Your students must then complete an 
exam which requires them to locate where all 
of the equipment (using only codes) must be 
stored on-board the aircraft.  
 
In Level 4 of Learn2BeCabinCrew you will find  
sessions on Fire on-board and Decompression  
 
 
 



Unit 203 Aircraft emergency 
situations  
 
Outcome 3 Be able to follow on 
board emergency procedures  
 
Assessment Criteria The learner can:  
 
1. operate fire extinguishers on board  
 
2. operate a smoke hood  
 
3. evacuate an aircraft in a planned emergency. 
 
 
 
 
 
 

 
 

This is a practical session that will be assessed 
in college. 

Unit 203 Aircraft emergency 
situations  
 
Outcome 4 Know the primary 
principles for survival after an airline 
emergency  
 
Assessment Criteria The learner can:  
 
1. state the main principles of survival  
 
2. describe techniques for survival at sea  
 
3. describe techniques for survival in: • arctic 
conditions • the desert • the jungle.  
 
 
 
 
 
 
 

 
  

Unit 204  
 
Dealing with passengers on board an 
aircraft  
 

 
 
 
 
 
 
 



Outcome 1 Know how to deal with 
passengers who have special 
requirements 
 
Assessment Criteria The learner can:  
 
1. identify different types of airline passengers  
 
2. identify the range of passenger needs  
 
3. explain how to brief a blind passenger 
 
4. identify onboard requirements for guide 
dogs  
 
5. explain how to brief a deaf passenger  
 
6. identify the requirements for the carriage of 
pregnant passengers  
 
7. identify onboard considerations for 
unaccompanied minors  
 
8. identify the requirements for Passengers 
with Reduced Mobility (PRMs)  
 
9. identify relevant passenger codes.  
 
 
 
 
 

 
 
 
This outcome can be covered using the session 
Special Passengers which can be found in Level 
3 of Learn2BeCabinCrew.  
 
All passenger types listed in this outcome are 
covered in this session.  

Unit 204 Dealing with passengers on 
board an aircraft  
 
Outcome 2 Understand how to 
provide effective customer service  
 
Assessment Criteria The learner can:  
 
1. identify the purpose of customer service  
 
2. describe the range of inter-personal skills 
required for effective customer service  
 
3. explain how customer service affects the 
success of the airline.  
 

 
 

 
 
 
This outcome can be covered by using the 
session called Customer Service Standards 
which can be found in Level 3 of 
Learn2BeCabinCrew.  
 
All the assessment criteria for this outcome are 
covered in this session.  



Unit 204 Dealing with passengers on 
board an aircraft  
 
Outcome 3 Know how to deal with 
passenger problems and complaints  
 
Assessment Criteria The learner can:  
 
1. identify common causes of passenger 
problems and complaints  
 
2. outline ways of dealing with passenger 
problems and complaints  
 
3. identify different methods of communication 
when dealing with passenger problems and 
complaints  
 
4. describe how personal presentation, 
approach and attitude will influence the 
behaviour of the passenger.  
 
 

 
 

This outcome is covered in the session on 
Conflict Management which can be found in 
Level 4 of Learn2BeCabinCrew.  
 
This session covers the topic of conflict 
management in great depth and introduces the 
idea of why conflict arises and how best to 
deescalate situations using positive 
communication.  
 
Your students are also shown how their own 
behaviour can cause conflict situations or their 
negative communication can help escalate 
situations.  
 
They are taught the importance of having exit 
strategies and why teamwork is important in 
resolving conflict.  
 
They are given a range of on-board conflict 
situations and asked what behaviours would 
escalate or de-escalate the situation each time.  
 

 
Unit 204 Dealing with passengers on 
board an aircraft  
 
Outcome 4 Know how to work as 
part of a team  
 
Assessment Criteria The learner can:  
 
1. identify the skills required for effective team 
working  
 
2. describe how to maintain effective working 
relationships within a team.  
 
 
 
 
 

 
 
 
Teamwork is obviously a vital skill when 
working as cabin crew and this is why we 
introduce it early as a topic in Level 1 of 
Learn2BeCabinCrew.  
 
Teamwork is covered in the session called 
Teamwork and Chain of Command and can be 
found in Level 1 of Learn2BeCabinCrew.  

 
Unit 204 Dealing with passengers on 
board an aircraft  
 

 
 
 
 
 
 



Outcome 5 Know how to handle 
incidents and conflict situations  
 
Assessment Criteria The learner can:  
 
1. identify the chain of command when 
managing passenger conflicts  
 
2. describe the importance of coordination and 
cooperation between the crew  
 
3. identify types of incidents and conflict 
situations that could occur on board an aircraft  
 
4. describe how different personality types face 
conflict situations.  
 
 
 
 
 

 
 
 
In the session entitled Conflict Management- in 
Level 4 of Learn2BeCabinCrew, your students 
are given a range of on-board conflict situations 
and asked what behaviours would escalate or 
de-escalate the situation each time.  
 

 
Unit 204 Dealing with passengers on 
board an aircraft  
 
Outcome 6 Be able to deal with 
passengers  
 
Assessment Criteria The learner can:  
 
1. deal with conflict situations with passengers  
 
2. adapt methods of communication and 
behaviour to meet the individual needs of 
passengers. 
 
 
 

 
 
 
 
This is a practical session that will be assessed 
in college. 

 
Unit 205 Cabin service – Selling 
techniques  
 
Outcome 1 Understand how to 
establish a rapport with passengers 
on board the aircraft  
 
Assessment Criteria The learner can:  
 

 
This outcome is covered in great depth in the 
session Selling on-board which is found in Level 
4 of Learn2BeCabinCrew.  
 
We have created a (fictional) in-flight magazine 
for Mondrago Airways and we use this as the 
basis for teaching students selling skills on-
board.  
 
 



1. explain the importance of creating a positive 
image of the organisation to passengers  
 
2. explain how to meet and greet the 
passengers in a professional manner  
 
3. explain the importance of first impressions  
 
4. describe how body language can influence 
the relationships with passengers.  
 
 
 
 
 
 
 
 
 
 
 

 
 
 
In terms of creating a positive first impression 
and meeting and greeting passengers in a 
professional manner, this is covered in the 
session called Boarding Passengers which can 
be found in Level 3 of Learn2BeCabinCrew.  

 
Unit 205 Cabin service – Selling 
techniques 
 
Outcome 2 Understand how to 
establish passengers’ wants and 
needs  
 
Assessment Criteria The learner can:  
 
1. describe the difference between a 
customers’ wants and needs  
 
2. describe the difference between open and 
closed questions and the benefits of both  
 
3. explain what is meant by active listening  
 
4. identify different types of non-verbal 
communication signals  
 
5. explain the importance of summarising the 
passengers requirements.  
 
 
 
 
 

 
 
 
All the criteria for this outcome are covered in 
the session Selling on-board which is found in 
Level 4 of Learn2BecabinCrew.  

  



Unit 205 Cabin service – Selling 
techniques  
 
Outcome 3 Know on board products 
and services 
Assessment Criteria The learner can:  
 
1. describe the procedures for a bar service  
 
2. describe the procedures for a meal/snack 
service  
 
3. describe the procedures for a tax free/duty 
free service  
 
4. describe the procedures for ancillary 
services.  
 
 

 
 
The criteria for this outcome can be found in 
the session A typical cabin service which is in 
Level 3 of Learn2BeCabinCrew.  

 
Unit 205 Cabin service – Selling 
techniques 
 
Outcome 4 Understand selling 
techniques 
 
Assessment Criteria The learner can:  
 
1. describe selling techniques  
 
2. describe the difference between features 
and benefits of products and services  
 
3. describe the importance of merchandising.  
 
 
 
 

 
The criteria for this outcome can be found in 
the session Selling On-Board which is in Level 4 
of Learn2BeCabinCrew.  
 
In addition, your students get the opportunity 
to work with Mondrago Airways’ in-flight 
magazine to help make their learning more 
realistic.  

 
Unit 205 Cabin service – Selling 
techniques  
 
Outcome 5 Be able to carry out 
currency calculations  
 
Assessment Criteria The learner can:  
 

 
The criteria for this outcome are covered in the 
session Foreign Currency On-Board which is in 
Level 3 of Learn2BeCabinCrew. This session 
also works in conjunction with Selling on-board 
where students are asked to identify a range of 
products their passengers would like to buy 
from Mondrago Airways’ in-flight magazine.  
 
 
 



1. identify a range of currencies used in popular 
destinations  
 
2. convert amounts from GBP to a range of 
currencies  
 
3. convert amounts from a range of currencies 
to GBP  
 
4. calculate change for passengers. 
 
 
 
 
 
 
 
 
 
 
 

 
 
It is your student’s job then to calculate the 
cost of any chosen item and convert it to their 
passenger’s chosen currency and then convert 
their change back into GBP.  

 
Unit 205 Cabin service – Selling 
techniques  
 
Outcome 6 Be able to provide a 
cabin service  
Assessment Criteria The learner can: 
 
 1. provide a refreshment service 
 
 2. provide a tax free service. 
 
 

 
This is a practical session that will be assessed 
in college. 

 
 
Unit 206 Making passenger 
announcements on board aircraft  
 
Outcome 1 Know how to use 
passenger announcements during a 
flight  
 
Assessment Criteria The learner can:  
 
1. describe communication techniques for 
passenger announcements  
 

 
 
 
 
 
 
Learn2BeCabinCrew Level 3 has a session on 
Passenger Announcements. This session covers 
how cabin crew communicate whilst on-board, 
as well as giving your students the option to 
listen to a range of on-board PA’s- some much 
better than others, so they know the mistakes 
to avoid when using a PA.  

 
 
 



2. identify the methods to communicate 
passenger announcements effectively in 
different situations  
 
3. describe passenger announcements that are 
used during a normal flight  
 
4. describe passenger announcements that are 
required for emergency situations.  
 
 
 
 
 
 
 
 
 
 
 

 
 
Emergency Procedures in Level 4 of 
Learn2BeCabinCrew. This session includes a 
range of voice recordings of announcements 
made during both planned and unplanned 
emergencies. 
 

Unit 206 Making passenger 
announcements on board aircraft  
 
Outcome 2 Be able to make 
passenger announcements  
 
Assessment Criteria The learner can:  
 
1. carry out passenger announcements that are 
used during a normal flight  
 
2. carry out passenger announcements that are 
used for emergency situations. 
 
 

 
This is a practical session that will be assessed 
in college. 

 

 

 




