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The purpose of this report is to identify the key skills that are needed for aviation industry. This report will demonstrate a range of relevant job advertisements to understand the importance of the key skills that are needed to become an air hostess. The report also highlights that an air hostess is a very customer orientated job, as an air hostess has the responsibility to be confident communicate to the customers, no matter what the situation is. This is because they are the face of the airline, and are the first people that customers speak to during the arrival to the plane.  
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Introduction 

The aviation industry is one of the largest sectors within travel and tourism, as according to Global Reach Partners (2017), it is stated that the aviation industry has an annual income of £60 billion, as well as contributing £52 billion to UK gross and domestic product (GDP). In addition, the sector offers to 3,500 apprenticeships and 961,000 jobs. This is representing that the aviation industry is an important factor to tourism, as the industry plays an important role to support the sector, which allows tourism to be the largest industry. 
One of the recognisable job role within the industry is an air hostess/flight attendant, it is one of the most important roles, as Kapoor, R Paul, J. Halder, B (2011) states that ‘The air hostesses or flight attendants are a very important element in the flying process.’ This is demonstrating that an air hostess is the face of the airline, meaning that they have the responsibility to take care and look after the passengers, as well as excel in customer service. In addition, the job role is known for long demanding hours, and must be able to swim at least 25 metres. Air hostesses are to help passengers to evacuate the plane in the event of an emergency, help passengers find their seats and with their hand luggage, provide the pre-flight health and safety briefing, complete reports once the duration of the flight has finished, and do any other task that may be necessary during the flight, including first aid.

[bookmark: _Hlk512289203]Main Body

To become an air hostess, there are a variety of key skills that are required for an individual to be successful for the job. Firstly, team work is vital key skill that is needed, and this is what British Airways looks for when they are recruiting for individuals who are aspiring air hostesses, British Airways Careers (2018) states that they are looking for ‘a real team player’. This is demonstrating that individuals need to be able to work as a team, as they would be working with other cabin crew members to ensure that flight journey goes smoothly, so that passengers are comfortable and relaxed from start to finish. Air hostesses also need to work as a team to make guests aware of safety procedures, as well as work together to deliver guest service skills to a high standard. 
Another key skill that is compulsory to become an air hostess is excellent customer service, as the main responsibility for an air hostess is look after and take care of the passengers on board, interact with them whilst serving products, food and beverages. This is very important for air hostesses to deliver excellent customer service, as Andrews, S (2007) states that ‘Frontline employees see themselves as the product or service experience’. This represents that air hostesses are the face of the airline, meaning that they are representing the organisation and must deliver a memorable experience. TUI Group (2018) states that ‘A flight is always the first and last impression of any holiday’ which shows the importance of why air hostesses must deliver excellent customer service and giving customers an unforgettable experience. If an air hostess delivered a poor customer service, which would make customers feel negative, it could result in customers holidays being ruined. This is one of the key skills that Ryanair Careers (2018) is looking for when they are recruiting for candidates, as it is needed for the job role (see appendix B).
Furthermore, communication skills are one of the key skills that is essential to be a successful candidate, as Orxyjet (2018) has listed in their role requirements that 'Fluent in English both spoken and written’ (see appendix A). This establishes that a candidate must be able to have great communication skills, meaning that they must be confident and comfortable speaking to the public, as this job role is very customer orientated. Robinson, P. Fallon, P. Cameron, H. Crofts C J (2016) explains that having communications skills is crucial, as air hostesses have the responsibility to build a rapport with their customers, as well as must be able to adapt their style communication. This is depending on the customer and also the situation. This represents that air hostesses need to communicate clearly and effective to their customers in every situation. For an example, if a customer has a question about a product for sale, then an air hostess has the responsibility to communicate with the customer with all information, with good knowledge behind it. 
In addition, having the ability to stay calm under pressure is another key skill and is listed on the role requirements National Career Service (2018). This is crucial skill to have, as if there was an unexpected event to happen, such as turbulence, an air hostess has the responsibility to be calm under pressure, so that customers feel more relaxed, hence air hostesses are to look after and help customers and ensure their safety by going through procedures if an emergency event was to happen.
Conclusion

To conclude the report, there are a range of key skills required for the individual to become an air hostess, as each skill demonstrated the importance why the key skill is needed for the job role. From this report, it can also be concluded that an air hostess is a very customer orientated job role, meaning that an air hostess must have the confidence to be face of the airline, as they are representing the organisation. In addition, they must also have the confidence to communicate with different types of guests, this is because they are constantly interacting with their guests to ensure that they are comfortable. They must look after and take care of the guests, be always wanting to help at all times, so they are delivering excellent customer service to a high-quality standard. 
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Appendix A: Aviation Job Search. (2018) ‘VIP Cabin Crew’
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Appendix B: Ryanair Careers. (2018) ‘Cabin Crew Opportunities’

Appendix C: Cover Letter
Dee Lee Jones
67 Victoria Road
Port Talbot 
SA12 6QQ
07730350906


Dear Sir/Madam,
I am very interested in the air hostess job role that has been advertised online on your website, and would be able to start immediately if I was to be accepted. 
The reasons for why I would be suitable for this job role is because I am an enthusiastic, ambitious, highly motivated, punctual and hard-working individual, who is well presented and highly approachable. I can work well under pressure with a positive attitude, including able to work with a team environment and independently. I am also able to use initiative and can problem solve. I can adapt to different situations and am able to work with large groups as well as working independent. Furthermore, I am very passionate about delivering excellent guest service for guests, which is vital responsibility that an air hostess, to have the motivation to help and look after guests. In addition, I am also very passionate about travelling and having new experiences. 
This job role appeals to me because since I went on my first holiday, I have been curious ever since then to travel and have new experiences, and believe that I have great qualities when it comes to delivering excellent guest service, as most of the jobs I have had experience involves around customer service. This job also appeals to me because I believe that every shift would be different, as I would be going to different places most of the week, and this would excite me and keep me enthusiastic within the job role. It also appeals to me that I would have the opportunity of meeting new people within flights, as well as work with different staff members. As an air hostess, I believe that it is a flexible job in the future, which means that I could pursue other life goals such as having a family, and travelling with friends and family.  
I have a variety of relevant skills and experience that fit the position you described which includes:
· Organisational skills
· Communication skills
· Team Player
· Committed
· Punctual
· My experience working in McDonalds, Great Western Aberavon Beach Hotel, The Welcome has allowed me to deliver great customer experience, as these jobs are based on customer services, so I have had experience in dealing with different types of customers and looking after them to a high standard. I demonstrate great customer service skills by using positive body language, eye contact, as well as being enthusiastic and helpful to all customers.  
To conclude this letter, I am very interested in this job role and would love to hear back and have an interview to discuss any questions or queries that you have. Thank you for taking time to read this letter, and I look forward to receiving a response.

Yours Faithfully, 

Dee Lee Jones




Appendix D: CV
Dee Lee Jones
Address: 67 Victoria Road 
[bookmark: _GoBack]Port Talbot
SA12 6QQ
          Telephone: 01639 698987     Mobile: 07730350906

Email: dee_lee_1@hotmail.co.uk
Personal profile
I am currently studying International Travel and Tourism Management at University Wales Trinity St David in Swansea, as my main passionate is to travel and have new experiences, as well as have the motivation to help and look after customers.  I am an enthusiastic, ambitious, highly motivated, punctual and hard-working person who works well under pressure with a positive attitude. I am also able to work in a team environment and independently. I am also able to use initiative and can problem solve. I can adapt to different situations and am able to work with large groups as well as working independent. Furthermore, I am well presented and highly approachable.
Key skills 
	· Decision making
· Communication Skills 
· Guest Service                                                           
· Money Handling 
· Problem Solving
· Leadership
· Team player
· Independent
· IT Skills
· Numeracy Skills
· Very confident
· Very motivated 


 
Work Experience
· Job Title: Waitress
Aberavon Beach Hotel Best Western 
Port Talbot
November 2014 to December 2015
Responsibilities
The responsibilities that I undertook within this job role were to correctly take guests’ orders, serve orders from starters, main course and dessert, I set up the tables for breakfast, lunch and dinner, I cleaned and polished the cutlery to a high standard, and I also made sure that the guests were satisfied, as well as giving them a great customer service. The skills I demonstrated within this job role is communication, teamwork, and problem solving.
The impact that I had on this job is that I helped all staff members, as I believe teamwork is important whilst working in a restaurant and functions, and this results in service running smoothly. When the restaurant was quiet I ensured that I completed other tasks and this had a positive effect on the team.

· Job Title: Cleaner
Nicola Davies Cleaning Company 
Port Talbot
April 2014 to November 2014
Responsibilities
The responsibilities I had within the job role was to visit the guest’s homes, and clean each room to whatever the guest required. By cleaning, I hoovered, dusted, scrubbed, polished and swept to a professional and high standard, so that the customer was satisfied. The skills that I demonstrated was teamwork and problem solving.
The impact I made within this job role is that I always did more than I needed, as I wanted to make sure that everything was clean and looked to a high standard, with also giving customers a good customer service.

· Job Title: Customer Service Advisor
1st Line Protect Limited
Alexandra House, Swansea
February 2015 to March 2015
Responsibilities
The responsibilities I had to undertake within this job role were to take phone calls from customers and encourage them that the company could offer them a way to secure a cheaper monthly repayment for their life insurance.  I took customers information by typing the information into a document that was passed on to supervisors for the next phone call to the customer. The skills I demonstrated within this job role were IT skills, communication, telephone skills and customer service.

· Job Title: Kitchen Assistant
The Lord Caradoc – Wetherspoon
Port Talbot
November 2015- September 2016
Responsibilities
The responsibilities I had to undertake within this job role were to cook food products that customers ordered, and ensure that the food was cooked and presented to a high standard. I was also responsible to work with my team members to ensure that everything would run smoothly and effectively. Whilst there were no orders on the screen, I had the responsibility to undertake cleaning tasks so that the kitchen was clean to a high standard. Cleaning tasks included washing dishes and cutlery, sweeping and mopping the floor, wipe surfaces down, as well as cleaning the equipment. In addition, I also had other responsibilities within this job role such as wrapping cutlery together neatly, prepared food items, and also had to ensure that food products were in date at all times. 

· Job Title: Crew Trainer 
McDonalds, Port Talbot
April 2015 – Present
     Responsibilities
The responsibilities I have within this job role is to take guests orders through headsets and the   till; this is a very busy environment that requires me to work under pressure. I also get orders together for guests ensuring that I deliver a great customer service for all customers, by smiling and demonstrating positive body language. I am trained in all kitchen areas, so I have responsibilities to make sure that all food is cooked and fresh for all guests. When the store is quiet, I also have to stock up and do a variety of cleaning tasks for the store to be presentable and ready for the next busy hours. With being a Crew Trainer, I do have the responsibility to be a role model, expert and teacher to crew members, and have the responsibility to an area lead every station that I am on. The skills that I demonstrated within this job role are money handling, guest service, communication skills, leadership, delegating, teamwork and problem solving.
The impact I make within my job role is that I work with all staff members as a team, so this results in the shift running smoothly, and I am also a happy and enthusiastic member of the team, so this results a great atmosphere in a working environment.

· Job Title: Bartender
The Welcome, Port Talbot
September 2016- December 2016
Responsibilities
The responsibilities that the individual had within this job role was ensure that customers were served and able to pour and make drinks that they asked for. While there were no customers to serve, the individual was also expected to do cleaning tasks so that the bar and glasses were to a high standard. During this job, most of the shifts were a high volume of customers, resulting that the individual worked under pressure independently, as well as a team. The skills that the individual demonstrated within this job role were money handling, guest service, communication skills, teamwork and problem solving.

I have also worked as a bartender for the MTV Singleton event that took place in Swansea, and my responsibility was to ensure that customers were served their required drinks, this was a fast paced environment, so this represents that I was able to work under pressure independently, and also as a team. 
	

Education
	

· NPTC Group – September 2015 – June 2017
     -    BTEC Extended Diploma Travel & Tourism Level 3- Distinction*Distinction*Distinction 
     -    Advanced Welsh Baccalaureate – B


· Gower College Swansea  - Gorseinon – September 2014-June 2015
· BTEC Diploma Performing Arts Level 3- Double Grade Pass Pass

· Sandfields Comprehensive School- Port Talbot - 2009-2014

The GCSE results I come out with:
- English Literature- A 
- English Language- C
- Maths- D  
- Drama- A 
- Religious Studies- B 
- Art- B
- Religious Education Short Course- B 
-Welsh- D
- Expressive Arts- A* 
- Science- C 
- Welsh Baccalaureate - Passed with 3 GCSE's 
- Hairdressing Level 2- Passed 
- PE BTEC- Passed


Additional Information



One of the proudest achievements is that I was part of the Britain’s Got Talent Final 2014 with my dance team called ‘Nu Sxool’. This was an amazing experience to be part of with my team, as we put in a lot of hours of into rehearsals, and this demonstrated that I can work with a team successfully, as well as being fully committed, as I attended every rehearsal session. With being in the finals, this lead to amazing opportunities such as travelling to places like Venice, Celtic Manor, Thorpe Park to perform and entertain crowds in different functions. 

References 
· Tina Williams (Course Coordinator)
NPTC Group, Dwr y Felin Road, Neath SA10 7RF
07814895988
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VIP CABIN CREW - UK

Onxyjet is currently accepting applications for experienced Cabin Crew and Senior Cabin Crew Members with the highest
standards to operate on their B737 Business / VIP aircraft. This is a permanent position and you will be required to be
located commutable distance from the operating base or willing to relocate.

Your recently

. i We will be holding an assessment day at our London Luton Airport offices where you will be given the opportunity to ask
viewed jobs questions during the course of the day.
Role Requirement
= In possession of an EASA Attestation of Initial Training to be presented at the assessment day
Swedish « Valid EU passport with at least 12 months validity with no travel restrictions
Speaking Cabin « Weight in proportion to height and a high standard of personal presentation with no visible tattoos
Crew
Europe (oK) « Fitand able to pass a medical assessment

+ Fluent in English both spoken and written (additional languages are desirable)
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Cabin Crew Opportunities - Manchester Back .-

Recruitment Day 16th of May 2018

L n nent
United Kingdom Cabin Crew

MDCCMAN

Description
Cabin Crew Opportunities with Ryanair - Europe’s Favourite Airline!

Ryanair is Europe’s Number 1 airline, carrying over 130m customers p.a. on more than 2,000 daily flights from 87
bases, connecting over 200 destinations in 34 countries on a fleet of 430 Boeing 737 aircraft, with a further 240
Boeing 737's on order, which will enable Ryanair to lower fares and grow traffic to 200m customers p.a. by FY24
Ryanair has a team of more than 13,000 highly skilled aviation professionals delivering Europe's No.1 on-time
performance, and an industry leading 32-year safety record. In 2017, Ryanair became the first European airline to
have carried over 1 billion customers,

Full training is provided by Ryanair and prior experience is not necessary! We currently have over 9000 Cabin
Crew who are responsible for maintaining the highest industry safety standards whilst providing a best in class
customer service experience to our 130 million passengers. If you enjoy travelling, meeting new people and have
excellent customer service skills then we would be delighted to hear from you!

We would be delighted to meet people who are considering an exciting career move.





