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	Course Unit Title/Ders Adı
	Passenger Safety and Satisfactions 

	Course Unit Code/Ders Kodu
	CACS205

	Type of Course Unit/Ders statüsü
	Compulsory, Civil Aviation and Cabin Services Students 

	Level of Course Unit/Ders seviyesi
	2nd Year 

	National Credits/Ulusal kredi
	2

	Number of ECTS Credits Allocated/AKTS değeri
	3 ECTS

	Theoretical (hour/week)/Haftalık teorik ders saati
	2

	Practice (hour/week)/Uygulama durumu
	-

	Laboratory (hour/week)/Laboratuvar durumu
	-

	Year of Study/ Dersin yılı
	2

	Semester when the course unit is delivered/Ders dönemi
	3 

	Course Coordinator/Ders koordinatörü
	

	Name of Lecturer (s)/Ders sorumlu öğretim elemanı
	

	Name of Assistant (s)/Asistan adı
	

	Mode of Delivery/Dersin işlenişi
	Face to Face 

	Language of Instruction/Dersin dili
	English

	Prerequisites and co-requisites/Dersin ön koşulu
	-

	Recommended Optional Program Components/Önerilen opsiyonel program unsurları
	Basic background of Aviation English

	Objectives of the Course/Dersin amacı

	· Teaching the basic procedures for passenger safety
· Teaching the basic skills for passenger satisfactions

	Course Description/ Dersin Tanımı

	This course provides an overview about the passenger safety and satisfaction together with main developments and challenges that the major group of activities in aviation faces. The skills and responsibilities expected by the world’s leading airlines are introduced in this course as well. Special emphasis is given to customer service and procedures for handling unusual situations during flight.

	Learning Outcomes/Öğrenme çıktıları
	

	By the end of this course, students will be able to, /Bu ders tamamlandığında öğrenciler;
	Evaluation/ Değerlendirme

	1
	Understand basic passenger safety procedures in aviation operations
	1, 3

	2
	Apply standard procedures to ensure passenger safety during flight
	3, 5

	3
	Identify main factors affecting passenger satisfaction in aviation services
	1, 3

	4
	Demonstrate awareness of airline service standards and expectations
	1, 3

	5
	Apply customer service principles in aviation environments
	3, 4

	6
	Handle unusual or irregular passenger situations effectively
	3, 4

	7
	Understand the roles and responsibilities of cabin crew in safety and service
	1, 3

	8
	Communicate effectively with passengers in safety-related situations
	3, 4

	9
	Maintain passenger comfort and satisfaction during flight operations
	3, 4

	10
	Demonstrate professional awareness of aviation service challenges and requirements
	1, 3

	Assessment Methods: 1. Exam, 2. Assignment 3. Project/Report, 4. Presentation, 5 Lab-Work
Değerlendirme Metodu: 1. Sınav, 2. Ödev, 3. Proje, 4. Sunum, 5. Laboratuvar

	Course’s Contribution to Program/Dersin Programa Katkıları

	
	CL/KS

	1
	Apply the basic principles of cabin services operations
	4

	2
	Manage passenger service processes in a professional manner
	4

	3
	Apply pre-flight, in-flight, and post-flight cabin procedures
	4

	4
	Effectively apply aviation safety and security regulations
	4

	5
	Ensure passenger safety and satisfaction during flight operations
	5

	6
	Use professional communication techniques effectively with passengers and crew
	4

	7
	Work effectively as part of a team and take responsibility
	3

	8
	Apply crisis and stress management skills in cabin environments
	3

	9
	Analyze passenger behavior and provide appropriate service approaches
	4

	10
	Provide services in compliance with aviation quality standards
	4

	CL (Contribution Level): 1.Very Low, 2.Low, 3.Moderate, 4.High, 5.Very High
Katkı seviyesi(KS): 1. Çok düşük, 2. Düşük, 3. Orta, 4. Yüksek, 5. Çok yüksek

	 Course Contents/Ders İçeriği

	Week/Hafta
	
	Exams/ Sınavlar

	1
	Introduction to Passenger Safety and Satisfaction
	

	2
	Regulations and standards of ICAO, IATA, EASA, FAA and national authority guidelines
	

	3
	Cabin safety procedures (safety briefings, emergency equipment)
	

	4
	Human Factors and Passenger behaviour, psychological responses
	

	5
	AI in cabin surveillance and behaviour detection
	

	6
	In flight medical emergencies and first aid, crew responsibilities and passenger care
	

	7
	AI for inflight health monitoring and health assistance
	

	8
	Midterm Exam
	Midterm

	9
	Customer experience management
	

	10
	AI in personalised passenger services
	

	11
	Service failures and complaint handling
	

	12
	Smart cabin and AI enhanced cabin design
	

	13
	Loyalty programs and passenger retention
	

	14
	Future trends in passenger safety
	

	15
	Final Exam
	Final

	Recommended Sources/Önerilen kaynaklar

	Textbook: 
Wensveen, J. G. (2018). Air transportation: A management perspective (9th ed.). Routledge.

Supplementary Material(s): 
International Civil Aviation Organization. (2022). Annex 6: Operation of aircraft (Part I—International commercial air transport—Aeroplanes). ICAO.
International Civil Aviation Organization. (2018). Cabin crew safety training manual (Doc 10002). ICAO.
International Civil Aviation Organization. (2018). Human factors training manual (Doc 9683). ICAO.
International Air Transport Association. (2023). Cabin operations safety and customer experience standards. IATA.
European Union Aviation Safety Agency. (2023). Air operations (Part-OPS) requirements. EASA.
Federal Aviation Administration. (2023). Flight attendant certificate handbook. U.S. Department of Transportation.
World Health Organization. (2016). Basic emergency care: Approach to the acutely ill and injured. WHO.
Petrick, J. F. (2015). Service quality, passenger satisfaction and loyalty in aviation. Journal of Air Transport Management, 42, 50–58. https://doi.org/10.1016/j.jairtraman.2014.09.003
Huang, L., & Rust, R. T. (2021). Artificial intelligence in service: A review and future directions. Journal of Service Research, 24(1), 3–21. https://doi.org/10.1177/1094670520902260
Skybrary Aviation Safety. (2023). Cabin safety, passenger behaviour and human factors in aviation. EUROCONTROL.


	Assessment/Değerlendirme

	Attendance/Derse devam
	 5%
	

	Homework/Ödevler
	0%
	
	
	
	

	Project-Seminar
	0%
	
	
	
	

	Midterm Exam/Vize sınavı
	45%
	Written
	
	
	

	Quizzes
	0%
	
	
	
	

	Final Exam/Final sınavı
	50%
	Written
	
	
	

	Total
	100%
	
	
	
	

	
ECTS Allocated Based on the Student Workload

	Activities
	Number
	Duration (hour)
	Total Workload (hour)

	Hours per week (Theoretical)
	15
	2
	30

	Presenting of observations and tutorials as report
	5
	3
	15

	Preparation of the homework
	5
	3
	15

	Quizzes
	1
	11
	11

	Supervision
	1
	14
	14

	Final Exam
	1
	11
	11

	Total Workload
	96

	Total Workload/30 (h)
	3.2

	ECTS Credit of the Course
	3




