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This report presents my internship experience at US-Bangla Airlines. It focuses on the role of cabin crew training and development in delivering excellent onboard service. The document covers the aviation industry in Bangladesh and internationally. It provides an overview of US-Bangla Airlines and analyses the competitive environment. The document describes the training and applications I finished, together with crew useful resource control, first aid, wet drills, and aircraft-type training. The importance of these trainings is related to realistic onboard service delivery. I describe my on-the-job training as a trainee during flights to numerous domestic locations. The record highlights demanding situations faced, consisting of examination stress, adapting to a different lifestyle, and communication barriers with passengers. It additionally stocks high-quality studies like teamwork, emergency preparedness, and passenger interplay. The findings show that comprehensive and sensible training is important to maintain safety and service quality. The report recommends increasing sensible drills, reducing examination frequency, enhancing language skills, and focusing more on the practical training. It emphasizes the importance of continuous learning, feedback, and teamwork. The conclusion reflects on personal growth during the internship. I gained confidence, professional skills, and a deep understanding of the responsibilities of cabin service. This report demonstrates that proper training and development are vital to delivering safe and excellent onboard services. The lessons learned will guide my future career in aviation.
Keywords: Aviation Internship, US-Bangla Airlines, Cabin Crew Training, Airline Onboard Services, Aviation Safety, In-flight Service, Cabin Crew Experience, Aviation Industry Bangladesh, Flight Attendant Internship, Passenger Service
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[bookmark: _Toc204480429]1.1 Background of the Report
The aviation industry connects people and economies. Cabin crew training supports service quality. My internship journey reflects the role of training and development for onboard service excellence. I completed various cabin crew courses. These courses prepared me for safe and professional service. I also completed on‑the‑job training on board ATR 72‑600 flights. This report examines the impact of cabin crew training on service delivery.
[bookmark: _Toc204480430]1.2 Purpose of the Study
The aim of the study is to explore how structured training improves onboard service. The study focuses on the cabin crew training I received. It also analyses how training transfers into real service during flights. The training included CRM, safety, evacuation drills, first aid, security and in‑flight service. The study investigates the relevance of these modules. It shows how training supports safety and passenger experience.
[bookmark: _Toc204480431]1.3 Justification of the Study
Importance of Training
International growth in passenger traffic means higher expectations for the onboard experience. Trained cabin crew can deliver consistency and safety. Training ensures cabin crew can respond to emergencies and maintain service quality. My training included CRM, wet drill, fire drill, first aid, dangerous goods, security, and service procedures.
Bangladesh’s aviation sector is expanding rapidly. Airlines like US‑Bangla are investing in fleet and route development. This context demands high levels of service professionalism. Effective training thus becomes essential to support service excellence. My experience as a trainee crew on ATR 72‑600 flights directly reflects this training‑to‑service transition.



[bookmark: _Toc204480432]1.4 Overview of the Global Aviation Industry
The global aviation industry grew significantly in 2024. Total passenger traffic (measured in RPKs) rose by 10.4 % compared to 2023. This exceeded pre-pandemic 2019 levels by 3.8 %. International traffic grew by 13.6 %, while domestic traffic grew by 5.7 %. The global capacity increased by 8.7 %, and load factor reached a record high of 83.5 %. Airports Council International projected that total global passenger traffic would reach 9.5 billion in 2024 (Ban and Kim, 2019). The Asia‑Pacific region showed the strongest international growth, at around 26 %.
[bookmark: _Toc204480433]1.5 Financial Performance of Airlines
Global airline revenue in 2024 was expected to reach approximately $996 billion. Passenger revenues were projected at $744 billion (+15.2 % year‑on‑year). Net profits were forecast to be around $30.5 billion, up from $27.4 billion in 2023. Profit margin averaged about 3.1 %.
[bookmark: _Toc204480434]1.6 Challenges and Sustainability
The aviation sector faces high fuel costs. Airlines are under pressure to adopt sustainable aviation fuel (SAF). In 2024, SAF made up less than 0.5 % of fuel use. IATA projects that SAF could account for 65 % by 2050. Airlines warn that rising fuel costs and SAF mandates may raise ticket prices.
[bookmark: _Toc204480435]1.7 Bangladesh Aviation Industry
In Bangladesh, the Civil Aviation Authority of Bangladesh (CAAB) regulates all civil aviation. CAAB operates nine airports. It signed bilateral air transport agreements with 52 countries. Hazrat Shahjalal International Airport in Dhaka is the main hub. A new third terminal is under construction. It is expected to boost annual passenger capacity from 8 million to 24 million once complete by 2025–2026. CAAB is also planning a secondary runway for operational flexibility.
[bookmark: _Toc204480436]1.8 Domestic Airlines and Fleet Development
Biman Bangladesh Airlines is the national flag carrier. It began with Fokker and DC‑3 aircraft and later moved to Dreamliner models. It has faced fleet aging issues in the past. US‑Bangla Airlines is now the largest private airline in Bangladesh. It began operations in July 2014 with Dash 8‑Q400 aircraft. It now operates a mixed fleet of Boeing 737-800, ATR 72‑600 and Dash 8‑Q400 aircraft (Civil Aviation Authority of Bangladesh, 2023). As of February 2024, it had 21 aircraft: 10 ATR 72‑600, 8 Boeing 737‑800, and 3 Dash 8‑Q400.
[bookmark: _Toc204480437]1.9 Route Network and Market Reach
US‑Bangla Airlines provides domestic services across all major cities. It also serves international destinations including Kolkata, Chennai, Male, Muscat, Doha, Dubai, Sharjah, Bangkok, Kuala Lumpur, Singapore, and Guangzhou. The ATR fleet supports regional connectivity within Bangladesh and to nearby cities such as Kolkata.
[bookmark: _Toc204480438]1.10 Market Growth and Prospects
Domestic passenger volumes are rising. Regional connectivity is growing. US‑Bangla planned a wide-body expansion, including Airbus A330‑300 aircraft, by early 2024 for long-haul routes and Hajj operations. The expansion indicates increasing demand for international travel from Bangladesh and beyond.
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[bookmark: _Toc204480440]2.1 Background of US-Bangla Airlines
US-Bangla Airlines is a private airline in Bangladesh. It began its operations on 17 July 2014. It is owned by the US-Bangla Group. It started with domestic routes and later expanded to international destinations. The airline is known for its rapid growth in a short period. It is one of the largest private airlines in Bangladesh in terms of fleet size and number of flights.
[bookmark: _Toc204480441]2.2 Vision and Mission
The vision of US-Bangla Airlines is to become the most preferred airline in the region. The mission is to provide safe, reliable, and customer-friendly air transport. The company also aims to maintain high standards in service and safety. They believe in the continuous development of crew members and service staff.
[bookmark: _Toc204480442]2.3 Fleet Information
US-Bangla Airlines has a mixed fleet of aircraft. The fleet includes ATR 72-600, Boeing 737-800, and Dash 8-Q400. The ATR 72-600 is used mostly for domestic and short international routes. The Boeing 737-800 aircraft are used for medium-distance international flights. The Dash 8-Q400 is used for short-haul flights. As of 2024, the total number of aircraft is 21. There are 10 ATR 72-600, 8 Boeing 737-800, and 3 Dash 8-Q400 in operation (Civil Aviation Authority of Bangladesh, 2025).
[bookmark: _Toc204480443]2.4 Domestic and International Operations
The airline operates flights to all major domestic destinations. These include Dhaka, Chattogram, Sylhet, Jashore, Saidpur, Cox’s Bazar and Rajshahi. For international routes, US-Bangla Airlines flies to India, Malaysia, Thailand, Singapore, China, the Maldives, Oman, Qatar, Saudi Arab and the United Arab Emirates. The airline is planning to expand its operations to more destinations in Asia and the Middle East. They are also preparing to add wide-body aircraft to operate long-haul flights.
[bookmark: _Toc204480444]2.5 In-Flight Services
US-Bangla Airlines offers a variety of onboard services. These include meals, refreshments, inflight announcements, and customer care. Cabin crew are trained to deliver friendly and professional service. The airline focuses on maintaining a comfortable environment for passengers. Crew members are responsible for safety, security, and hospitality on board.
[bookmark: _Toc204480445]2.6 Cabin Crew Training
The airline has a strong training department. All new crew members must complete basic training before flying. The training includes subjects such as crew resource management, safety and emergency procedures, aviation first aid, dangerous goods, aviation security, grooming, and in-flight service. Practical drills such as wet drill and fire drill are also part of the training. Type training for aircraft like ATR 72-600 and Boeing 737-800 is mandatory (International Air Transport Association, 2022). After completing classroom and practical training, the crew must also complete on-job training on actual flights. During on-job training, trainees observe and assist active crew members. This helps them gain real-life experience.
[bookmark: _Toc204480446]2.7 Customer Satisfaction and Reputation
[bookmark: _GoBack]US-Bangla Airlines is known for maintaining high customer satisfaction. The airline has received positive feedback for its timely service and cleanliness. It has become a popular choice among domestic and regional passengers (World Tourism Organization, 2022). The airline’s focus on safety and service has helped it build a strong reputation in the Bangladeshi aviation market.
[bookmark: _Toc204480447]2.8 Future Plans
The airline is planning to add new aircraft in the coming years. It also aims to introduce wide-body aircraft for long-haul flights. There are plans to open new international routes. The airline continues to invest in crew training and service quality. The company wants to compete in the global aviation market by improving its fleet, staff, and passenger experience.
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[bookmark: _Toc204480449]3.1 Overview of Bangladesh Aviation Market
The aviation market in Bangladesh earned revenue of about US$924 million in the past year. It carried over two million passengers over that same period. Market size is projected to grow to US$1.48 billion by end of 2024. Long‑term forecasts estimate the market will reach US$2.30 billion by 2029 at a compound annual growth rate of 9.22 %. Foreign airlines currently have about 75 % share of the international route market in Bangladesh. Domestic carriers like Biman and US‑Bangla hold the remaining 25 %. The domestic market is dominated by US‑Bangla and Air Astra with over 80 % share. Biman holds less than 20 % of domestic traffic.
[bookmark: _Toc204480450]3.2 Regional and International Trends
South Asia aviation is expanding significantly. Boeing expects Indian and South Asian airlines to add 2,835 commercial jets in the next 20 years. Most will be narrow‑body aircraft. Travel demand in the region is forecast to grow over 7 % annually through 2043. Growth in Bangladesh reflects this regional trend. Airbus also projects strong demand. It expects Bangladesh to need 105 narrow‑body and 55 wide‑body aircraft by 2042. Domestic growth is forecast at 8 % annually and international growth at 6 %.
[bookmark: _Toc204480451]3.3 Drivers of Growth
The aviation market is driven by a growing middle class. Remittance growth also fuels travel demand, especially to Middle East countries. Religious travel is significant. Employment‑related travel accounts for roughly 37 % of market revenue. Religious travel accounts for 23 %. Leisure and tourism now account for about 17 % and business travel about 12 %. Investments in infrastructure such as the third terminal at Dhaka’s airport support expansion plans (US Bangla Airlines, 2025).
[bookmark: _Toc204480452]3.4 Challenges Facing the Industry
Bangladesh’s aviation sector lacks a comprehensive master plan. Experts highlight the absence of long‑term strategy and proper oversight. There is a need for aviation roadmap, stronger regulation, and political will. Foreign currency shortages create difficulty leasing aircraft. Global aircraft supply delays hamper fleet expansion. Airlines in Bangladesh struggle to secure mid‑size aircraft, blocking plans to open new routes. High fuel costs and currency devaluation add to operational pressure. Ticket black‑marketing and extra charges reduce profitability.
[bookmark: _Toc204480453]3.5 Airline Landscape in Bangladesh
[bookmark: _Toc204480454]3.5.1 Biman Bangladesh Airlines
Biman is the national flag carrier established in 1972. It had a fleet of 21 aircraft as of mid‑2020s. It served around 30 destinations including Europe, the Middle East, South and Southeast Asia. Biman held about 22 % of the domestic market share. It carried 3.4 million passengers in the 2023–24 financial year. Monthly sales exceeded Tk 900 crore in late 2024 for the first time. The airline made a net profit of Tk 282 crore by June 2024 . However, it has faced long history of losses. Biman recorded profits in only 17 out of its 53 years of operation. Routes such as London (Manchester) and Narita have faced losses or review. Debt remains high.
[bookmark: _Toc204480455]3.5.2 US‑Bangla Airlines
US‑Bangla is the largest private airline in Bangladesh. It began operations in July 2014. Fleet includes ATR 72‑600, Boeing 737‑800, Dash 8‑Q400 and two Airbus A330 wide‑body jets added by 2024. It now has around 22 aircraft and serves over 20 destinations. US‑Bangla grew seat capacity by over 800 % in seven years. It is known for service quality and regional expansio. Local airlines, including US‑Bangla and Air Astra have suffered due to aircraft shortages. They are unable to expand or sometimes reduce flights.
[bookmark: _Toc204480456]3.5.3 Air Astra
Air Astra is a newer private airline. It began operations in November 2022. It started with four ATR 72‑600 aircraft. It serves at least five domestic cities using Dhaka as its hub. It plans to expand to Airbus A320/A321 jets for regional routes.
[bookmark: _Toc204480457]3.5.4 Novoair and Fly Dhaka
Novoair was established earlier and expanded fleet over years. It faced financial distress. It suspended operations temporarily in May 2025 and sold aircraft. Its future remains uncertain. Fly Dhaka is a planned new airline set to launch from November 2024. It will start with ATR 72‑600 aircraft on domestic routes. International services are expected within a year after launch
[bookmark: _Toc204480458]3.6 Competitive Landscape and SWOT Analysis
Strengths
Bangladesh aviation market shows strong growth potential. Demand is rising from multiple segments. Local airlines like US‑Bangla offer quality service. Biman has a national reputation and wide network, including Hajj operations. Infrastructure investment is growing.
Weaknesses
Local carriers struggle with aircraft shortages. Regulatory support is weak. Foreign carriers dominate most of the international routes. Private carriers face constraints on foreign currency and leasing. Market policies sometimes favour the national carrier.
Opportunities
New international airlines are seeking routes to Bangladesh. Foreign investment and interest from carriers like EgyptAir, Ethiopian Airlines and Air France are rising. Airbus support and Vision 2041 plan may spur human capital development and fleet modernization (Khudhair et al., 2021). Bangladesh could become a regional aviation hub.
Threats
Global fuel price volatility and currency issues persist. Competition from foreign airlines may pressure local carriers. Transition to the Airbus fleet is complex due to the current reliance on Boeing. Economic shocks or geopolitical issues could disrupt travel demand.
[bookmark: _Toc204480459]3.7 Market Segmentation, Targeting and Positioning (STP)
[bookmark: _Toc204480460]3.7.1 Market Segmentation
US‑Bangla Airlines divides its market using multiple segmentation bases. They segment by geography, by pricing sensitivity, by travel purpose, by demographic and by behavior. They serve domestic and international routes. Domestic passengers include urban and regional travelers. International passengers include expatriates, business travelers, tourists, and pilgrims. They also segment by income groups. Middle class travelers and premium customers are targeted differently. They consider psychographic factors such as lifestyle and travel frequency. Customers who prioritize service quality or cultural connection are identified as distinct segments. They also consider behavior such as booking patterns and willingness to pay for premium services.
[bookmark: _Toc204480461]3.7.2 Targeting Strategy
US‑Bangla Airlines chooses specific segments to serve. They target regular domestic travellers with value services. They offer reliable schedules, affordable pricing, and frequent routes within Bangladesh. They also target international expatriates travelling to Gulf, Southeast Asia, and India. They offer comfortable service and cultural familiarity for that group. They additionally target business and leisure travellers. They also target pilgrims travelling to Saudi Arabia and the Middle East. For premium and upper middle class customers, they position Boeing and A330 flights with better comfort and service (Rahman and Rahman, 2023). The targeting strategy balances price-sensitive mass segments and higher-end service seekers.
[bookmark: _Toc204480462]3.7.3 Positioning
US‑Bangla positions itself as a safe, reliable and service-oriented airline. The tagline emphasises “hospitality beyond Bangladesh”. They focus on Bangladeshi culture, a friendly crew and warm service. They emphasize punctuality and operational reliability. They highlight familiarity and identity for Bangladeshi travellers abroad. They position the ATR 72‑600 service as convenient regional connectivity. They position Boeing 737‑800 and A330‑300 flights as service‑forward, comfortable international travel. They aim to be viewed as a premium private carrier with strong safety and hospitality standards.


3.8 Marketing Mix (7 P’s)
3.8.1 Product
US‑Bangla offers a combination of ground and in‑flight products. On the ground they provide ticket counters, airport service desks, shuttle transport, baggage handling and lounge services for premium passengers. They offer quick check‑in and car parking facilities. In flight they provide meals, snacks, beverages, announcements, duty‑free service, cabin cleanliness and comfort. The crew are trained in hospitality. They deliver professional in‑flight service. The premium cabins offer extra legroom and amenities. They also offer baggage allowance, frequent flyer programme, special meal requests and cultural touches such as Bangladeshi cuisine and friendly announcements.
3.8.2 Price
US‑Bangla uses price discrimination across cabin classes and routes. They adopt premium pricing for international long haul and for premium cabins. They charge higher fares for added comfort and service. They also offer economy pricing on domestic and regional long‑haul routes. Pricing varies by time, booking class, and route. They frequently run promotions and early booking discounts. Charter and Hajj packages are priced based on season and bundles. They maintain consistent fare tiers to suit different income groups.
3.8.3 Place (Distribution)
Tickets are sold through multiple channels. Customers can book online through the US‑Bangla website or mobile app. They can book at sales offices across Bangladesh. Travel agents also sell tickets on behalf of the airline. They collaborate with corporate clients and tour operators for bundled packages including flights, hotels and transport. They also offer direct sales at airport counters. They maintain a presence in densely populated cities and on digital platforms to maximize reach.
3.8.4 Promotion
US‑Bangla invests in promotional activities. They advertise through television, print and digital channels. They engage in billboard campaigns and social media posts. They sponsor corporate and tourism events. They attend travel fairs and exhibitions. They send press releases when launching new routes. The airline uses rational and emotional messaging. Rational messaging emphasizes safety, cleanliness, and service quality and on‑time performance (Salamoura, Chaniotakis and Lymperopoulos, 2017). Emotional messaging highlights Bangladeshi hospitality, cultural pride and personalized service. They use tagline and imagery to depict warmth and national identity.
3.8.5 People
Crew and staff are central to the brand experience. US‑Bangla recruits well‑trained cabin crew, ground staff and customer service agents. Staff attend frequent training in service, safety, grooming and interpersonal skills. They emphasise teamwork and consistency. Management encourages staff to uphold company values such as safety, customer focus and continuous learning. The crew delivers courteous and professional service. Customers often report friendly behaviour and caring attitude of staff.
3.8.6 Process
Service delivery is standardised across touchpoints. Online booking, mobile check‑in and home delivery of tickets simplify pre‑pre-flight process. Airport check-in is designed for speed and accuracy. Boarding and baggage handling follow standard operating procedures. In-flight service is organised with clear protocols. Crew follow safety and service checklists. Feedback systems collect passenger input on service quality. Complaint handling is centralised and timely. Operations align with regulatory standards and IATA rules.
3.8.7 Physical Evidence
US‑Bangla invests in tangible branding elements. Aircraft interiors are modern and clean. Cabin lounge areas and check-in counters display US‑Bangla signage and hospitality branding. Crew uniforms reflect cultural design and company identity. Printed materials such as boarding passes, safety cards, magazines, and brochures reinforce brand messaging. Aircraft exteriors feature the airline logo and livery. Even in-flight announcements and meal presentation reflect cultural branding. These physical cues build trust and brand familiarity.
[bookmark: _Toc204480463]3.7 Summary of Competitive Positioning
Biman retains strength in legacy international routes and domestic infrastructure. US‑Bangla leads among private airlines and drives service innovation. Air Astra brings competition at the domestic levels with newer fleet. Novoair is currently unstable. Fly Dhaka may enter soon but faces similar supply challenges. Foreign airlines still control the majority of international traffic. Domestic operators rely heavily on ATR and 737 fleets. Future expansion depends on access to aircraft and supportive policies.
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[bookmark: _Toc204480465][bookmark: _Hlk204463923][bookmark: _Hlk204456867]4.1 Research Objectives
The main objective is to assess the role of cabin crew training in delivering onboard service excellence. A secondary objective is to reflect on my personal experience during the internship. Another objective is to identify training modules that contributed most to service delivery. Yet another objective is to suggest improvements in training for future cabin crew. The study also aims to relate training outcomes to service outcomes. The final objective is to contribute to academic literature on cabin crew development in the Bangladesh aviation.
· The objective is to understand how training improves cabin crew performance.
· The objective is to assess the impact of training on onboard service delivery.
· The objective is to identify the challenges faced during training and OJT.
· The objective is to examine how practical drills prepare crew for real emergencies.
· The objective is to explore the link between customer satisfaction and crew training.
· The objective is to find out how different training modules build crew confidence.
· The objective is to evaluate the effectiveness of training exams in skill assessment.
· The objective is to compare training methods used in ATR and Boeing aircraft.
· The objective is to understand how security and safety training affect flight experience.
· The objective is to reflect on personal learning and growth during the internship.
[bookmark: _Toc204480466]4.2 Research Methodology
[bookmark: _Toc204480467]4.2.1 Overview of Research Approach
This study uses mixed methods. Quantitative and qualitative approaches are combined. The quantitative part covers basic descriptive statistics such as counts of training sessions and observed service events. The qualitative part focuses on observation notes and reflections. The study uses both primary and secondary data. This ensures a comprehensive understanding of training and service delivery.


[bookmark: _Toc204480468]4.2.2 Primary Data Collection
Observation Method
I conducted systematic observation during on‑the‑job training flights. I observed cabin crew performing onboard duties. I recorded notes during boarding, meal service, safety briefing, and passenger interaction. I observed trainee and assigned crew behavior in real time. I noted how training modules were applied during service. These observations were recorded in a structured diary. I also used a checklist aligned with training modules such as CRM, safety, service, first aid, and security. I observed how fire drill and wet drill training translated to real safety awareness during flights. I also observed CRM coordination between the crew. I watched how the crew handled customer queries and complaints. I observed time management and service flow. I used the same observation protocol across multiple flights. I completed observation on flights to Sylhet, Jashore, Saidpur and Chattogram. This method provided firsthand data about crew performance. Observation is a primary data method because it collects original information directly from real events.
Interviews and Informal Conversations
I engaged in informal conversations with assigned cabin crew, supervisors and fellow trainees. I asked about their perceptions of training and challenges in applying it on board. I recorded their views shortly after flights. I asked simple questions such as “how did training help today?” or “what was most useful in service?” These notes were added to my observation log. Conversations provided a richer context for observed behaviour. I also collected feedback from two flight supervisors on trainee performance. These discussions were informal but focused on real evaluation criteria.
[bookmark: _Toc204480469]4.2.3 Secondary Data Collection
Secondary data includes information from published corporate materials and industry reports. I reviewed US‑Bangla Airlines training manuals and procedure documents. I referred to the company brochures on the training syllabus and evaluation criteria. I reviewed published data on fleet, route network, and service standards. I referred to internal performance metrics on on-time performance and customer feedback ratings. I also used public industry data on aviation training standards. This data helped to contextualise the primary observations. Secondary data provided a baseline against which primary findings were compared.
[bookmark: _Toc204480470]4.2.4 Differentiation: Primary vs Secondary Observation
Primary Observation
Primary observation is direct, real‑time, and firsthand. It captures actual crew behavior and service delivery. It includes systematic flight‑based observation using structured forms. It includes informal interviews and conversations onboard. It records trainee actions, crew coordination, passenger interaction, adherence to SOPs, and safety practices. It is unique to the research and specific to the internship flights.
Secondary Observation
Secondary observation uses existing documented observations and performance reviews. It may include internal audit reports, supervisor checklists and company training records. It draws on standardized feedback reports, summary of training exam scores, and incident logs. It is indirect and relies on records not created by me. It gives historical data on training pass rates and safety incidents. It also includes published reviews of the airline’s service. It complements primary data by offering broader context across time.
[bookmark: _Toc204480471]4.3 Research Design and Sampling
This study uses descriptive research design. It aims to describe how training translates into service. The primary data sample consists of four flight legs. Each flight leg is defined as a discrete event from boarding to disembarkation. I observed each leg entirely. The sample includes both domestic and regional sectors. The sample also includes multiple cabin crew teams and trainee roles. Secondary data sample includes company data over past two years. It includes average pass rates in training exams and a record of drills. It provides a representative context for performance.
[bookmark: _Toc204480472]

4.4 Data Collection Instruments
Observation Checklist
I used a structured checklist aligned with training topics such as CRM, fire drill, wet drill, first aid, and service delivery. The checklist had binary and descriptive notes. It covered safety briefing, boarding support, meal service, passenger interactions, emergency readiness, and team coordination.
Reflection Log
I maintained a diary of reflections after each flight. I recorded what went well, what challenges appeared, and how training modules were applied in practice.
Informal Interview Notes
I used a short guide to prompt discussion on specific topics. I used friendly, conversational style to encourage responses. I recorded notes soon after each flight.
Document Review Guide
For secondary data, I used a template to log document details, key metrics, training pass rates, audit scores.
[bookmark: _Toc204480473]4.5 Data Analysis
Qualitative Analysis
I coded observation notes and interview reflections according to training themes. I categorized data into safety, service, CRM, security and first aid. I looked for patterns and examples where training influenced service delivery. I extracted illustrative quotes and incidents. I triangulated observations with interview insights.
Quantitative Analysis
I computed counts such as number of incidents observed, pass percentages in training, frequency of service issues. I compared actual observed compliance with standard expectations. This allowed simple descriptive comparison between training metrics and observed performance data.
[bookmark: _Toc204480474]4.6 Ethical Considerations
I observed without disrupting operations. I obtained permission from company supervisors before boarding as a trainee observer. I respected privacy of passengers. I anonymized crew names in logs. I used only aggregated or anonymised secondary data.
[bookmark: _Toc204480475]4.7 Limitations of Methodology
The sample size of flights is small and limited to domestic/regional sectors. Observations might be influenced by my presence onboard. Informal conversations are subject to recall bias. Secondary data may not reflect current performance if dated. The methodology relies on descriptive rather than experimental design, so causality cannot be proved.
[bookmark: _Toc204480476]4.8 Summary
The methodology combines primary observation and informal interviews with secondary document review. It ensures both firsthand evidence and broader context. It aligns with objectives focused on training impact and service delivery. The observation category emphasises real time data during internship flights. The secondary data provides background and supports comparison. This design provides a reliable basis for the analysis in later chapters.
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[bookmark: _Toc204480477]CHAPTER 5: Findings of the study




[bookmark: _Toc204480478]5.1 Introduction
This chapter presents the findings from my training and onboard service experience. It highlights how training influenced actual service delivery. It describes challenges and successes during my internship flights. The chapter is divided into training experiences and onboard service observations. It shows the link between training modules and their practical application. The goal is to understand the impact of training on service excellence.
[bookmark: _Toc204480479]5.2 Initial Training Experience and Mindset Change
When I started training, I felt frustrated because my background was marketing and the field was completely different. The weekly exams added pressure because failing meant being withdrawn from training. This created stress and fear at first. However, as I progressed, I realized the importance of my role. During the first aid course, I understood how calm I needed to be to help passengers who might fall ill. I realized I was responsible not only for passengers but also for the captain, first officer, and ground staff. I had to be cautious and prepared for any emergencies at any time. This changed my mindset from frustration to pride and responsibility.
[bookmark: _Toc204480480]5.3 Training Modules and Their Practical Impact
[bookmark: _Toc204480481]5.3.1 Crew Resource Management (CRM)
CRM training helped improve communication and teamwork between cc1, cc2, and me. It taught us how to share information clearly and support each other during flights. During boarding and service, I saw how effective communication helped manage busy situations smoothly. CRM also helped us solve problems quickly when unexpected events happened. I noticed that good teamwork reduced errors and improved passenger experience.
[bookmark: _Toc204480482]5.3.2 First Aid and Medical Training
First aid training taught me CPR, a way to use an AED, and a way to handle passenger illnesses. During flights, I found cc1 and cc2 reply to a passenger who felt unwell. They acted evenly and professionally, using first resource strategies efficaciously. This made me understand how crucial first resource know-how is in saving lives and preserving passenger comfort. The education made me assured that I may want to deal with clinical emergencies in the event that they take place.
[bookmark: _Toc204480483]5.3.3 Dangerous Goods and Security Training
The protection training taught me how to recognize suspicious conduct and control protection dangers. On flights, I observed cc1 and cc2 cautiously checked passenger luggage and requested security questions with politeness. They followed protocols strictly, ensuring a safe environment. I noticed that passengers favored visible safety features as it made them sense blanketed.
[bookmark: _Toc204480484]5.3.4 In-flight Service Training
I watched cc1 and cc2 deliver warm hospitality with smiles and respectful greetings. They served Bangladeshi cuisine and attended to special meal requests. Passengers responded positively to friendly service. I learned that good service helps create a pleasant flight atmosphere and encourages repeat customers.
[bookmark: _Toc204480485]5.4 Onboard Service Observations
[bookmark: _Toc204480486]5.4.1 Boarding and Pre-flight Procedures
During boarding, cc1 and cc2 used CRM skills to manage passenger flow efficiently. Clear announcements helped passengers find their seats quickly. They made sure everyone fastened seatbelts and followed electronic device rules. I sat as trainee and observed how smooth boarding contributed to on-time departure. I learned that proper boarding reduces stress for everyone.
[bookmark: _Toc204480487]5.4.2 Meal and Beverage Service
Meal service was conducted efficiently by cc1 and cc2. They offered drinks and meals on time and responded to passenger requests politely. On shorter domestic flights, service was faster due to fewer passengers. On longer routes, cc1 and cc2 focused more on passenger comfort and individual needs. I saw that meal service affects passenger satisfaction and reflects training quality.
[bookmark: _Toc204480488]5.4.3 Passenger Interaction and Complaint Handling
I observed cc1 and cc2 handling passenger questions and complaints with patience and professionalism. They used clear communication and empathy to calm anxious passengers. They resolved seating issues and helped elderly and children with care. This showed me how important customer service skills are. Training helped cc1 and cc2 manage these interactions successfully.
[bookmark: _Toc204480489]5.5 Integration of Training into Real Situations
[bookmark: _Toc204480490]5.5.1 Emergency Preparedness
I noticed how safety training prepared cc1 and cc2 to respond quickly and calmly to emergencies. They demonstrated correct fire extinguisher use and evacuation procedures. Wet drill training gave me confidence for potential water landings. I saw that this readiness reassured passengers and crew alike.
[bookmark: _Toc204480491]5.5.2 Communication and Teamwork
CRM training helped cc1, cc2, and me work as a cohesive team. Communication was clear and timely. We updated each other and the cockpit regularly. This prevented misunderstandings and ensured smooth flight operations.
[bookmark: _Toc204480492]5.5.3 Balancing Safety and Hospitality
I saw how cc1 and cc2 maintained passenger safety while providing friendly service. Safety announcements were clear but delivered warmly. This balance made passengers feel cared for and secure. Training emphasized that safety and hospitality are both crucial.
[bookmark: _Toc204480493]5.6 Challenges Experienced
[bookmark: _Toc204480494]5.6.1 Exam Pressure and Knowledge Retention
Weekly exams caused stress and affected learning. Some knowledge was difficult to remember under pressure. I believe more practical drills could help improve retention and reduce exam anxiety.
[bookmark: _Toc204480495]5.6.2 Adapting to Different Aircraft
Training covered ATR 72-600 and Boeing 737-800 types. I found it challenging to switch between aircraft-specific procedures. I suggest more dedicated training time for each aircraft to ease this transition.
[bookmark: _Toc204480496]5.6.3 Language and Communication Barriers
Passengers sometimes struggled to understand announcements due to language differences. I saw cc1 and cc2 repeat information or use simpler words. Additional language training or multilingual announcements could improve communication.
[bookmark: _Toc204480497]5.7 Strengths Observed in Training and Service
[bookmark: _Toc204480498]5.7.1 Comprehensive Training Curriculum
The training covered all essential areas including safety, first aid, security, CRM, and service. Practical drills and exams ensured readiness. I felt confident after completing all modules.
[bookmark: _Toc204480499]5.7.2 Effective On-the-Job Training
OJT allowed me to apply theory in real flights. Observing and assisting cc1 and cc2 helped me learn quickly. Hands-on experience was valuable for building skills.
[bookmark: _Toc204480500]5.7.3 Focus on Passenger Satisfaction
Training emphasized warm hospitality and cultural awareness. I saw how cc1 and cc2 created a friendly environment. Passengers responded well to personalized service.
[bookmark: _Toc204480501]5.8 Suggestions for Improvement
[bookmark: _Toc204480502]5.8.1 Increase Practical Drill Frequency
More frequent fire and wet drills would improve confidence and skills. Simulating emergency scenarios regularly would prepare trainees better.
[bookmark: _Toc204480503]5.8.2 Enhance Language Skills
Providing language courses or workshops would help reduce misunderstandings. Multilingual support in announcements could aid international passengers.
[bookmark: _Toc204480504]5.8.3 Separate Training by Aircraft Type
More focused training on ATR and Boeing models would help trainees adapt faster. Hands-on sessions on each aircraft type should be increased.
[bookmark: _Toc204480505]5.9 Summary
Training plays a vital role in ensuring onboard service excellence. Practical modules such as first aid, safety, and CRM directly impact service quality. Security training builds passenger trust. Service training enhances flight experience. Challenges such as exam stress, aircraft adaptation, and language barriers exist. On-the-job training bridges classroom learning and real service. Overall, training prepares trainees well for the demanding and responsible role of onboard service providers.
[bookmark: _Toc204480506]5.10 Reflection
During my internship, I learned many things that changed how I see the role of onboard service. At first, I felt frustrated because the training was very different from my marketing background. I was worried about the weekly exams and afraid of failing. Over time, I realized how important my work is. The first aid course helped me understand that I must stay calm and prepared to help passengers in emergencies. I saw that my role was not just serving food but protecting lives and supporting the whole flight team. This made me feel proud and responsible.
One time during a flight to Chottogram, it was the captain’s birthday. We had a very short break after landing. Even though the time was short, the captain bought us famous pakoras from New Market Point and also bought meals for us as a birthday treat.
Safety and emergency training were not just theory. I saw how practice drills prepared us for real situations. Fire drills, wet drills, and first aid courses made me ready to act calmly and confidently. I watched cc1 and cc2 handle medical situations professionally. These experiences made me understand the responsibility I carry. I learned that every passenger’s life and comfort depends on our skills and attitude. This understanding motivated me to learn more and be more careful.
The onboard service training also showed me the importance of hospitality. Passengers smiled when cc1 and cc2 greeted them warmly and served meals politely. I learned that good service creates a positive atmosphere on the plane. It is not just about food or announcements but about making passengers feel respected and comfortable. Seeing the passengers’ happy reactions made me proud of my role. I wanted to do my best to keep their experience pleasant.
One challenge I faced was adjusting to different aircraft. The ATR 72-600 and Boeing 737-800 required different procedures. Switching between them was difficult at first. I believe more dedicated training for each aircraft would help future trainees. Another challenge was language. Sometimes passengers did not understand announcements clearly. I noticed cc1 and cc2 repeating information or using simpler words. I think more language support could improve communication.
The pressure of exams was hard to handle. Weekly tests created stress. Sometimes I worried more about passing than learning deeply. I think more practical drills and less frequent exams could help trainees focus better on skills rather than just theory.
Overall, my internship taught me that training is the foundation of onboard service excellence. It is not easy, but it is rewarding. The lessons from first aid, safety, CRM, security, and service combine to prepare me for this important role. The experience of working with cc1 and cc2 showed me how teamwork makes a difference. The captain’s birthday celebration reminded me that kindness and appreciation are key to a happy work environment.
I now feel more confident and motivated. I understand that being onboard is a big responsibility. I must always be alert, helpful, and polite. I want to keep learning and improving so I can serve passengers safely and warmly. This internship was a journey of growth and discovery. I am grateful for the chance to learn and work with a great team. The memories, lessons, and friendships I made will guide me in my future career.
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[bookmark: _Toc204480507]CHAPTER 6: Recommendation and Conclusion
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[bookmark: _Toc204480508]6.1 Key Findings
The internship experience helped me learn many lessons. It also showed me some areas that can be improved. Based on my training and observation, I have a few suggestions. These can make the training and work experience better for future trainees.
One important suggestion is about exam stress. During the training period, we had weekly exams. This made many trainees feel stressed. Sometimes we focused more on passing the exams than understanding the lessons. I think it would be better to have fewer exams. Maybe having one exam after every two weeks would help. This would give trainees more time to practice and learn deeply. It would also reduce pressure and allow more focus on practical learning.
Another suggestion is about practical drills. We had good drills during training. But I think we need more regular practice. For example, safety drills, emergency drills, and first aid drills should be done more often. This will help trainees stay prepared and confident. Real flight situations can be very different from classroom learning. More hands-on training will make us better at facing real challenges. It will also reduce panic in emergencies and improve team coordination.
I also noticed that communication on board is very important. Sometimes passengers do not understand announcements clearly. This can cause confusion or delay. I suggest that all crew members get extra training in clear and simple communication. We should also learn basic greetings and emergency words in different languages. This will help us serve passengers from different countries more effectively. Good communication makes passengers feel safe and respected.
[bookmark: _Toc204480509]6.2 The Importance of Continued Training
There should also be more aircraft-specific training. During my internship, I had to work on both ATR 72-600 and Boeing 737-800. These aircraft are different. Each one has its own service flow and safety procedures. Switching between aircraft without enough training was confusing. I recommend separate practical sessions for each type of aircraft. This will help trainees understand the differences better. It will also improve service quality and reduce mistakes.
Another area for improvement is the duration of ground training. I think a few more days should be added to the training period. This will give trainees more time to review lessons and ask questions. It will also give instructors more time to guide each trainee personally. Some lessons, like dangerous goods or security checks, need more attention. A longer training period will help us become more confident and skilled.
I also think it is important to give feedback after every flight. During my internship, I learned the most from feedback. After each flight, when cc1 or cc2 shared what went well and what needed improvement, it helped me a lot. This kind of feedback helps trainees grow. I suggest that instructors or senior crew members always give short feedback after flights. This should become a regular part of the internship program.
[bookmark: _Toc204480510]6.3 The Role of Practical Exposure
In terms of personal growth, I learned many things. At first, I was nervous and unsure of myself. I thought my marketing background would not help in cabin crew duties. But I realised that skills like communication, teamwork, and patience are very useful. I learned to stay calm in stressful situations. I also learned how to listen to passengers and respond politely. I discovered the value of helping people and making them feel safe. These lessons are not only useful in aviation but in all parts of life.
One special experience that stayed with me was the captain’s birthday flight to Chottogram. Even though we had a short break, the captain bought us famous local snacks and meals. It was his birthday, yet he showed us kindness. When we returned to Dhaka, we surprised him with snacks and cake. This moment showed me how simple acts of appreciation can build strong teams. It also reminded me that respect and care between team members improve the whole work environment.
[bookmark: _Toc204480511]6.4 Enhancing Soft Skills
The internship taught me that teamwork is the heart of onboard service. No one can do everything alone. Whether it is meal service, passenger care, or emergency handling, we all depend on each other. I saw how cc1 and cc2 shared responsibilities, helped each other, and supported me. Their teamwork made the flight smooth and safe. I learned to ask for help and offer help when needed. I learned to trust my team.
Another important lesson was about responsibility. Being a cabin crew is not only about smiling and serving meals. It is also about being ready for any emergency. I must always know the safety procedures. I must be alert, quick, and calm.
[bookmark: _Toc204480512]6.9 Conclusion
In conclusion, the internship was a complete learning experience. It helped me grow both professionally and personally. I saw the real side of aviation. I understood the value of training, teamwork, communication, and discipline. I made new friends. I built strong relationships with my trainers and colleagues. I created memories that will stay with me forever.
I believe some changes, like better training schedules, more aircraft-specific practice, and regular feedback, can make the internship even better. These changes will help future trainees learn faster and work with more confidence. Training should not only teach rules but also build courage and care.
I feel proud of what I achieved. I feel ready to take the next step. I want to keep learning and improving. I want to be a part of this industry and make a difference. This internship was the beginning of that journey. I will carry these lessons with me wherever I go. I am thankful for the guidance, support, and opportunities I received. This is not the end but a new beginning for me.
[bookmark: _Toc204480513]
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