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Opening Remarks




Captain Rob Calvert

Aim of Cabin Crew Training

Captain Rob Calvert welcomed everyone to the Forum and gave a brief overview of the rationale for cabin crew CRM training.  The presentation also included two excellent examples of how good CRM (by intervention of the cabin crew) could prevent an incident or accident.  This presentation is available on the website.  

Amendment 7 to JAR-OPS 1 Subpart O

Captain Pete Griffiths

Cabin Crew CRMI Qualification



Janice Fisher

Associated Documentation

Janice Fisher expanded the information provided in JAR-OPS 1 Subpart O and explained how the Authority interprets the requirements.  Captain Pete Griffiths detailed the necessary requirements for a cabin crew CRM instructor and also what would be necessary for a cabin crew CRMI to instruct flight crew.  He also discussed the latest documentation available.  This presentation is available on the website.

Criteria for Selection of Potential CRMI’s

Carey Edwards

Using the material contained in “The Short Guide” (part of Standards Document 29), Carey Edwards gave guidance as to what criteria an operator should consider when selecting instructors to become CRMI’s.  This presentation is available on the website.

Evolvement of CRM Training within British

Martin Evans

Airways

Martin Evans gave a briefing on how BA had introduced the various subjects of CRM into integrated training.  In the early days, pre 1999, there were a lot of initial CRM courses in the classroom and also using “mock-ups” with LOFT style scenarios.  These situations had a solution but were made challenging for the crews.  Through the next four years, the various subjects of CRM training were included until today the company regard integrated training as important.  This integrated aspect is mainly for the cabin crew for the different stages of a flight (e.g. boarding, in-flight, approach and disembarkation).  For the future, the company want to have more integration through joint training; that is joint flight and cabin crews using NOTECHS as the foundation of assessment for feedback.

No “powerpoint” presentation was used.

Joint CRM Training – Advantages,


Captain Jeff Bowie                                              disadvantages and difficulties



Captain Rob Parkin-Brown

Captain Jeff Bowie and Rob Parkin-Brown explained the structure of their joint training and gave examples of an exercise in communication, which had proved beneficial to both flight crew and cabin crew.  This presentation is available on the website. 

CRM for the Smaller Aircraft



Didier DeJean

Didier DeJean gave a presentation on how CRM is achieved with his own operator and the advantages of a smaller aircraft and consequently, a smaller crew.  This presentation is available on the website.

WORKSHOPS

These notes are a synopsis of what each group presenter offered to the Forum as that groups response to the questions posed and don’t necessarily reflect the CAA position on that subject.

1.
CRMI/E Guidance Material for RETREs – could this document be adapted for use in cabin crew CRM training.  (Document attached.)

Presenters – Roger Benison (First Choice) & Georg Guy (Twinjet)

The document was seen to be workable with very minor amendments.  Both presenters detailed how this could be achieved.  For example; it was noted that the reference to ‘accreditation ‘would need to be changed to ’approval’ and that references to training pilots would need to be changed to “trainers”.  It was mentioned by both presenters that a number of operators would prefer mandatory accreditation for cabin crew CRMI’s.

2.
If no formal assessment is required, how could an operator assess CRM –

(a) in the classroom;

(b) on line?

Presenters – Graham Cruse (Easyjet) & Bob Henderson (Air New Zealand)

CRM within the classroom should be structured and should have objectives set for what is to be achieved.  Part of these objectives for the individual would be that they;

· Understand that non-participation could be regarded as destructive and would be addressed by the tutor (the ultimate sanction could be removal of that person from the course with the subsequent consequences for repeat training).

· Understand the company use of the chosen “BEHAVIOURAL MARKER” system with regard to positive feedback to the group as well as the individual.

A further requirement for the CRMI in the classroom is their knowledge of the company assessment system (if applicable) and their ability to use it effectively when debriefing an individual or a group.  The assessors would require training in this system of assessment to ensure standardisation.

It was felt that CRM assessment on the line does happen but may not be formalised or structured in the same way as for flight crew.  Some operators carry out “line checks” on their cabin crew but currently no assessment is made.

There would be benefits to CRM assessment of cabin crew in that it could allow the individual to address or improve their behaviour and at the same time allow the company to identify areas for improvement in training.  It could give management a tool to address issues and trends in order to amend SOPs and introduce common standards.  It has the potential to reduce the number of incidents attributed to human factor causes.

Bob Henderson commented that Air New Zealand appear to be conducting CRM in a very similar way to the UK, with regard to CRM programmes and fleet refresher programmes.  In addition ANZ utilise LOSA as an information gathering tool..

3.
What criteria should be considered when assessing the suitability of a third party training organisation to conduct CRM training?

Presenters – Dewayne Young (Aurigny), Reuben Delamore (Air New Zealand) & Jane Neal Smith (London Metropolitan University)

An operator needs trust and confidence when utilising such organisations and needs to establish their qualifications and experience.   The training organisation should tailor the course to the operators’ requirements to reflect content, culture, SOPs, areas of operation and use incidents from within the operation to make them more relevant.  Recommendation may be one way of selecting a training organisation since the CAA does not endorse or approve such companies.  The training should be cost effective and within budgets.  The course should be compliant with JAR-OPS and should also be innovative, taking into account recent events and research.  Benchmarks must be set to ensure objectives are met.

4.
What steps should an operator take when poor CRM skills are demonstrated?

Presenters – Richard Coward (BMed) & Rob Parkin-Brown (Monarch)

There is no structure for cabin crew assessment therefore, definition of poor CRM can be difficult but use of NOTECH markers for assessment means that the required behaviours can then be identified.  Facts should be collected, both written and verbal or could be collected through the company confidential reporting system.

It is the responsibility of the CRM team to be approachable and to receive reports in a confidential manner.  The crewmember concerned should not be condemned on the basis of one report.  Rather it should be discussed with the line manager and remedial training considered but this will require the crewmember to acknowledge their own poor CRM skills.  Monitoring, evaluation and feedback are a necessary part of the process but it is also necessary to consider whether the crewmember was given the necessary initial training.

Recurrent CRM can and should focus on particular areas each year.

5.
How can an operator overcome the effect of the locked flight deck door?

Presenters - Mark Martell (Air Atlanta Europe) & Julian Harrison (Scot Airways)

The days of ease of access to/from the cockpit have now gone and it is necessary to think of the ‘worst case scenario’.  Emergency procedures should be well defined to ensure there is no confusion and company SOPs should be amended to facilitate all aspects of communication.  Use of CCTV has simplified many of the procedures but there can still be feelings of isolation from both crews.  New entrant flight crew and cabin crew appear to accept the new SOPs perhaps because they have no previous knowledge.

The use of interphone has increased and it is possible for passengers to listen in.  Therefore, priority calls and use of single words should be encouraged to aid understanding and communication.  There is benefit in flight and cabin crew meeting at the briefing and conducting joint briefs to ensure improved communication.  

CRM training should be integrated where possible and include LOFT exercises.  Furthermore, ground personnel should be included in this where practicable.  This situation will not change therefore it is everyone’s responsibility to work with it and accept it.
QUESTION AND ANSWER SESSIONS
Information from the Forum

A number of attendees asked where they could find further information as to the content of the Forum, including other attendee’s contact information etc.

· All available information will be posted on the website of the Royal Aeronautical Society at www.raes-hfg.com
Cabin Crew CRM Instructor Qualification to teach Flight Crew

There were a great number of questions about this particular subject.  The following statements confirm the CAA policy for the training and accrediting of cabin crew as CRMIs.

· There will be no CAA requirement for cabin crew CRMI’s to be accredited when teaching cabin crew.  It is the operator’s responsibility to ensure they are suitably qualified and trained.

· The CAA will carry out accreditation for cabin crew CRMI’s, for use when the cabin CRMI works with flight crew, if the operator chooses to exercise this option .

· If a cabin crew CRMI is trained by a third party organisation, it remains the responsibility of the operator to ensure that the new cabin crew CRMI is supervised by a suitably qualified CRMI when conducting their first course.  This is not the responsibility of the third party training organisation.

· If joint flight & cabin crew training is being carried out, it will require both a flight crew and cabin crew CRMI (unless the cabin crew CRMI has been accredited or the flight crew has the necessary experience to do both– see below).

· A cabin crew CRMI who has been accredited to teach flight crew prior to the issue of AIC 27/2005 (28th April 2005) may continue to do so.  After this date, any cabin crew CRMI who wishes to teach CRM to flight crew, will require accreditation by a CAA Training Inspector.

· A cabin crew CRMI, accredited prior to the issue of the AIC, can be re-accredited by any CRMIE, not just a CAA Training Inspector.

· A cabin crew CRMI teaching flight crew should be sufficiently experienced and knowledgeable in flight crew matters to ensure respect and credibility.

· An experienced trainer, who is not flight crew, may continue to teach flight crew providing they have knowledge of HPL. The level of knowledge of HPL required should be at least to CPL level as detailed in JAR FCL1 & 2, Subpart J, Appendix 1 to FCL 1/2.470, Subject 040. (One training organisation suggested that the training for HPL including arousal, stress and performance, could be achieved within 20 hours of classroom instruction.)

· An existing CRMI(Ground) can train initial CRM for different operators – the qualification is transferable.

· An existing flight crew CRMI(Ground) may continue to teach cabin crew CRM providing they have an understanding of the cabin environment.

Training

Questions were asked regarding joint training.

· When conducting joint CRM training, a flight crew CRMI and a cabin crew CRMI both need to be present.  A cabin crew CRMI may not conduct this alone unless accredited to do so.  Accredited flight crew CRMI may do it if he/she has experience of cabin procedures and environment.

· The requirements of CAP 737 include the need for a CRM Manager.  This manager needs to ensure that standards of instructors are the same.  It is the role of the CRMIE to carry out this task when re-accrediting instructors.

· The tables of content for CRM training for flight crew and cabin crew have slight variations in wording but the intent is the same.

Exchange of Information

Several people suggested that it would be beneficial to observe other operator’s CRM courses.  

· One operator stated that ‘operators should just pick up the phone and ask’.  

· Other operators agreed with this statement.

Documentation

Questions were asked regarding access to AIC documents.

· AIC’s are available on the website at www.ais.org.uk.  Subscription is required but this is free of charge.  AIC’s may be printed from this site.

· Hard copies can be posted but there is a subscription charge of approximately £25 per annum.

