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Activity 4: Listening Comprehension 

"Good morning, everyone. In the tourism and aviation industry, providing 
seamless travel experiences is always our main objective. However, 
unexpected disruptions happen every day. As hospitality and ground 
handling professionals, knowing how to manage difficult situations with 
composure, adherence to protocol, and clear communication is essential. 
Today, I want to walk you through four common challenging scenarios in 
air travel and explain exactly how we resolve each one. 

First, let's consider Lost or Delayed Luggage. Imagine an international 
traveler arrives at the baggage claim, but their suitcase never appears on the 
belt. When this happens, you must escort or direct the passenger 
immediately to the Lost and Found or Baggage Services office in the 
arrivals hall. Once there, your main task is to file a Property Irregularity 
Report—commonly known as a PIR. Collect their contact details, local 
delivery address, and baggage tag tracking number. Always explain clearly 
how they can track their bag online and inform them about the airline's 
policy regarding emergency allowances for basic toiletries while they wait 
for their luggage. 

Next, let's address Flight Delays and Cancellations, which are usually 
caused by severe weather, technical issues, or air traffic congestion. 
Passengers often become anxious or frustrated when their schedules are 
ruined. In these moments, frequent communication is vital. Ground agents 
must make clear, regular announcements at the gate explaining the reason 
for the delay and when the next update will be provided. For long delays, 
you need to issue meal and refreshment vouchers according to passenger 



rights regulations. If a flight is canceled altogether, your job is to rebook 
travelers on the next available connection or arrange hotel accommodation 
and ground transport for overnight stays, maintaining a calm and 
empathetic tone throughout. 

Our third scenario involves Overbooking. Airlines occasionally oversell 
flights to compensate for no-shows, but when all passengers arrive, some 
face denied boarding. At the gate, you must first ask for volunteers willing 
to give up their seats in exchange for compensation, travel vouchers, or an 
upgrade on a later flight. If you are forced to involuntarily deny boarding to 
a traveler, explain the legal compensation policies respectfully. Always 
prioritize vulnerable passengers—such as unaccompanied minors, families 
with young children, or elderly travelers—to ensure they remain on their 
original flight. 

Finally, let's move onboard the aircraft to handle two critical cabin 
situations: In-flight Medical Emergencies and Disruptive Passengers. 

If a traveler suffers a health emergency mid-flight, the cabin crew 
immediately administers first aid and retrieves the onboard medical kit and 
AED. The purser will make a cabin announcement asking for any qualified 
medical professionals onboard. At the same time, the captain is notified to 
determine whether an emergency landing is necessary while air traffic 
control alerts ground medical teams. 

On the other hand, if a passenger becomes disruptive or aggressive, the 
crew must rely on de-escalation techniques: speak softly, remain firm, and 
immediately stop serving alcoholic beverages. If the behavior continues to 
threaten cabin safety, a formal written warning is issued. As a final resort, 
the captain coordinates with local law enforcement to meet the aircraft 
upon arrival for immediate removal. 

Ultimately, whether you work at Landside check-in counters, Airside 
boarding gates, or inside the cabin, successfully resolving complications 
comes down to three things: active listening, strict adherence to safety 
protocols, and empathetic communication. Thank you for your time." 


