Emirates Airline 
Inflight Service Department 
Managing Communication, Knowledge and Information 

The Inflight service department purpose is to deliver the five star inflight experience to our valued customers onboard. The best strategy to deliver the best experience to customers is to distribute outstanding knowledge among cabin crew about inflight product and services. With on ground appropriate training , cabin crew manage to have sufficient knowledge about basic product and services but to feed the cabin crew continuously with onboard update and change the management need to maintain a way that make the crew aware about the change so they can apply the change onboard in time. 
Moreover, to make sure the cabin crew acknowledge the change and perform well with the company standard, there is assesment from time to time conducted by senior crew that will be filed in that particular crew’s folder managed by cabin crew manager. This is one way to keep the cabin crew manager informed about particular crew performance, and its called cabin crew performance matter. Cabin crew performance assesment contain an area of development session so that the particular crew could know what area of improvement he/she has to work on and it said on the system the crew will have another assesment in some period of time. But it only says crew will have to do an assesment, and most of the time the other senior on the next flight doesn’t know what is actually area of development of this particular crew member from the previous assesment. So the senior wouldn’t notice whether this crew has already made an improvement or not. And this situation make the next assesment repeating the previous one again and again. 
Crew portal is another tool to share information towards all crew in the company, it is an online website designed to make cabin crew life easy for accesing their email account, checking their roster, bidding and swapping for the flight, access any update from the company, observe their performance matter periodically, etc 
The best thing about crew portal is that it is linked to several website managed by Emirates to assist its employees in many ways, such as, link to staff travel website for assistance with buying travel ticket or checking the flight status etc, and another link to Emirates group world, the site to access various news and update and to know what is going on recently in the company. 
Each crew has their own mailbox at Emirates head quarter and anytime there is update for crew manual, crew required to obtain the manual update slip from their mailbox before particular deadline time. Otherwise, crew won’t be able to commence a flight without the update slip inserted in their manual after the date of deadline. 

1) How work based knowledge applied to make decision onboard? 

Cabin crew main role is to ensure the safety and security onboard. They have been trained for safety and security related matter and they carry the cabin crew emergency manual anytime they’re on duty. Any safety or security issues, cabin crew need to make decision based on their safety and security knowledge that they have been trained for. 
Example : during pre flight safety security check they found a suspicious item on board and the correct procedure is not to touch or remove it and then inform the captain about its location and description about the item. And then the captain will make a decision to inform the engineering if the item is really suspicious and need to be removed by engineering. 

Another role of cabin crew is to commence service onboard for the customers, and during service various problem might be occured, and crew need to apply their knowledge to overcome the problem and to maintain customer satisfaction through Emirates standard. 
Example: one customer is really intoxicated and become aggressive during service, crew need to make decision to discontinue serving him further alcoholic drink, and crew need to asses further condition of this particular customer, if his action can endanger the safety of another passenger crew required to restrain him with Captain consideration. 

2.) Current management communication strategy and ways managers could improve upon communication skill. 

Crew managers send monthly update from manager view to crew email account, this is one way communication to share information from manager to his/her crew. This is pretty much effective to inform crew about various update about the company, alert crew what is the hot topic in this particular month, what things should be avoided (e.g. not to call sick with no medical certificate) and what things crew should do (e.g. check their belonging before leaving the aircraft to make sure there is no company property in it). 
However, communication will be more efffective if there is a way to give the managers feedback about manager performance so the feedback is not always about cabin crew. It can be a little feedback box below the monthly manager email for crew to fill in to give managers ideas what is actually their crew think about their managers. 
It might be positive and negative but as we know, in big picture, communication helps a lot to improve everyone performance and better performance make the company goal achieved more efficiently. 

3.) How communication can be use strategically to place Emirates in a competitive advantage? 

Networking plays a key role in various main activities within the company, such as hiring people, and building relationship, undoubtly, lead to business success. Networking provide ways for company to deter competition, collude in setting prices and policies and as well as to gather information. With abundant information, company will be able to develop its business with efficient way. To collect all those information company need to set up huge networking among its staff to provide the company feedback about ideas and company performances as well as external networking with customers, business partner or maybe even competitors. 
Emirates widely use feedback form as a mean of communication with its customers, especially high valued frequent flyer, when they bring a lot pf profit to the company it would be useful to hear their feedback so area of development can be addressed and corrected efficiently not to let Emirates competitors improve and provide better service and product than Emirates. 

4.) What to improve the organizational effectiveness? 

• Managing feedback from employees should be improved to make sure the effectiveness of working environment and not to dismotivate employees to give more feedback to the company 

Ideas of products and service routine on Emirates flight might come from management and cabin crew has been trained to apply it onboard in order to deliver the best service for Emirates customers. If there is anything to add or to be corrected, actually cabin crew is the best resources to acknowledge it at the first place and to let the management know about it, so new change can be introduced in purpose to correct the previous one. 

But Emirates is a big organization with tall pyramid of work structure, and sometimes it is take long time for the company to respond feedback from employees. Let say a cabin crew noticing one style of service can’t be applied in one particular sector because it take long time to finish the service and it caused no time to prepare the cabin before landing, and then she write to the company by submit a letter and post it at dedicated mail box at Emirates head quarter that designed for crew to submit their ideas. Well, everyday those letter will be collected and reviewed by an officer that in charge for this particular duty, he will review the idea from the crew and if more crew write the same matter until it reach certain number, then he will submit the letter with the same matter to upper management. To reach this stage maybe it will take 3 months- 6months, then the upper management will review it, if the idea is acceptable then this upper management will send a letter for approval to the head of inflight service department. To reach the director, it will be again few procedure to get the idea reviewed by managers, then again, the director will have it reviewed that might take quite some time as well, then if its approved he will send it back to the upper management, and the upper management will then announce the change to cabin crew. It might take 6months-1 year for particular cabin crew that his/her ideas has been heard and reviewed. And sometimes there will be no reply at all. 

To improve the effectiveness about receiving feedback from employees, it will be outstanding if there is some way that cabin crew can review where exactly their feedback has been processed, so the crew won’t feel dismotivated to aspire their ideas in the future time. 

Work from IT department to improve the system about receiving feedback from employees will be much appreciated especially by crew member that has been giving feedback to the company. 

• Improvement on cabin crew performance matter automatic generated system 
When a crew member has an appraisal on board, the senior crew member will send the appraisal online to the system so that the crew member could review whatever content of appraisal he/she had and whether the crew agree or disagree about the appraisal then the appraisal will be sent to crew personal file and will remain online and valid during particular period of time. The assesment will point area of development of the crew and another assesment will be generated to prove that she/he has been working and make improvement of the area of development. The problem is , the next generated assesment doesn’t mention what is the crew’s area of development, example, one crew need to improve on the awareness to secure the cabin after seat belt sign turn on at anytime without senior command, and when she has another assesment with another senior on the next flight, the senior need to ask the crew what is her area of development on the previous flight when the appraisal is commenced. If the system that generated the need for appraisal is featured with a copy of the previous appraisal that the next senior could have an idea from the beginning of the flight what is area of development of the crew, what area is to be assessed, it will be better assesment and it will be more accurate and the crew does really has to work on his/her area of development and not to repeat the same area of development again and again on every cabin crew performance appraisal.

