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The Request : taxi

KLM Cityhopper wants to ensure that the interpersonal skills of their Internal Flight Supervisors (IFS) continues to develop and improve. These are the people who have responsibility for cabin crew and passengers during short haul flights. 

Before any flight the (IFS) has to perform a pre-flight briefing and after each flight a performance assessment of the cabin crew. All this demands good and varied leadership skills During the flight, once the cockpit door is locked (to the pilot and co-pilot), the IFS takes the lead in the aircraft for passengers and crew. A mix of leading their team and ensuring the comfort and safety of those onboard.      
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Our Approach : take off

S&N International trainers provide 3 core trainings to support the development of KLM Cityhopper IFS’. All these workshops focus on personal (leadership) skills growth. Theory mixed with practical exercises leads to an engaging, professional, inspiring learning experience. The 3 workshops are :

Coaching and assessing on competencies

Each IFS needs to be able to coach their cabin crew as well as assess performance at the end of each flight. This workshops centers around three main headings, COACHING, FEEDBACK and ASSESSING. The IFS learns that coaching distinguishes itself by focussing on a persons individual strengths and not the obstacles they face. What are their strengths, what are their options? What do they want to achieve? Once the person you are coaching can link their ambition to their own core values, then their qualities will flourish. Feedback skills also play a strong role in coaching as does the final assessment where the IFS watch short film clips of KLM working “situations” in which they have to comment, coach and assess the behaviour they see.

Dealing with your emotions at work

Using the Rational Effectiveness Model (RET) this workshop looks at the IFS’ own emotions towards work situations/people. If you know your emotions you can help yourself and help others when you see them having unproductive thoughts. The main goals of the workshop are:

· To obtain insight into your own beliefs/opinions that lie behind your emotions and 

· your behaviour.

· To identify those moments when you have unproductive thoughts so that you can

· work on them. 

· To turn obstructive thoughts into thoughts that help you deal with your emotions

· better and to function better. 

Transparent Management

Based around “Situational Leadership” this workshop helps the IFS ascertain their own management style and be able to switch leadership styles to the situation of the cabin crew member reporting to them. This awareness of leadership style begins with the pre-flight briefing and continues for the duration of the flight.

The IFS learns to be more prepared to give their pre-flight briefing and to get a good idea of who they have in their flight team. To adapt their leadership style accordingly to steer their team effectively. In essence they learn that you cannot always treat/lead people how you would want to be treated, but instead you have to be flexible in your leadership style
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The Result : safe landing

The IFS’ who have attended all see the benefit of the training. Although this is not mandatory training for these people the workshops are popular effective and thus continue to fill up. This continuing demand means that S&N International will be involved in the development of KLM Cityhopper leaders for the foreseeable future. 
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For more information on our international training programme please contact:





S&N International B.V.


PO Box 266


5300 AG Zaltbommel


The Netherlands





	Telephone:		+31 (0) 418 688 535


	Fax:		+31 (0) 418 680 099


	E-mail:		� HYPERLINK "mailto:info@schoutentraining.com" ��international@sn.nl�


	URL:		� HYPERLINK "http://www.schoutentraining.com" ��www.schoutentraining.com�










