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Executive Summary

This study was jointly commissioned by Cathay Pacific Airways Flight Attendants

Union, BA Hong Kong International Cabin Crew Association, Hong Kong Dragon

Airlines Flight Attendants Association and the Hong Kong Confederation of

Trade Unions. The purpose of this study is to assess the appropriateness of

retirement policies for flight attendants of local airlines. It includes

e areview of the present recruitment and retirement policies of local airlines;

¢ a survey of customers' criteria in selecting airlines;

® an exploratory study of the effects of current retirement policies on flight
safety; and

* policy recommendations for the consideration of companies and Hong Kong

government.

The recruitment and retirement policy of airlines in Hong Kong

Although some airlines in Hong Kong may not openly state any upper age
limit during their recruitment of flight attendants, it is common for them not to
consider any applicants older than late thirties. In Cathay Pacific the upper age
limit is 38. Moreover, many airlines require flight attendants to retire at
middle-age. For example, the Cathy Pacific Airways makes it compulsory for
flight attendants to retire at 45, while the retirement age of local ground
attendants is 60 and that of the cockpit crew is 55. The retirement age among

local airlines is even much earlier than the retirement age among airline

15



companies outside Hong Kong. For example, the retirement age is 60 for flight
attendants employed in Canada, 65 for those BA's flight attendants employed in
Britain, and there is no compulsory retirement age for the flight attendants

employed in USA.

Survey of airport users

In order to find out whether the retirement policy of local airlines really
corresponds to the demands of customers, we have carried out a quantitative
research to study customers'’ criteria in selecting airlines and in evaluating the
quality of a flight attendant. From 17/3/2006 to 20/3/2006, we conducted a
survey in the Hong Kong International Airport and interviewed 500 airport users

by standardized questionnaires.

We find that the factor our respondents considered as the most important in
selecting an airline was its safety record. Other factors included ticket price, flight
punctuality, the quality of flight attendants’ service and level of cabin comfort.
More than 80% of respondents considered these factors as important or
extremely important. However when asked about the importance of the age of
flight attendants, more than 55% of the respondent considered it as “not very
important”, about 20% considered it as “totally unimporant”. In total, only about
20% of the respondents considered the “age” of cabin crew to be extremely

important or important factor in selecting an airline.

16



Factors that the respondents considered
important when selecting airlines
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In order to compare the importance of different factors, we converted the
answers into scores, i.e. “extremely important” was translated to “4”, “important”
to 3, “not very important” to 2 and “totally not important” as 1. We counted the
average score of each item and found that airline’ s safety record had the higher
score of 3.64. Other factors such as ticket price, or flight punctuality were also
important. Their scores were between 3.17 and 3.26. “The age of flight
attendant” was obviously less important than other factors. Its score was only

2.11.

17



Factors Average Score

Airline’s safety record 3.64
Quality of flight 3.26

attendants’ service

Ticket price 3.25
Flight punctuality 3.25
Level of cabin comfort 3.17
Age of flight attendants 21

We also investigated the importance of different criteria when our
respondents evaluated the quality of a flight attendant. Our respondents
considered the attendant’s ability to deal with emergencies and her/his
understanding of flight safety, emergency and evacuation equipment as the most
important criteria. These were followed by attendant’s knowledge of first aid and
attendant’s service attitude, manners and experience in airline service. All the
above factors were considered as important or very important by over 85% of
respondents. However, in the case of attendant’s age, about 55% of the
respondents thought that it was not a very importance factor in evaluating the
guality of a flight attendant, and about 15% of the respondents even considered

it as totally unimportant.
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Factors that the respondents considered
important when cvaluating the quality of a
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We also compared the relative importance of the criteria by average score
method (4 = “most important”, 1 = “least important”). We found that “attendant’s
ability to deal with emergencies” and “her/his understanding of flight safety
emergency/evacuation equipment” scored the highest which were 3.57 and 3.58
respectively. Our respondents also considered other criteria such as “attendant’s
manner” or “her/his service attitude” as important. The scores were between
3.11 and 3.50. The importance attributed to “the attendant’s age” was obviously

lower than other criteria. The score was only 2.20.
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Factors Average

Understanding of flight safety, emergency 3.58

and evacuation equipment

Ability to deal with emergencies 3.57
Service attitude 3.590
Knowledge of first aid 3.47
Manner 3.34
Experience in airline service 3.13
Age 220

We also found that only 50% of our respondents thought that the policy
requiring flight attendants to retire at the age of 45 was “just right”. At the same
time, 40% of the respondents thought that the age limit was “too early”. Only a

few (less than 5%) of the respondents considered it to be “too late”.

Flight safety and Seniority of Flight Attendants

We have also conducted two qualitative in-depth interviews with three
senior flight attendants to understand the working environment and job
requirements of flight service, in order to further investigate the appropriateness
of current retirement policies of airlines. The three respondents have been
working in the industry for 18, 20 and 30 years respectively. We find that the
presence of experienced flight attendants is extremely important to flight safety.
It is because having worked in the cabin environment for considerable period of

time, they have actually practiced the safety procedures many times. Their
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familiarity with the procedures means that they have more experience to rely on
when applying what they learned. It also means that they are more capable of
applying this knowledge correctly and efficiently with confidence. Furthermore,
as they have experienced different kinds of flight incidents during their working
histories, they are capable of remaining calm and disciplined to deal with cases
of emergency. An experienced flight attendant can assume a leadership role in

assisting the whole team of crew to work as effective and efficient as possible.

Conclusions and Recommendations

Our study finds that the retirement age (mostly 45) of flight attendants in
Hong Kong is much lower than the retirement age of other positions in local flight
service industry as well as flight attendants in other countries, like Canada,

Britain or USA.

According to our survey, we find that people considered safety record as the
most important factor when they chose airlines. They also thought that other
factors such as ticket price, flight punctuality or attendants’ service quality were
important. Similarly, when they evaluated the quality of a flight attendant, they
also considered factors relating to flight safety as the most important. Other
factors such as the attendant’s service attitude and manners were also important
factors. However, age was not a significant factor for the respondents in either

choosing an airline or evaluating a flight attendant.

Furthermore, our in-depth interviews inform us that the more experienced a

flight attendant is, the more effective she/he can apply safety procedures,
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implying that she/he can assume a leadership role in case of emergencies.

The analysis above shows that, the retirement policy of local airlines does

not reflect the needs of their customers. Requiring flight attendants to retire at an

early age restricts the career development of experienced flight attendants,

wasting the airline companies valuable resources and may even have an impact

on flight safety standards.

Based on the results of the study, we recommend the following:

1.

2.

3.

4.

Since most airline passengers are very concerned about flight safety, and our
study shows that seniority in airline service enhances the ability of flight
attendants to handle cases of emergencies, Hong Kong's airlines should
recognize that experienced flight attendants are important assets to the

industry.

Airlines should immediately reevaluate the policy of compulsory retirement.
The retirement age of flight attendants should not be lower than that of other

positions in flight service industry.

When an airline recruits candidates for flight attendant positions, they should
abolish the upper age limit. Age should not be used as a criterion in selecting

candidates.

Age discrimination deprives workers of a reasonable career life. Compulsory
retirement even makes matters worse, as human resources vital to the
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society’s economy are wasted instead of being retained and treasured. The
Hong Kong Government should hasten to make discrimination on grounds of
a person’s age illegal as soon as possible, and promote equal opportunities

in the field of employment.

23



B E AT TE AT EBSEP A AR - AT LR - EE
S RERE R 45 phE - FEHoRflEORA -

AAFEHEFENEAFZETRFE TE « EHEEMRRFE TS BN
ZEEG A BT REABR TSR BENRSZRCET - AFRRVER > EFZEL
EIREFHEREREREE - SHRSEHERINE R0 MELUT UEE 5 -

—. (B AHIZE 2 B2 T R B RIS I RORIRECR

. ES N R R E R T AT R T B - i BV &
—THEEZERE

= PRI A TIRIRIRE S R L R A S

. [EAEHIZEL ] R EARBUF R B -

SCRAE]RA

AR BAMNERFIR ARG B 2R Y RTRE - AERR L - R EEIVIRSTIE T
BREATE  SRETETIREERNANER  REEEGEES - B
al o HIFORFDE R R A A iR RS IR - (R ERA =2 /R
HigE(Performance and Innovation Unit, 2000) - fiift2eEE~ » EFE HE SRy
BRER  ERREFEEE BT AFRETE (Ducan and Loreto, 2004) - Oswick
A Rosenthal (2001) AYytHSEE - BREIERERZIGEE AR THEEED —  &F
e BVRE > BT EERERE | A R MIESIETE - EEEREE
G AR LA ik B B R QBRI ARERR T - Al EE R T EIR

24



T{F=E#4 - Ducan and Loreto (2004) #[7i (g SFYBIFE RIS > IR,
FARREFRRE _ah—  ZESLENTEEZHEI TR T B2 MRERE
RV R HE R -

AT AT ZE P IR E R AT A RORIRBUR

IRBF A A N EI RS M 22 iR B LA il LR - BRRHEE—E
TR EER - BEEMRAEGCHEE ESHEE -

AR AT > HEMZE A SRR A THFINREY HitEE IR - H
BREFALEY > R EEREFREE = TRE =/ A TFHE -
FEFBRRERE S - LERFWELT R - BATAREBREGERSUESR - &
—NN=FLAET > EREAFHEETRE BRI ERIRE SO R ARE
FTTipk o IRF BRA] LIRS R B AU R i i IR IR - —JLL=4REA
& - AT A s B — B R O A gk AR (R - EEECH AL - A Sl A
BRI RATEE > MEREHN TEASASATAEE - BILE REAEE
—{T3A > Z=ET R SRR RER R A TR MK -

5 BLEAN S IR PR - FIIE AR RS TR BRYIRIR I R a0
ZEP R BEENENZ (R - HIBRERG By Fpk - B = it oeii - AR
RFIR R NTHR - BERERE - FEARMFREY > E2AETREE T
(VA N7 AR TR - 1 e

25



e

A FETTEST RS R A SRR -

Fo TR AR ZE 0 522 TR BRVIRIRECR » & HIEBERRFERETR - 3,
(FIHErT T — (R P MR SHE A2 L B R 22 RS B R AR AR R E 15T -
ST R RGP EETT  RITEAFE =T EHE=A=H#

o BT AREIRS o BREhER T 500 (i T/ \BREA FEVERE -

EE5t - IR EVE TR SRR T 2, - B = E RIS IR B T R AL

LI BRI/ E T igE R i EIEnY LIFRE RSk » DUE S EET A%
FiZE A FIRRAHI R R PR E G EE

26



REERAEER

W EEAER

AR THRER 500 U EMET » BG4  Feh -/ a1
BB EAE - KPR RE 25-44 57 > BRI » Al N yiEh 2 s E
FERTE SRR - M ERey MU AR ~ 526 R - B0 ~ BUNEZ(EE=
2 o A - FTLRHEE I Rl — IR S B A - A/ NE s He g
FBEEMRI Y =50 - ek > eiE B A T (EH MR B hZE N ER

KEAEAE > HPBI1-2 2% - (58 S ifiehE - sHER T -

1l
FEEY Epayen
=5, 260 50
240 48
&% 500 100

i
L Bttt
18-24 1% 74 14.8
25-34 3% 141 28.2
35-44 1% 134 26.8
45-54 3% 88 17.6
55-64 1% 43 8.6

27



65 prEll b 20 4.0
= 500 100

WEEIEER
BB E4rth
] 188 37.6
Fib 132 26.4
=0 34 6.8
JEHEE 23 46
HfE 22 4.4
#=E 17 3.4
M 12 2.4
HTIRE 10 2.0
IEPN 10 2.0
A& 7 1.4
FHZRFaER 5 1.0
20 5 1.0
P 5 1.0
=[E 5 1.0
Hite 20 40
EERE 5 1.0
o 500 100

28



AT AR

PR Bt
0% 63 12.6
1% 132 26.4
2%k 127 25.4
3% 51 10.2
4% 41 8.2
5% 15 3.0
6 XL | 54 10.8
BE RE 4 0.8
= 500 100

HEADER (BT — R T miE)
P Epayen
iy 445 89.0
T 36 79
B 10 2.0
BN 9 1.8
=t 500 100

W RERE AT NERER

WITE BB AN ENRR - gaiE T BRI
WA ZR R S TEEREABERNR - CMFEREER - B2 - ~AKE
ERSEE A EREEE PR AR - EROPIETRINZRE T > ZehEt R

29



BT B

B - SNRpEEER

ENTINERCH > BRANRRZERRIEEERE R/ T EE

HFLE &R - R EEIRE 2 E RS G
SHRFEAGRRIERER W EANRE A GRRER - BEERARVEEERE -
SAMREEIER IR ER NG ER -

BiZe AT 28
FREL BEorth
IFEER 331 66.2
HE 158 31.6
FARER 11 2.7
TEAEHRE 0 0
=5 500 100
(T
BB E4rth
IFEER 178 356
=5 270 54.0
HRER 49 9.8
SR REER 3 0.6
o 500 100
LR &2
FEB E4rth
JFREE 193 386

 89H

30



=HE 239 47.8

FRER 66 132
T AEHRE 2 0.4
=5 500 100

BB EE
B Barth
EEER 177 35.4
EL 274 54.8
HRER 49 96
SEeREE 0 0
=t 500 100

Wi EER
BB E4rth
IFEER 139 27.8
HH 311 62.2
HRER 50 10
SEe B 0 0
=t 500 100
EI R BT EHVE S o HIIBEEA B R KRR iEA

FE AR ARER IR AR AT EAEE - SRR EERERENSHE
LR -

31



72 R B ARG

FEB E4rth

I EE 33 6.6
HH 83 16.6
HRER 294 58.8
SR REH 90 18
500 100

BT FIERSHNENVERRERE - RIVECEHIEESHEHANRT @ BEREE
FEEZRNT (LR EF L -

BRI EEENE AR TR EERE

70

60

30

Bfth

30 M

20

OIEEER
CE

32




RITEILBRERNRVERY - RUCBHEN RS - BE T2 8%, €51
o BE TAKER, ER20 0 TEE,, ER3y TIREERE, hER4 T
RIETBESANBHI T (BB REEIERAEESR) - &RBEH - T
AT RANE ) oRERE - R 364 7 B THEERSE - T AR A%
% % WAHEET > B 317 £3.26 432[ - B TR BT

FI SR IR EE N R MR - 8 RA 211 o - SR TR -

BEEfE A FEREBEENER S

HZE TR
A2 TR E 2 3.64
ZEHREENREER 3.26
WR{EE 3.25
PRGNy 825
WaErETEERE 317
72 RS B AV 244

e A PHEZE T R R R ER R AR

BAEhE AR — i E T B RV E 20 - SRR TN - #iEh
FIMEERFIHEER] > BEEIEEESE - ER - FAER - NIEEAERA[E

ZIE -

FERIMYIHE AR T - #ehEsR R T ER HERY - 2

33



s/t R e R IR ST - PR A 2 2 e A s YR

> EBEELIN

A RIFHERE » MR A RER - HIURIRT B SRS =% 81k

B > MEROAALRS NFNIREEE - MRS AFRRER -
T anvraR R R B 7E TR SR - EBEAZRCE AR RIFTES

T BFEN Ea=iIsEl

R E4rth
I EE 298 59.6
EE 185 37.4
HRER 15 30
SEeREE 0 0
=t 500 100
2z iR BB S R T S R
B Btk
IEEEE 309 61.8
BEE 174 34.8
HRER 16 22
SR REER 1 0.2
=5 500 100
R BETSR:
B Eass
JEEERE 265 53.0

HHXRZEH
&7

34



HE 213 426
AEEZE 2 4.4
T AEHRE 0 0
=5 500 100
R BEVAR R AR
R E4rth
IFEEE 185 37.0
HE 385 60.0
AREE 15 30
SEe B 0 0
=t 500 100
R BEYZE PR AR
L E4rth
IEHEE 146 29.2
HH 276 55.2
AREE 74 14.8
SR REER 4 0.8
=t 500 100

35



BB EHER

BB E4rth

IFEEE 185 37.0
HH 385 60.0
HRER 15 30
SEe B 0 0
=5 500 100

EHNEHAE - 2EEAEREE N REEEGREEE - Mk ARy
FEe T - ARG R R EET RS ENERE S KERNR
o HAE R ARRERSE A EENNE

BT eV
Gt Btk
IEEEE 25 5
HH 123 25.6
FARER 279 54.8
TEAEHRE 73 14.6
=5 500 100
wIMEEEEIRE B R R B (b S E 5

36



WEhEEHEZE T AR T YRR ETRREE

0
. =
50 ]
2 YH CEEE
a e mEs
20
10
0
&/ﬁ @fé‘ %@% %@54’ 4@;‘@ & *
& A
& P v
% d’(/?)a/
Ao
é,g@’

BFIIR AL LS FE By AL S THE B2 T SR ERINE R 40
mER 1 ot ER) &R R REENE AN RSSRIE
K RS BRI ZEEE A ) T R A ne R nIsta 0 o Bl 3. 57 1 3.88 41 -
SiE A A T R B RV T IR ERIRGREE ) FERIMEEERE
SrBUE 313 £ 3.50 2 - Bt TR BV )  ERTEAIEIEHARZER

HE224 - FRA TR

37



TR E AP BT

2] S ST
e ~ EERK 3.58

A ST

ARE S T 0) vl 3.57
IersRerE 3.50
ISEEaIE 3.47
e 3.34

ZE P TS 3.13
e 2.20
Wi AR 45 BRBFIEHRERIIER

ik > BAISHEEEE B A
FRREVER - BB ANE 45 BRVEBRRFRELT - BHE
B [HATURR AR 45 BREVERERCCT. - T A

HARRA
ARRHGZH -

45 EHIRIAVTFIRETHE
R E4rth
KE 209 418
HE 269 53.8
KE 20 40
EEARE 2 0.4
=5 500 100

INEIEORZE PR AR T pR

\

38



NG

FAEEESRA  $EE S R AT SR EE TR B - B
REH R ENE 22 AN ERECER] - HErRaryirER - ks RRVIRERE
EE > HREAMERNFERERNRE - AR AfEHERB e FRIEAER - &
A TURAT I SR RS RAER (o fZE AT E A B F R RIR (R - It R,
FilZE 2 B RS 22 o s S N SRl AR 7 SO BRIRECR B9 B iGratany -

39



BT ER

FoPRatfings 2 B 7 ks B ARERRYRR (7 - FRITEE =(r2s ik BT T T3¢
Adliak - B EEREFR TR -

sl

BRI FH
April 18
May 20
June 30

FE{URBENER, - ZRMISFRZE TR TIESK » EATIE R AT
ERARANVIE - FIET 2R TR ETIRE - MERE RS AT
HEEREN SR AESRE - FALEA=5-

H— o ZEPRBENREERE  REERERSENN > SMITEENLE
P DRERE 42 - ARMEATIENETNESSY - 5 -EerE
FPoFRl - FRAZE TR R 2dRFEE ILESTR] - 281 - SR GRS <A
HYEISIER - ROGER ZEF BT IFAIITE - April 751 ¢

LAFeith s SIMEAIZE T AINREE - A M IREER{E TR/ R - s
G » IRERE R HE - —(H R A A —E > AWTZE S
Wit (EARATEHELEE - (ENEHR G /#HER - training school
MERGEEMBRER M - ERREIRAE - SRER A RE - S {EEE
ALE R R -

M - ERIESHAEER - &R R SR EE A Z8yElie - A

40



FEHFINEEER T EMIES > NI BRI T e - May B
B

2 RIS A SREL (B EEHI A 2R H
AMFRIEEM - A5 B RS R RN R - (SR e R AR AN R (]
R - HEAE MRS T R A IR EOR -

April 7RER -

WENGEEHT > SRt s 35 2 training » SEIRIEA > B S AC R AN
Fo (BRI T7E) RS hais R mEw -

H o HETeR RN - AT e IYZE TR B T REEERYERSR o A LIRS
KEFEN B - & AN B INEREER T G ERE S NSRS
- EitbsmE B R 28 - WAREZE T AR R FE - May Bl i8 Rny4s
)

ST AL - TR - B B PR PRHACAETH
UG » & DA% BRI A S e R B -

June 7RI -

HZRHRES - MR R A L R AEDAEIEDRE - Al
— (&R S - EAEREREE - EERE - 2MER T
RO o F UGN RS 2 0KE - (R RS A R RE R e A
FEMHEEROK - HAEE LERSEHRELTH#IE?

H= W& PR - SrEseryE T i Bt e R BT - e et s

41



2= S BT « B ERZE RSB A SR T R EN S5 A B B
tete B ETAET)  SE RN ZE TR B EE S O EEEE AESE - May iS5HAER
HEBH - MR B2 AERERRE AR

(% axn)gal - SEheiilc - EXNEECEE M - Z2EFHIRARE
b)) EtEREREMGIIRET - R—EEEEMIRE Skt R -

April IR R, -

BIANER S - pUBT A SE - = e R DL R RE P - MR AT
SRR " BetREE ) DEARLEONE - SNBSS AR - (RIS R)
RIEE TR BRI -

i

& EAEYEIR TR LISRIA - B R8s iy - ERZE TR E A H

pi

AEENRERET - FATSEEREIRNIRE R AT S R ROEIER SR
EPER - 3Py E e S Ebpr F R R E e /) - HEEfREREEER RAmmAL

BIEERZE A Bl nses ARRHR S SRR - A SR E A ERVRUR -

42



HATRIOFE SR - BRI ZE 2 T 5% 2E T B 45 BRRIR - BRI
ZERFERR M TR A (ISR 8) - B HATE R (iisk ~ 5
EEEEDRTHARISIE -

A GHRERERT - AT RSB E T EEENE AT &5
BERVEMZE A TR ZEREE - AR E R - SIPTE S A ~ SZERE R
HIRBREESE - MEBEEFRVERRNRE - I fiERSFEREESE 1=
TR B - e AR E RV SRR BRI ZE 2By AR D (MBS HRYEE
17~ EIRAERERYHIE - SRR - i BRI BT - R AE

AR RFIVHETE T EEENZE AT NEFENZERS BT - REE
Hy s A B Ay AR -

s > FMVEE ST E T - HRBUND ZE P SRR TR
ZRNSEERK - B THAR - SERNZE TR 8 S S REN T TR
HHE > NS MRS - f/r T Ee R AR E g R - HEES
R AR T SRS R IR R ERNET -

RIS AEE D ZE N TR ] ZE IR B EVRER 20K (I s B ZEiR

BERENRER - MARRAFREFR SRR - B ol fElHEEE
BRNZETRS ERE - MEEE TR S -

43



FESCREEE T - RIHRRIRIE SIS - AP ASIVEEE TR TE
A—Fmd | AEE ) RE RS A RRIR R - MR SR
IR R B - R R —(efm B 20 MRy, - SR e s 2 T RS B PR
ISR FORIRER > VAT RERE LIUERE " §EFR ) RE - MEEFR
B TARRE TR A AR R

AU TR EAGR - A EERTSRHIR G B SR RSN ERENZE
ZENERAS > HIREZEREE -

44



BRI FeRy S - kA MR

- ST R F R RS e - E RS AR S RER =L 2
WEERZ  AIHZEAFEESERNETRE S RZEAFINERERE -

- FIZEA TRt BRI 7E TR B0 ER 45 BERMRIVECE » 22 TRF B 1Y
RN ER/ VB R TR HEMB RN R TE -

- MZEASHER SRS BN - TEEUHTR: EIR - Yie - A PIFERIE RIvER
A SSERE -

- IR AN TRRSES RS - GRS E & R E (e S

HEERRRNE R ATTER - BUFELELS - ZBIRFRIEE - BEE#
EETT I (R F R -

45



5% IR

Duncan, Colin and Loretto, Wendy . (2004) Never the Right Age”? Gender
and Age-Based Discrimination in Employment.  Gender, Work and
Organization. 11,1,95-115.

Oswick, C. and Rosenthal, P. (2001) Towards a relevant theory of age
discrimination in Employment. In Noon, M. and Ogbonna, E. (eds), Equality,

Diversity and Disadvantage in Employment, pp. 156-71. Basingstoke: Palgrave.

Performance and Innovation Unit (2000) Winning the Generation Game.
London: The Stationary Office.

46



R 44

MR (OCERR )

EiEeEH

et - BT REEST AR EEN = AT EEHEE - FEAA AR
BB R — R s [ B 2 AR ] 7 SRR Rk 18 BRellld g 7

1. (RESRIRET—EHEATRITIE - THISRRRTAETE?

(a) REER DIFFEZR UEE UOFAREE UEsfEE
(b) Mz AHRYE i DIFFEZR UEZE UOFAREE OEsfEE
(¢) MiPLEd R LIFFERE UEE UOFREERE U fEE
(d) BERErEERE LIFFEZER UEE UOFREE UEfEE
(e) ZEREBANREER DIFFEZR UEE UOFAREE UEsfEE
() =ik BATER DIFFEZR UEZE UOFAREE OEsfEE

2. BREEEPRERVERN - THIREARAELETE?

(@) RBREMESINNREN DFEEEE OFEFE OFfAEER O fEE

(b) PRIEERHER: DIFFEZE UEE UOFLKEE U2 EER

(©) MRI%s BHTSRATR LIFEEE UEE UFAEE UEE EE

(d) RBEMEZE  Bakt DIFEEE OHEE DOFREE DEzFE#E
e r R

(e) MRis =AyZE T Ml i b DIFFEZE UEE UOFLKEE U2 EER
) RBANEE LIFEEE UEE UFAEE UEE EE
(9 MREENREEE DIFFEZR UEE UOFALKEE U EE

3. A& HAEMARIZE A SRR AR E R R/ 45 BRIBIR - fReE REMEMEH R IRE
AT EEERAE?
ORE OiEE OAGE

=AY

4. EFE:
5. R: OM / OF

47



6. F§: 018243 [025-345 035447 045545 2 [0O55-645 065

A

7. /K12 [HF BIEFRBERE (KEE 1 KT -

8. LuRAHrEA] - DEUF

st e fE

MRS ( POCRERAR )

& mS:

LIrs 7%

e

FE/L , BMRERT -TEXRENAEENZARNEQEE , FRIIATREF L

PR — R EEZ R IHR? BRIRRKER 18 F R LIE ?

2. REZEEREB—AMZLRANENN  FISHARFILEZR?

(g) VENER

™

(h) MEATMNRLLF
() MMESHEN
0 PMenHERE
(k) Z=HRS ANERSRE

() ZHPERSS A A9 FH2

OFFEEE

OFFEFE

OFFEEE

OFFEFE

OFFEEE

OFFEFE

OFF

OF%

OFF

OF%

OFF

OF%

OFAEE

OFAEE

OFAEE

OFAEE

OFAEE

OFAEE

Ox£TEER

O£ TEER

Ox£TEER

O£ TEER

Ox£TEER

O£ TEER

48



2. SRETN—UZHPREANRAER , FASTHEAZR/LEER?

(h) RFANNRESEHRAVEE

() MRS ANFE

() MRS ARSRAR

(K BRFANMERZE,

HiRFEIIAR

Rk

() BRFANZEPRESZR

(m) BRE ALY

(n) RS ANEKRSSE

OFFEFE

OFFEEE

OFFEFE

OFFEEE

OFFEEE

OFFEFE

OFFEEE

O8E

WEE:

O8E

WEE:

WEE:

O8E

WEE:

OFAEE

OFAEE

OFAEE

OFAEE

OFAEE

OFAEE

OFAEE

Ox£TER

Ox£TER

Ox£TER

Ox£TER

Ox£TER

Ox£TER

Ox£TER

3. AR BAFMENE L REEAEZ DRSS ALAT 45 FiBK. FRIAAXBHIBKF

BRAR., BYERXNER?

OKE

MNEER
4., EHE

5. 5l :

OiEY

oM

/

OoF

OXIR

49



6. F#e: 01824F [025347% [0O3544%F [4554F [5564F 65

FEb L

7. ©E12PAEEE WHIRBESERZ 1K1h:

8. LXRFEAHUMER : OLF mEEES Ok

B, BaE

SRR (PR )

Questionnaire No:

Excuse me, sit/madam. We are currently conducting a survey on how customers select
an airline. May | trouble you for a few minutes to answer some gquestions? May | ask if
you are aged 18 or above?

3. When you are considering which airline to fly with, how important are the

following factors?

Extremely Important Not very
Totally
important important

Unimportant

(m) Ticket price O O O
(n) Airline’s safety record a
(o) Flight punctuality a m| m|
(p) Level of cabin comfort O

50



() Quality of flight attendants’ O O O

service O
(r) Ages of flight attendants a m| m|
O
O O O
O
O O O
O

2. When you are evaluating the quality of a flight attendant how important are the

following?
Extremely Important Not very
Totally
important important
Unimportant
{0) Attendant’s ability to deal with O O O
emergencies a
(p) Atftendant's age
(q) Attendant’s knowledge of first aid a a a
(r) Attendant's understanding of flight a
safety, emergency and evacuation a m| |
equipment m|
(s) Attendant’'s experience in airline O O O
service a
() Attendant's manners
(u) Attendant's service attitude O O O
O
O O O
O
O O O
O

3. In Hong Kong at present, some airways make it compulsory for flight
attendants to retire at 45. Do you think this compulsory retirement age is too early,

just right, or too late?

51



LToo early Just Right UToo late

Personal Information

4. Nationality :

5. Gender: M { OF

6. Age: [J18-24 [025-34 035-44 [045-54 [055-64 0165 or
above

7. Number of flights taken in the past 12 months (Round trip counts as one
flight):
8. Class of last flight: [OEconomy class [IBusiness class ClFirst

class

End of questionnaire. Thank you for your cooperation

52



About SEPI

The Social and Economic Policy Institute (SEPI) is a research organization
founded in January 2000 by a group of academics, researchers, and unionists.
They felt that there was a pressing need to promote social and economic
development by broadening the public debate through disseminating a critical
volume of progressive analyses on the social impacts of social and economic
policies. For this reason, the core mission of SEPI is set out to develop as a
think-tank for the public policies in Hong Kong. It is registered as a
non-profit-making limited company, operates and raises funds independently.

Unlike most other academic institutions such as the universities, most of the
research projects undertaken by SEPI aim consciously to serve the long-term
interests of Hong Kong society. Its methods for ensuring the standard of its
research methodologies and relevancy of policy recommendations include the
use of a research task force which comprises university scholars and competent
researchers, coupled with active consultations with outside experts, NGOs and
other target groups in different phases of research. In serving its constituency
SEPI has also developed partnerships with many community organizations.

To date, SEPI is the only research institute with such mandate in Hong Kong.

[SR=pC Y

The Social and Economic Policy Institute Limited
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