2023 - 2024 / OSHU176 - Passenger Service / Passenger Service

GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Passenger Service / Passenger Service

Ders Kodu / Course Code

OSHU176

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Associate / Associate

Ders Akts Kredi / ECTS 5.00
Haftalik Ders Saati (Kuramsal) / 2.00
Course Hours For Week

(Theoretical)

Haftalik Uygulama Saati / Course 2.00
Hours For Week (Objected)

Haftalik Laboratuar Saati / Course 0.00

Hours For Week (Laboratory)

Dersin Verildigi Yl / Year

1

Ogretim Sistemi / Teaching System

Daytime Class / Daytime Class

Egitim Dili / Education Language

Turkish / Turkish

On Kosulu Olan Ders(ler) /
Precondition Courses

Yer hizmetleri kapsaminda verilen yolcu hizmetleri genel anlamda gelen yolcu ve bagajinin
ugusa ve ugaga kabul islemleri, transfer ve transit yolcu ve bagaj islemleri ile gelen yolcu
ve bagaj islemlerinden olugmaktadir.

The passenger services provided within the scope of ground handling services are
generally used for arriving passengers and their luggage Flight and boarding
procedures, transfer and transit passenger and baggage transactions, and arriving
passengers and consists of baggage procedures.

Amaci / Purpose

Yer hizmetleri kapsamindaki diger herhangi bir siiregteki olasi aksakliklardan, yolcunun
haberdar olmasi genellikle miimkun degildir. Ancak yolcu hizmetlerindeki aksakliklar,
birebir yolcu ile ya da yolcunun bilgisi dahilinde gercgekleslmektedir. Bu nedenle yolcu
hizmetlerinin etkin bir bicimde sunulmasi, yolcu memnunilyetinin saglanmasi agisindan da
son derece 6nemlidir.

In any other process within the scope of ground services

It is generally not possible for the passenger to be aware of possible disruptions. But
the passenger

The malfunctions in the services occur one-to-one with the passenger or with the
passenger's knowledge. For this reason, providing passenger services effectively is
extremely important in terms of ensuring passenger satisfaction.

igerigi / Content

Yolcu, yiik ve kargonun hava tasimacilidi sistemi ile bir noktadan bir noktaya tasinabilmelsi
icin ¢esitli hizmetlerin verilmesi gerekmektedir. Yolcu ve yolcu beraberindeki esyalarin
yani bagajlarin havayolu ile taginabilmesi icin verilmesi gereken hizmetlerin 6nemli bir
kismi, yer hizmetleri kapsaminda ele alinan yolcu hizmetleri tarafindan verilmektedir

Various services must be provided in order to transport passengers, freight and cargo

from one point to another with the air transport system. Passenger and accompanying
items In other words, the services that need to be provided for the transport of luggage
by air are an important part of it is provided by passenger services, which are handled

within the scope of ground handling services.

Onerilen Diger Hususlar /
Recommended Other
Considerations

Staj Durumu / Internship Status

30 iS GUNU/ BITIRME PROJESI

30 WORKING DAYS / FINISHING PROJECT

Kitabi / Malzemesi / Onerilen
Kaynaklar / Books / Materials /
Recommended Reading

GROUND OPERATION MANUEL
SHY-22 L L
HAVAYOLLARI EGITIM DOKUMANLARI

AIRLINE TRAINING DOCUMENTS
GROUND OPERATION MANUEL
SHY-22




Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

BELGIN DUMAN MALAK

OGRENME GIKTILARI / LEARNING OUTCOMES

1 Yolcu ve bagaj tasimaciligi ile ilgili ilgili yasal gereksinimleri yorumlamak Interpreting the legal requirements regarding passenger and baggage transport

2 Havayollar ve havaalanlar yolcu hizmetleri islemlerinin nasil yiritildigini anlamak Understanding how airlines and airports passenger services transactions are handled

3 _(")z_e_l i_hti_yat;larl olan yolcular da dahil olmak Uzere yolcu ve bagaj check-in ve boarding islemleri ile To be informe_d about_passenger and baggage check-in and boarding procedures, including
ilgili bilgilenmek passengers with special needs

4 Bilgisayar rezervasyonlari ve kalkis kontrol sistemleri nasil calistigini anlayabilmek Understanding how computer reservations and departure control systems work

5 Musterilerin ylksek beklentilerini kargilayabilecek dizeyde nitelikli bir hizmet sunmak To provide a qualified service that can meet the high expectations of customers

HAFTALIK DERS ICERIGi / DETAILED COURSE OUTLINE
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Hafta / Week

Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
1 YOLCU HIZMETLERI KAVRAMI YOLCU HiZMETLERI iLE ILISKILI
DUZENLEMELER
PASSENGER SERVICES CONCEPT REGULATIONS RELATED TO
PASSENGER SERVICES
Teorik Dersler / Theoretical Uygulama Lab ?g{ﬁ;ﬂ;}ﬁgg&i\éz Methods On Hazirlik / Preliminary
Techniques
2 YOLCU HiZMETLERI iLE ILGILI KAVRAMLAR
CONCEPTS ABOUT PASSENGER SERVICES
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary

Techniques

3 Seyahat Dokiimanlari (BILET VE BILET GESITLERI)

Travel Documents (TICKET AND TICKET TYPES)

Teorik Dersler / Theoretical Uygulama Lab ?g&ﬁ;g;:{ﬁg:&ig Methods On Hazirlik / Preliminary

Techniques

4 |DIGER DOKUMANLAR (MCO, FIM,MPD)

OTHER DOCUMENTS (MCO, FIM, MPD)

gretim YO "
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁgll(rlnerils)l'gt:é?]i\r’:; Methods On Hazirlik / Preliminary

Technigues

5  |PASAPORT iSLEMLERI

PASSPORT PROCEDURES
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 VIZE ISLEMLERI SAGLIK EVRAKLARI
VISA PROCEDURES HEALTH DOCUMENTS
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
OZEL HIZMET GEREKTIREN YOLCULAR HAVAYOLLARININ
OZEL YARDIM SUNMA KOSULLARI OZEL YARDIM GEREKTIREN
YOLCU KODLARI OZEL YARDIM GEREKTIREN YOLCULARDAN
7 SAGLIK RAPORU ISTEME KOSULLARI OZEL YARDIM
GEREKTIREN YOLCULAR
PASSENGERS REQUIRING SPECIAL SERVICES CONDITIONS
OF THE AIRLINES TO PROVIDE SPECIAL AID PASSENGER
CODES REQUIRING SPECIAL ASSISTANCE HEALTH REPORT
FOR PASSENGERS REQUIRING SPECIAL ASSISTANCE
REQUEST TERMS PASSENGERS REQUIRING SPECIAL
ASSISTANCE
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁﬁ(rlgr\i(ﬁgtggi\éz Methods On Hazirlik / Preliminary
Techniques
8 TUM KONULAR ARA SINAV
ALL TOPICS MIDTERM
. . Ogretim Yéntem ve = _
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
9 POTANSIYEL TEHLIKE ARZ EDEN YOLCULAR
PASSENGERS THAT OFFER POTENTIAL DANGER
. . Ogretim Yontem ve - -
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 |Bagaj islemleri

Baggage Transactions
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
11 Ugusa Kabul (Check-in) islemleri
Check-in Procedures
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
12 UGUSA KABUL ISLEMLERINDE KULLANILAN DOKUMANLAR
DOCUMENTS USED IN ACCEPTANCE OF FLIGHT PROCEDURES
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
13 Giden Gelen Yolcu Hizmetleri
Outbound Passenger Services
Teorik Dersler / Theoretical Uygulama Lab ?g{ﬁh‘:};:{ﬁgggﬂ\r/‘z Methods On Hazirlik / Preliminary
Technigues
14 Geciken, Kayip ve Hasarli Bagajlar
Delayed, Lost and Damaged Baggage
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
15 TUM KONULAR FINAL SINAVI
FINAL EXAM
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DEGERLENDIRME / EVALUATION

. Savi/ Katki Yuzdesi /
Yanyil (Yil) Ii Etkinlikleri / Term (or Year) Learning Activities Nun}llber Percentage of
Contribution (%)
Ara Sinav / Midterm Examination 1 100
Toplam / Total: 1 100
Basar Notuna Katki Yiizdesi / Contribution to Success Grade(%): 40
Savi/ Katki Yuzdesi /
Yanyil (Yil) Sonu Etkinlikleri / End Of Term (or Year) Learning Activities Nun¥ber Percentage of
Contribution (%)
Final Sinavi / Final Examination 1 100
Toplam / Total: 1 100
Basari Notuna Katki Yiizdesi / Contribution to Success Grade(%): 60
Etkinliklerinin Basar Notuna Katki Yiizdesi(%) Toplami / Total Percentage of Contribution (%) to Success Grade: 100
Degerlendirme Tipi / Evaluation Type:
iS YUKU / WORKLOADS
Siiresi | Toplam Is Yiikii
. Sayi/ (Saat) / (Saat) / Total
SR Er e e Number | Duration Work Load
(Hours) (Hour)
Ara Sinav / Midterm Examination 2 1.00 2.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 2 25.00 50.00
Final Sinavi / Final Examination 2 1.00 2.00
Final Sinavi igiin Bireysel Calisma / Individual Study for Final Examination 2 23.00 46.00
Uygulama/Pratik / Practice 1 25.00 25.00
Toplam / Total: 9 75.00 125.00

Dersin AKTS Kredisi = Toplam is Yiikii (Saat) / 25.00 (Saat/AKTS) = 125.00/25.00 = 5.00 ~ 5.00 / Course ECTS Credit = Total Workload (Hour) / 25.00 (Hour / ECTS) = 125.00 / 25.00 = 5.00 ~ 5.00

PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES
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Ogrenme Ciktilari /
Learning Outcomes

Program Ciktilari / Program Outcomes

1.1.2

1.1.3

1.1.4

1.1.5

1.1.6

1.1.7

1.1.8

1.1.9

1.1.10(1.1.11

1.1.12

1.1.13

1.1.14

1.1.15

1.1.16

1.1.17

1.1.18

1.1.19

1.Yolcu ve bagaj tasimaciligi ile
ilgili ilgili yasal gereksinimleri
yorumlamak / Interpreting the
legal requirements regarding
passenger and baggage
transport

2.Havayollar ve havaalanlari
yolcu hizmetleri islemlerinin
nasil yurataldidginu anlamak /
Understanding how airlines
and airports passenger
services transactions are
handled

3.0Ozel ihtiyaglan olan yolcular
da dahil olmak tzere yolcu ve
bagaj check-in ve boarding
islemleri ile ilgili bilgilenmek /
To be informed about
passenger and baggage check
-in and boarding procedures,
including passengers with
special needs

4 Bilgisayar rezervasyonlari ve
kalkis kontrol sistemleri nasil
calistigini anlayabilmek /
Understanding how computer
reservations and departure
control systems work

5.Musterilerin ylksek
beklentilerini karsilayabilecek
dizeyde nitelikli bir hizmet
sunmak / To provide a qualified
service that can meet the high
expectations of customers
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Ogrenme Ciktilari /
Learning Outcomes

Program Ciktilari / Program Outcomes

1.1.20

1.1.21

1.1.22

1.1.23

1.1.24

1.1.25

1.1.26 (1.1.27(1.1.28|1.1.29|1.1.30|1.1.31

1.1.32

1.1.33

1.1.34

1.1.35

1.1.36

1.1.37

1.Yolcu ve bagaj tasimaciligi ile
ilgili ilgili yasal gereksinimleri
yorumlamak / Interpreting the
legal requirements regarding
passenger and baggage
transport

2.Havayollar ve havaalanlari
yolcu hizmetleri islemlerinin
nasil yurataldidginu anlamak /
Understanding how airlines
and airports passenger
services transactions are
handled

3.0Ozel ihtiyaglan olan yolcular
da dahil olmak tzere yolcu ve
bagaj check-in ve boarding
islemleri ile ilgili bilgilenmek /
To be informed about
passenger and baggage check
-in and boarding procedures,
including passengers with
special needs

4 Bilgisayar rezervasyonlari ve
kalkis kontrol sistemleri nasil
calistigini anlayabilmek /
Understanding how computer
reservations and departure
control systems work

5.Musterilerin ylksek
beklentilerini karsilayabilecek
dizeyde nitelikli bir hizmet
sunmak / To provide a qualified
service that can meet the high
expectations of customers

Katki Dlizeyi / Contribution Level : 1-Cok Duistik / Very low, 2-Diisiik / Low, 3-Orta / Moderate, 4-Yuksek / High, 5-Cok Yiiksek / Very high
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