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E English Ladder Book map

Your route through the book

01 Safety Culture and Stop-Work Authority, page 4

Use a direct stop-work message, describe an observation, and preserve the authorized restart boundary.
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Give a timestamped operations summary that preserves separate aircraft and crew statuses.
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Request the correct maintenance references and distinguish a proposed deferral from an authorized decision.

04 Irregular Operations and Passenger Communication, page 43

Correct conflicting information, separate update and departure times, and offer a verified assistance route.

05 Ground Handling and Turnaround Performance, page 57

Confirm task ownership and report a catering balance without confusing arrival, receipt, and completion.

06 Security and Access Control, page 69

Refuse an access shortcut professionally and offer the approved verification route without implying automatic
entry.

07 Incident Reporting and Investigation, page 83

Separate firsthand observation, another person's report, and a causal conclusion in an occurrence record.

08 Regulatory Audits and Readiness, page 94

Report evidence coverage accurately, assign outstanding checks, and avoid unsupported compliance claims.

Professional communication notes, page 3 Three additional workplace cases, page 110
Answers and explanations, page 122 Phrase finder, page 180
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Suggested study range: B2-C1. This is an editorial study range, not a certified proficiency assessment.
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E English Ladder Professional field notes

Precision matters before confidence

Aviation teams need language that separates observation, expectation, and authorization.
Speak directly when an action needs to stop, preserve uncertainty when facts are incomplete,
and confirm who has accepted the next task.

Name the action and the concern

In a safety escalation, indirect hints can conceal the urgency. Use the applicable local procedure,
identify the affected activity, and report what you observed without inventing a diagnosis.
"The task remains stopped under the local process; the reported condition still needs assessment."

Attach status to each item

A provisional aircraft assignment and an unresolved crew question are not a confirmed operating
plan. Keep the time basis and source visible as information changes.
"Aircraft assignment is provisional; crew confirmation is pending as of 10:10 UTC."

Close the communication loop

Sending a handover is not the same as someone accepting it. Name the receiving person, confirm
the task and current status, and distinguish acceptance from completion.
"Elin has accepted the catering handover; delivery completion is still pending."

Report facts before conclusions

A time sequence, a reported sound, and observed damage do not by themselves prove a cause.
Preserve the source of each statement and leave causal findings to the appropriate review.
"l observed the damage at 09:42; | did not witness the contact that caused it."

Professional boundaries

All cases and local processes are fictional. This is a language book, not flight, dispatch,
maintenance, security, or emergency training. It does not teach operational radio phraseology or
authorize aircraft release. Follow current approved manuals, qualified personnel, and applicable
authority requirements.
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E English Ladder Lesson 01 / Situation

O Read the situation

LESSON 01 / SAFETY CULTURE AND STOP-WORK AUTHORITY

Use a direct stop-work message, describe an observation, and preserve the

a

uthorized restart boundary.

A concern must remain visible under schedule pressure

At 08:40 local time, ramp agent Dana observes an unidentified wet patch beside ground
equipment at Stand 6. Dana invokes the fictional site's local stop-work process for the
affected task and informs supervisor Malik. The equipment team has not assessed the
patch or its source. Under this local process, the affected task stays stopped until the
designated supervisor completes the required assessment and authorizes restart. Dana is
not authorized to handle the substance or repair equipment. A colleague suggests
continuing because the turnaround is behind schedule. No injury or equipment fault has
been established.

People: Dana, Ramp agent; Malik, Ground-operations supervisor.

Read the record

Choose one answer per question using the facts above.

1
A
B
C
D
2
A
B.
C
D
3
A
B
C
D

. What did Dana directly observe?

. A proved hydraulic failure

. A confirmed injury

. A completed repair

. An unidentified wet patch beside equipment

. What is the affected task's current status?

. Cleared because the flight is late
Stopped under the local process
. Automatically restarted

. Completed without concern

. What does schedule pressure change about restart authority?

. The reporter must repair the equipment.

Nothing; the required authorization is still needed.
. Any colleague can waive it.

. A late turnaround proves the patch is harmless.

Answers and explanations, page 122
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ﬂ English Ladder

0 Vocabulary in use

CORE TERMS

ramp

The airport area used for aircraft servicing and
related ground activity.

report a ramp concern

ground support equipment (GSE)

Equipment used to support aircraft ground
operations.

identify ground support equipment

safety risk

The assessed likelihood and severity of harm
from a hazard.

assess safety risk

affected task

The specific activity subject to the concern or
restriction.

identify the affected task

restart authorization

Permission to resume after the required
conditions are satisfied.

obtain restart authorization

hazard report

A record communicating a potentially harmful
condition.

submit a hazard report

Lesson 01 / Vocabulary

stand
A designated aircraft parking position.
identify the affected stand

hazard

A condition or object with potential to cause
harm.

report a potential hazard

stop-work authority

Authority under the relevant process to halt an
unsafe or uncertain task.

invoke stop-work authority

escalation route

The defined path for raising a concern to the
responsible people.

follow the escalation route

safety management system (SMS)

An organized approach to managing safety risks
and controls.

support the safety management system

risk control
A measure intended to reduce or manage risk.

verify a risk control

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

ramp RAMP

report a ramp concern

Keep the meaning precise: The airport area used for aircraft servicing and related ground activity.

stop-work authority STOP-WORK AUTHORITY

invoke stop-work authority

Keep the meaning precise: Authority under the relevant process to halt an unsafe or uncertain task.

English for Work
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E English Ladder

Lesson 01 / Vocabulary

© Precision and professional

shorthand

EXTEND YOUR RANGE

safety assurance

Checking whether safety arrangements remain
effective.

support safety assurance

just culture

An approach balancing fair reporting, learning,
and accountability.

support a just culture

schedule pressure
Pressure to meet a planned operating time.
recognize schedule pressure

unidentified substance

Material whose identity has not been
established.

report an unidentified substance

qualified assessment

Evaluation by personnel with the required
competence and authority.

request a qualified assessment

closed-loop communication

Communication in which receipt and
understanding are confirmed.

use closed-loop communication

safety promotion

Training and communication that support safe
working practices.

strengthen safety promotion

authority gradient

The influence of rank differences on
communication.

reduce the authority gradient

situational awareness

Understanding the relevant conditions and their
implications.
maintain situational awareness

direct observation

Something personally seen or otherwise
perceived.

distinguish direct observation

hold point

A stage beyond which activity cannot proceed
without a required condition.

respect the hold point

residual risk

Risk remaining after the relevant controls are
applied.

assess residual risk

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

risk control RISK CONTROL

verify a risk control

Keep the meaning precise: A measure intended to reduce or manage risk.

schedule pressure SCHEDULE PRESSURE

recognize schedule pressure

Keep the meaning precise: Pressure to meet a planned operating time.

English for Work
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E English Ladder

Lesson 01 / Phrase bank

@O Phrases that move the work

forward

State the action clearly

The affected task is stopped under our local
process.

Give the observation time

| observed it at 08:40 local time.

Request qualified review

The equipment team needs to assess the
condition.

Name the restart boundary

Restart requires the designated supervisor's
authorization.

Avoid self-assigned repair
| am not authorized to handle the substance or
repair the equipment.

Respond to pressure

The delay does not remove the assessment
requirement.

Name the next responsibility

| will coordinate the required assessment.

Preserve the record

Record the time, location, observation, and
action taken.

Locate the observation

| saw a wet patch beside the equipment at
Stand 6.

Separate observation and cause

| have not identified the substance or its source.

Avoid an unsafe assumption

We cannot treat it as harmless because the
schedule is tight.

Check understanding

Please confirm that the task remains stopped.

Keep the report factual

No injury or equipment fault has been
established.

Acknowledge the report
Thank you for raising the concern promptly.

Keep acknowledgement separate

I have received the report; that is not restart
approval.

Close the loop

We will communicate any authorized change in
status explicitly.

Precision in real exchanges

Purpose: Separate observation and cause

Useful wording: | have not identified the substance or its source.

Purpose: Request qualified review

Useful wording: The equipment team needs to assess the condition.

English for Work
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E English Ladder Lesson 01 / Response choices

© Choose the response that fits

Choose one response for each situation. Preserve the facts, the decision boundary, and the purpose of the
exchange.

. Which message best preserves the facts?

1
A. Continue unless the schedule improves.

B. Task stopped: unidentified wet patch observed beside equipment at Stand 6, 08:40 local.
C. Hydraulic failure confirmed, although nobody assessed it.

D

. Everything is safe because no injury is reported.

. Which response to pressure is appropriate?

. We can skip review because we are late.

2

A

B. Quietly resume and complete the report later.

C. Ask the least experienced worker to test the substance.
D

. The task remains stopped until the required assessment and restart authorization.

3. A colleague needs the term for this meaning: A condition or object with potential
to cause harm. Which term fits?

A. restart authorization
B. qualified assessment
C. just culture

D. hazard
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E English Ladder Lesson 01 / Response choices

© Choose the response that fits /
continued

4. Rebuild the exchange from "A concern must remain visible under schedule
pressure”. Dana: "A colleague says the turnaround is already behind schedule and
suggests continuing while the equipment team checks. | need a clear response to
that suggestion.” Malik: [missing response] Dana: "l will tell the team the task is still
stopped; the patch has not been identified." Which response belongs in the gap?

A. That distinction between direct observation and interpretation matters. We should record
what you saw and the action taken, without filling the missing information with a guessed
fault.

B. That is the correct hold point. | will coordinate the assessment and keep the relevant teams
informed. Do not substitute the turnaround target for the required decision.

C. Schedule pressure does not remove the hold. Under this process, the affected task remains
stopped until the assessment is complete and the designated supervisor authorizes restart.

D. Correct. The qualified assessment informs the decision, but it is not an unspoken release.
Any authorized change must be communicated explicitly through the local process.

Answers and explanations, page 122

One useful distinction

Dana can report a wet patch without naming the substance or declaring an equipment failure. The
observation warrants the local process, but it does not establish cause, injury, or the correct
technical remedy.
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E English Ladder Lesson 01 / Conversation

© Conversation

A concern must remain visible under schedule pressure

A concern must remain visible under schedule pressure

Complete the numbered gaps. Use each bank entry once; some entries contain several words.

01

02

03

04

05

06

WORD AND PHRASE BANK

hazard report / unidentified substance / hold point / situational awareness /
qualified assessment / direct observation / authority gradient / restart authorization /
Schedule pressure / closed-loop communication

Dana: The affected task at Stand 6 is stopped under our local process. | saw a wet patch
beside the ground equipment at eight forty local time.

Malik: | have received the 1 . Thank you for raising it. Keep the task
status clear while | coordinate the required assessment. Have you identified the material or
its source?

Dana: No. | observed the patch, but | cannot identify the substance. | have not handled it
or attempted a repair outside my role.

Malik: That distinction between 2 and interpretation matters. We
should record what you saw and the action taken, without filling the missing information
with a guessed fault.

Dana: A colleague says the turnaround is already behind schedule and suggests
continuing while the equipment team checks. | need a clear response to that suggestion.

Malik: 3 does not remove the hold. Under this process, the affected
task remains stopped until the assessment is complete and the designated supervisor
authorizes restart.
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E English Ladder Lesson 01 / Conversation

© Conversation / continued

07

08

09

10

Dana: | will tell the team the task is still stopped; the patch has not been identified.

Malik: Refer to the 4 requirement. Name the task and current status,
then direct questions through the responsible supervisor. You do not need to accuse
anyone to keep the instruction firm.

Dana: Should | describe the patch as hydraulic fluid in the written record? It is beside
equipment, but nobody has confirmed what it is.

Malik: Use > or simply describe the wet patch. Location beside
equipment does not establish its source. The qualified team can supply verified findings
through the proper record.

Conversation continues on the next page.
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E English Ladder Lesson 01 / Conversation

A concern must remain visible under
schedule pressure

CONVERSATION / CONTINUED

11 Dana: Understood. | will give the stand, observation time, visible condition, and the fact
that | invoked the local stop-work process. No injury is established.

12 Malik: That supports 6 without inventing a diagnosis. It also helps the
incoming staff understand what remains unresolved, especially if the handover occurs
before the assessment is complete.

13 Dana: The senior agent asked whether | was questioning his experience. | am not; | need
him to understand that nobody has authorized a restart.

14 Malik: The ’ should not hide the concern. You can be courteous and
explicit: the task is stopped under the local process, and restart authorization is still
required.

15 Dana: | will use that wording. | will also ask the receiving person to repeat the task status
so that a brief acknowledgement is not mistaken for agreement to continue.

16  Malik: That is 8 . Check that they understood the affected task and the
restart condition. A quick response such as noted is not always enough to show that shared
understanding.

17 Dana: Once the equipment team has assessed the patch, | will wait for the designated
supervisor's decision rather than infer permission from people returning to the area.

18 Malik: Correct. The 9 informs the decision, but it is not an unspoken
release. Any authorized change must be communicated explicitly through the local
process.
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E English Ladder Lesson 01 / Conversation

A concern must remain visible under
schedule pressure / continued

19 Dana: For now, the affected task remains stopped. The substance and source are
unconfirmed, assessment is pending, and nobody has communicated restart authorization.

20 Malik: That is the correct 10 | will coordinate the assessment and keep
the relevant teams informed. Do not substitute the turnaround target for the required
decision.

CHECK THE GAPS

1. hazard report / 2. direct observation / 3. Schedule pressure / 4. restart authorization / 5. unidentified
substance / 6. situational awareness / 7. authority gradient / 8. closed-loop communication / 9. qualified
assessment / 10. hold point

Why these answers fit, page 123
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E English Ladder Lesson 01 / Repair

@ Check accuracy and scope

A concern must remain visible under schedule pressure

Return to the case

At 08:40 local time, ramp agent Dana observes an unidentified wet patch beside ground
equipment at Stand 6. Dana invokes the fictional site's local stop-work process for the
affected task and informs supervisor Malik. The equipment team has not assessed the
patch or its source. Under this local process, the affected task stays stopped until the
designated supervisor completes the required assessment and authorizes restart. Dana is
not authorized to handle the substance or repair equipment. A colleague suggests
continuing because the turnaround is behind schedule. No injury or equipment fault has
been established.

Choose one answer per question. Use the case facts and keep any uncertainty or limits intact.

. What does a supervisor's acknowledgement establish?

. The equipment is repaired.

1

A

B. Restart has been authorized.

C. The substance has been identified.
D

. The concern has been received.
. Which statement about reporting is accurate?

. Record the observation and action without assigning an unverified cause.

2
A
B. Invent a fault category to make the form look complete.
C. Omit the stop because it affected punctuality.

D

. State that every hazard report guarantees immunity from consequences.

Answers and explanations, page 125

Listen for the distinction

Switch roles for turns 11-20; keep the stop statement direct and the assessment separate from
restart authorization.

Directness can be professional care

A clear stop-work statement may sound abrupt to someone accustomed to soft requests. In the
supplied case, the action boundary needs to be unmistakable. Explain the observation and use the
local escalation route; do not weaken the message to protect a senior colleague from mild
discomfort.
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ﬂ English Ladder Lesson 01 / Guided speaking

@ Say it / transfer to a new case

Report the condition, not a guessed fault

At Stand 9, a worker observes an unidentified patch at 07:20 local. The affected task is stopped
under the local process. Assessment and restart authorization are pending.

Complete the four gaps. With a partner, read alternate roles, then switch. Studying alone, read both roles
and pause before each response.

WORD AND PHRASE BANK
unidentified / 9 / 07:20 / authorization

01 Worker: The observation was at Stand 1

02 Supervisor: The time was ? local.

03 Worker: The substance remains 3

04 Supervisor: The task remains stopped pending the required restart 4

CHECK THE GAPS
1.9/ 2.07:20/ 3. unidentified / 4. authorization

Why these answers fit, page 125
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E English Ladder Lesson 01 / Guided speaking

@ Say it / transfer to a new case /
continued

Rebuild the exchange

Choose the missing response. Read the completed three-turn exchange aloud, changing roles on the
second reading.

1. Rebuild the exchange from "A concern must remain visible under schedule pressure".
Dana: "The senior agent asked whether | was questioning his experience. | am not; |
need him to understand that nobody has authorized a restart.” Malik: [missing response]
Dana: "l will use that wording. | will also ask the receiving person to repeat the task
status so that a brief acknowledgement is not mistaken for agreement to continue.”
Which response belongs in the gap?

A. The authority gradient should not hide the concern. You can be courteous and explicit: the task is
stopped under the local process, and restart authorization is still required.

B. That supports situational awareness without inventing a diagnosis. It also helps the incoming staff
understand what remains unresolved, especially if the handover occurs before the assessment is
complete.

C. That distinction between direct observation and interpretation matters. We should record what you
saw and the action taken, without filling the missing information with a guessed fault.

D. Use unidentified substance or simply describe the wet patch. Location beside equipment does not
establish its source. The qualified team can supply verified findings through the proper record.

Answers and explanations, page 126
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E English Ladder Lesson 02 / Situation

O Read the situation

LESSON 02 / OPERATIONS CONTROL AND DISPATCH COORDINATION

Give a timestamped operations summary that preserves separate aircraft and crew
statuses.

A provisional plan was labeled confirmed

At 10:10 UTC, a coordination snapshot for fictional Flight EL204 lists fleet aircraft A12 as
provisional. Crew control has not confirmed the assigned crew's status. The planning
target is an 11:00 UTC off-block time, not a cleared departure. Planner Nina finds a draft
message calling the aircraft, crew, and departure confirmed. Operations coordinator Joel
will seek aircraft confirmation, while crew controller Sara owns the crew-status check.

Both will provide their next status at 10:25 UTC. These are two tracked planning items, not
an exhaustive release checklist; all other approved operating processes still apply.

People: Nina, Operations planner; Joel, Operations coordinator.

Read the record

Choose one answer per question using the facts above.

. What is the aircraft assignment's status at 10:10 UTC?
. Provisional
Finally confirmed
. Canceled
. lrrelevant to planning

. What does 11:00 UTC represent?

1

A

B

C

D

2

A. The next crew-status update
B. A planning target for off-block time
C. An authorized departure

D. A completed takeoff

3

A

B

C

D

. Who owns the crew-status check?

. The station receiving the update
. Sara in crew control

. Joel, who owns the aircraft check
. Nina, who found the draft

Answers and explanations, page 127
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E English Ladder

© Vocabulary in use

CORE TERMS

operations control center (OCC)

The unit coordinating an airline's operational
activity.

contact the operations control center

dispatch coordination

Communication among the relevant flight-
planning and operating functions.

coordinate with dispatch

fleet identifier

An internal label identifying an aircraft in the
fleet.

confirm the fleet identifier

crew control

The function coordinating crew assignments and
related status.

contact crew control

crew roster
The schedule of assigned crew duties.
check the crew roster

qualification

A required credential or demonstrated
competence for a role.

verify crew qualifications

Lesson 02 / Vocabulary

operational control

Responsibility for decisions about initiating,
conducting, or ending a flight under applicable
rules.

distinguish operational control

aircraft assignment
Allocation of a particular aircraft to an operation.
verify the aircraft assignment

provisional plan

A proposed arrangement that remains subject to
confirmation.

label a provisional plan

crew status

The verified position of the relevant crew
requirements or assignment.

confirm crew status

duty period

A defined period of crew duty under applicable
rules.

verify the duty period

positioning
Moving crew or aircraft to a required location.
coordinate crew positioning

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

operations control center (OCC) OPERATIONS CONTROL CENTER (OCC)

contact the operations control center

Keep the meaning precise: The unit coordinating an airline's operational activity.

PROVISIONAL PLAN

label a provisional plan

provisional plan

Keep the meaning precise: A proposed arrangement that remains subject to confirmation.

English for Work
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E English Ladder

Lesson 02 / Vocabulary

0 Precision and professional

shorthand

EXTEND YOUR RANGE

off-block time
The time an aircraft leaves its parking position.
distinguish off-block time

target time

A planning objective rather than proof of
completion or clearance.

label the target time

timestamp

A recorded time attached to information or an
event.

preserve the timestamp

dependency

A condition or input on which a later action
relies.

track an unresolved dependency

flight release

The applicable authorized release
documentation or decision for an operation.

verify flight release status

confirmation source
The responsible origin of a verified status.
identify the confirmation source

estimated off-block time (EOBT)

The estimated time the aircraft will leave its
parking position.

update the estimated off-block time

UTC

Coordinated Universal Time, a common aviation
time reference.

state times in UTC

status snapshot
A report of known conditions at a particular time.
issue a status snapshot

operating restriction
A limitation applying to an operation.
communicate operating restrictions

contingency aircraft

An alternative aircraft considered if the original
plan cannot proceed.

assess a contingency aircraft

planning assumption

A condition treated as a basis for a plan but not
yet established.

expose a planning assumption

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

positioning POSITIONING

coordinate crew positioning

Keep the meaning precise: Moving crew or aircraft to a required location.

timestamp TIMESTAMP

preserve the timestamp

Keep the meaning precise: A recorded time attached to information or an event.

English for Work
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E English Ladder

Lesson 02 / Phrase bank

@O Phrases that move the work

forward

Give the time basis
This is the status as of 10:10 UTC.

Label the crew item

Crew confirmation is still pending.

Describe the target

The planning target is 11:00 UTC off-block.

Name the aircraft owner

Joel is checking the aircraft assignment.

Give the next check-in
Both owners will update at 10:25 UTC.

Preserve the source

Please include who confirmed each status.

Separate dependencies

Aircraft confirmation does not confirm the crew.

Ask for a readback

Please repeat the target and the two current
statuses.

Label the aircraft

Al2 remains provisionally assigned.

Correct the draft
Confirmed is not supported by this snapshot.

Avoid release language
That target is not a departure clearance.

Name the crew owner

Sara in crew control owns the crew-status
check.

Keep resolution uncertain

The next update may still show an unresolved
item.

Avoid a stale message

Replace the earlier draft with the timestamped
correction.

Keep other requirements visible
All other approved operating processes still
apply.

Close the coordination

We will revise the plan when verified
information changes.

Precision in real exchanges

Purpose: Correct the draft

Useful wording: Confirmed is not supported by this snapshot.

Purpose: Describe the target

Useful wording: The planning target is 11:00 UTC off-block.

English for Work
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E English Ladder Lesson 02 / Response choices

(© Choose the response that fits

Choose one response for each situation. Preserve the facts, the decision boundary, and the purpose of the
exchange.

. Which short update is accurate?

. The aircraft has already taken off.

1

A

B. All release requirements are satisfied because a target exists.

C. At 10:10 UTC, Al12 is provisional, crew is pending, and 11:00 is the off-block target.
D

. Aircraft, crew, and departure are confirmed.

. What does aircraft confirmation alone establish?

. The aircraft assignment's status, not crew confirmation

2
A
B. Every operating requirement
C. The actual off-block time

D

. That crew-control review is unnecessary

3. A colleague needs the term for this meaning: Allocation of a particular aircraft to
an operation. Which term fits?

A. crew roster

B. target time

C. flight release

D. aircraft assignment
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E English Ladder Lesson 02 / Response choices

© Choose the response that fits /
continued

4. Rebuild the exchange from "A provisional plan was labeled confirmed". Nina:
"Then the eleven-hundred time also needs a qualifier. Is it our planned off-block
time, or has someone authorized a departure at that time?" Joel: [missing responsel]
Nina: "Then | will replace confirmed with the separate aircraft, crew, and target
labels. Which snapshot time should go at the top?" Which response belongs in the
gap?
A. Use UTC throughout. Do not silently translate a number while keeping its original label. The
recipient should see the same time basis for the snapshot, target, and next check-in.

B. Include the timestamp of ten-ten UTC. These statuses may change, and recipients need to
know which snapshot they are reading rather than treating every copied message as
current.

C. It is a target time for off-block at eleven hundred UTC. It is not a departure clearance. The
draft has combined a planning objective with two unfinished confirmations.

D. ldentify the confirmation source for each later update. If someone asks why a status
changed, we should be able to point to verified information rather than a wording
preference.

Answers and explanations, page 127

One useful distinction

Aircraft A12 is provisional, crew status is unconfirmed, and 11:00 UTC is a planning target. Keep all
three qualifiers in a short update. Replacing them with confirmed changes the operational meaning
of the message.
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E English Ladder Lesson 02 / Conversation

© Conversation

A provisional plan was labeled confirmed

A provisional plan was labeled confirmed

Complete the numbered gaps. Use each bank entry once; some entries contain several words.

WORD AND PHRASE BANK

flight release / aircraft assignment / target time / dependency / crew status / timestamp
/ confirmation source / UTC / Crew control / status snapshot

01 Nina: The draft says aircraft, crew, and departure confirmed. That does not match the ten-
ten UTC snapshot. Can we check each item before the message goes out?

02 Joel: Yes. The ! for A12 is still provisional. | am checking it, but | have
not received the confirmation needed to change that status.

03 Nina: The crew field names a team, which may be why the draft looked complete. Does a
name in that field mean crew control has confirmed the status?

04 Joel: No. 2 has not confirmed it. Sara owns that check. We should show
the unresolved status rather than infer readiness from an assigned name.

05 Nina: Then the eleven-hundred time also needs a qualifier. Is it our planned off-block time,
or has someone authorized a departure at that time?

06 Joel:Itisa?3 for off-block at eleven hundred UTC. It is not a departure
clearance. The draft has combined a planning objective with two unfinished confirmations.

07 Nina: Then | will replace confirmed with the separate aircraft, crew, and target labels.
Which snapshot time should go at the top?

08 Joel: Include the 4 of ten-ten UTC. These statuses may change, and
recipients need to know which snapshot they are reading rather than treating every copied
message as current.

09 Nina: Can | put your name against both checks, or does the crew item need a different

contact?

10 Joel: | own the aircraft check; Sara owns > . Both of us will provide a
status at ten twenty-five UTC. That is the next check-in, not a promise that both items will
be resolved.

Conversation continues on the next page.
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E English Ladder Lesson 02 / Conversation

A provisional plan was labeled
confirmed

CONVERSATION / CONTINUED

11

12

13

14

15

16

17

18

Nina: Suppose you confirm Al12 at ten twenty, but Sara is still waiting at ten twenty-five.
We should report one confirmed item and one pending item, correct?

Joel: Correct. Each © retains its own status. Do not upgrade the whole
plan to confirmed because one favorable answer arrives, or leave the earlier provisional
aircraft label unchanged after verification.

Nina: What should we say about release requirements beyond these two items? | do not
want readers to treat our brief planning update as the complete operating checklist.

Joel: State that the applicable 7 process and all other required checks
still apply. This message tracks aircraft and crew coordination; it does not replace
authorized operational decisions or approved manuals.

Nina: | will withdraw the old draft so colleagues do not continue forwarding the
unsupported confirmation.

Joel: Identify the 8 for each later update. If someone asks why a status
changed, we should be able to point to verified information rather than a wording
preference.

Nina: There is one more risk: a local station might read eleven hundred on its own clock.
Every time in this exchange should retain the same reference.

Joel: Use ? throughout. Do not silently translate a number while
keeping its original label. The recipient should see the same time basis for the snapshot,
target, and next check-in.
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E English Ladder Lesson 02 / Conversation

A provisional plan was labeled
confirmed / continued

19 Nina: The revised message reads: as of ten-ten UTC, Al12 provisional, crew confirmation
pending, target off-block eleven hundred UTC, next owner updates at ten twenty-five UTC.

20 Joel: That is a clear 10 . Send it as the correction, keep the separate
owners visible, and revise it when verified information changes. The overall release
boundary remains unchanged.

CHECK THE GAPS

1. aircraft assignment / 2. Crew control / 3. target time / 4. timestamp / 5. crew status / 6. dependency / 7.
flight release / 8. confirmation source / 9. UTC / 10. status snapshot

Why these answers fit, page 128
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E English Ladder Lesson 02 / Repair

@ Check accuracy and scope

A provisional plan was labeled confirmed

Return to the case

At 10:10 UTC, a coordination snapshot for fictional Flight EL204 lists fleet aircraft A12 as
provisional. Crew control has not confirmed the assigned crew's status. The planning
target is an 11:00 UTC off-block time, not a cleared departure. Planner Nina finds a draft
message calling the aircraft, crew, and departure confirmed. Operations coordinator Joel
will seek aircraft confirmation, while crew controller Sara owns the crew-status check.
Both will provide their next status at 10:25 UTC. These are two tracked planning items, not
an exhaustive release checklist; all other approved operating processes still apply.

Choose one answer per question. Use the case facts and keep any uncertainty or limits intact.

. Which phrase should not be used for the 11:00 target?

. Cleared departure

1

A

B. Planning target

C. Proposed off-block time
D

. Subject to the required operating decisions

. What should happen at 10:25 if crew status remains unresolved?

. Change it to confirmed to avoid another update.

2
A
B. Delete the item from the message.
C. Claim every check failed.

D

. Report it as pending with the current timestamp and owner.

Answers and explanations, page 130

Listen for the distinction

Switch roles and repeat turns 9-14. Stress Joel versus Sara and one confirmed item versus the
whole plan.

One label cannot describe several dependencies

A plan can look complete because every field contains text. Separate the status of each
dependency before using an overall label. A colleague who asks for the source and timestamp is
checking the meaning of confirmed, not refusing to cooperate with the plan.
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ﬂ English Ladder Lesson 02 / Guided speaking

@ Say it / transfer to a new case

Keep the planning labels attached

At 12:05 UTC, aircraft B7 is provisional and crew confirmation is pending. Target off-block is 13:00
UTC. The next coordination update is 12:20 UTC; no release is established.

Complete the four gaps. With a partner, read alternate roles, then switch. Studying alone, read both roles
and pause before each response.

WORD AND PHRASE BANK

provisional / target / 12:20 / pending

01 Planner: B7 is still 1

02 Coordinator: Crew confirmation remains 2

03 Planner: Thirteen hundred is the off-block 3

04 Coordinator: The next update is at 4 UTC.

CHECK THE GAPS
1. provisional / 2. pending / 3. target / 4. 12:20

Why these answers fit, page 130
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E English Ladder Lesson 02 / Guided speaking

@ Say it / transfer to a new case /
continued

Rebuild the exchange

Choose the missing response. Read the completed three-turn exchange aloud, changing roles on the
second reading.

1. Rebuild the exchange from "A provisional plan was labeled confirmed". Nina: "What
should we say about release requirements beyond these two items? | do not want
readers to treat our brief planning update as the complete operating checklist.” Joel:
[missing response] Nina: "l will withdraw the old draft so colleagues do not continue
forwarding the unsupported confirmation." Which response belongs in the gap?

A. Identify the confirmation source for each later update. If someone asks why a status changed, we
should be able to point to verified information rather than a wording preference.

B. State that the applicable flight release process and all other required checks still apply. This message
tracks aircraft and crew coordination; it does not replace authorized operational decisions or approved
manuals.

C. Correct. Each dependency retains its own status. Do not upgrade the whole plan to confirmed
because one favorable answer arrives, or leave the earlier provisional aircraft label unchanged after
verification.

D. Use UTC throughout. Do not silently translate a number while keeping its original label. The recipient
should see the same time basis for the snapshot, target, and next check-in.

Answers and explanations, page 131
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E English Ladder Cumulative review / Lessons 1-2

Review 1 / Meaning and context

Use language from the lessons you have completed. Choose one answer per question.

Case file

Revisit "Safety Culture and Stop-Work Authority" and "Operations Control and Dispatch
Coordination". Choose precise terminology, then reconstruct the missing responses using
both neighboring turns. The final two questions also revisit earlier conversations.

1. A colleague needs the term for this meaning: Equipment used to support aircraft
ground operations. Which term fits?

A. escalation route

B. direct observation

C. safety promotion

D. ground support equipment (GSE)

2. A colleague needs the term for this meaning: The verified position of the relevant
crew requirements or assignment. Which term fits?

A. off-block time

B. crew status

C. dependency

D. operations control center (OCC)

3. Rebuild the exchange from "A concern must remain visible under schedule
pressure”. Dana: "Should | describe the patch as hydraulic fluid in the written
record? It is beside equipment, but nobody has confirmed what it is.” Malik: [missing
response] Dana: "Understood. | will give the stand, observation time, visible
condition, and the fact that | invoked the local stop-work process. No injury is
established." Which response belongs in the gap?

A. That distinction between direct observation and interpretation matters. We should record
what you saw and the action taken, without filling the missing information with a guessed
fault.

B. The authority gradient should not hide the concern. You can be courteous and explicit: the
task is stopped under the local process, and restart authorization is still required.

C. Use unidentified substance or simply describe the wet patch. Location beside equipment
does not establish its source. The qualified team can supply verified findings through the
proper record.

D. That supports situational awareness without inventing a diagnosis. It also helps the
incoming staff understand what remains unresolved, especially if the handover occurs
before the assessment is complete.
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E English Ladder Cumulative review / Lessons 1-2

Review 1 / Meaning and context /
continued

4. Rebuild the exchange from "A provisional plan was labeled confirmed". Nina:
"There is one more risk: a local station might read eleven hundred on its own clock.
Every time in this exchange should retain the same reference." Joel: [missing
response] Nina: "The revised message reads: as of ten-ten UTC, Al12 provisional,
crew confirmation pending, target off-block eleven hundred UTC, next owner
updates at ten twenty-five UTC." Which response belongs in the gap?

A. ldentify the confirmation source for each later update. If someone asks why a status
changed, we should be able to point to verified information rather than a wording
preference.

B. It is a target time for off-block at eleven hundred UTC. It is not a departure clearance. The
draft has combined a planning objective with two unfinished confirmations.

C. Use UTC throughout. Do not silently translate a number while keeping its original label. The
recipient should see the same time basis for the snapshot, target, and next check-in.

D. That is a clear status snapshot. Send it as the correction, keep the separate owners visible,
and revise it when verified information changes. The overall release boundary remains
unchanged.

Answers and explanations, page 162
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E English Ladder Lesson 03 / Situation

O Read the situation

LESSON 03 / MAINTENANCE DEFERRALS AND MEL LANGUAGE

Request the correct maintenance references and distinguish a proposed deferral
from an authorized decision.

A deferral note is missing its basis and status

Coordinator Priya receives a note for fictional defect record D17 reading, "Deferred; okay
to operate." It gives no approved operator MEL item reference, document revision,
applicable conditions, or authorized decision record. Maintenance controller Tomas
confirms that D17 is still under review and that no deferral authorization is recorded. D17
is an internal defect identifier, not an MEL reference. The coordinator must correct the
status message, request the relevant controlled records through maintenance control, and
preserve the unresolved status. The exercise does not specify an aircraft fault or
determine whether any item is eligible for deferral.

People: Priya, Maintenance coordinator; Tomas, Maintenance controller.

Read the record

Choose one answer per question using the facts above.

. What is the verified status of D17?
. Authorized for indefinite operation
Repaired and closed
. Approved solely because the note says deferred
. Under review with no deferral authorization recorded
. What is D17?

. A universal repair interval

. An internal defect identifier
. A verified MEL item reference
. Can the learner determine deferral eligibility from this case?

No; the fault and applicable technical conditions are not supplied.
. Yes; every defect can be deferred.

1
A
B
C
D
2
A
B. An aircraft operating clearance
C
D
3
A
B
C. Yes; any coordinator may approve it.
D

. Yes; a short note replaces the approved documents.

Answers and explanations, page 132
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E English Ladder

© Vocabulary in use

CORE TERMS

minimum equipment list (MEL)

An operator-specific approved basis for limited
operation with specified inoperative items,
subject to conditions.

consult the approved MEL

deferral

Authorized postponement of rectification under
applicable conditions.

verify a maintenance deferral

defect record

Documentation identifying a reported equipment

problem.
trace the defect record

item reference

The precise document entry relevant to the
matter.

verify the item reference

applicability

Whether a document or condition governs the
particular case.

verify applicability

operating limitation
A boundary governing permitted operation.
preserve operating limitations

Lesson 03 / Vocabulary

master minimum equipment list
(MMEL)

An aircraft-type baseline used in developing an
operator's MEL.

distinguish the MMEL

proposed deferral

A suggested postponement not yet established
as authorized.

label a proposed deferral

defect identifier

The internal code assigned to a reported
problem.

confirm the defect identifier

document revision
An identified version of a controlled document.
check the document revision

proviso

A specified condition attached to permission or
relief.

read the applicable proviso

repair interval
The applicable time window for rectification.
verify the repair interval

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

minimum equipment list (MEL) MINIMUM EQUIPMENT LIST (MEL)

consult the approved MEL

Keep the meaning precise: An operator-specific approved basis for limited operation with specified inoperative

items, subject to conditions.

defect identifier DEFECT IDENTIFIER

confirm the defect identifier

Keep the meaning precise: The internal code assigned to a reported problem.

English for Work
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E English Ladder

Lesson 03 / Vocabulary

0 Precision and professional

shorthand

EXTEND YOUR RANGE

rectification
Action that corrects the reported defect.
record rectification

maintenance procedure

A specified technical maintenance action or
sequence.

refer to the maintenance procedure

placard

A required notice or label communicating
equipment status.

verify placard requirements

maintenance control

The function coordinating maintenance status
and related decisions.

contact maintenance control

airworthiness

The status of conformity and condition required
for safe operation under applicable rules.

avoid assuming airworthiness

English for Work

ENGLISHLADDER.COM

inoperative

Not functioning as required for the relevant
purpose.

describe an inoperative item

operational procedure
A specified operating action or sequence.
refer to the operational procedure

technical log

The controlled record of aircraft defects and
maintenance status.

reconcile the technical log

authorized sign-off

A recorded decision or certification by an
appropriately authorized person.

verify authorized sign-off

configuration deviation list (CDL)

Approved conditions for operation with specified
external parts missing.

distinguish the CDL
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E English Ladder Lesson 03 / Vocabulary

© Precision and professional
shorthand / continued

nonessential equipment and release statement

furnishings (NEF) A communication of the relevant authorized
A defined category managed under the operational or maintenance release status.
applicable approved program. verify the release statement

verify NEF applicability

Say it in context
Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.
repair interval REPAIR INTERVAL

verify the repair interval

Keep the meaning precise: The applicable time window for rectification.

placard PLACARD
verify placard requirements

Keep the meaning precise: A required notice or label communicating equipment status.
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E English Ladder

Lesson 03 / Phrase bank

@O Phrases that move the work

forward

Quote the unsupported status

The note says deferred, but the authorization is
not recorded.

Separate identifiers

D17 is our defect identifier, not the MEL item
reference.

Check the version

Which approved document revision applies?

Avoid a guessed interval

| cannot infer a repair interval from this note.

Correct the distribution

Please replace the unsupported okay-to-operate
message.

Separate repair
An authorized deferral would not mean the
defect is repaired.

Ask for the decision record

Who authorized the status, and where is it
recorded?

Avoid technical improvisation

Use the actual approved procedures and
qualified personnel.

Identify the case
| am checking defect record D17.

Request the source

Please provide the applicable controlled
reference.

Preserve conditions

The status must include the applicable
conditions.

Name the pending step
Maintenance control is still reviewing the item.

Keep the role boundary

| am requesting clarification, not authorizing a
deferral.

Separate document types

The MMEL is not the operator's approved MEL.

Keep uncertainty visible

No deferral authorization is recorded at present.

Close the handover

Confirm the corrected status in the relevant
controlled record.

Precision in real exchanges

Purpose: Request the source

Useful wording: Please provide the applicable controlled reference.

Purpose: Check the version

Useful wording: Which approved document revision applies?

English for Work
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E English Ladder Lesson 03 / Response choices

© Choose the response that fits

Choose one response for each situation. Preserve the facts, the decision boundary, and the purpose of the
exchange.

. Which correction fits the verified information?

. D17 remains under review; no deferral authorization is recorded.

1

A

B. D17 is approved for unlimited operation.

C. D17 is repaired because someone proposed a deferral.
D

. The aircraft is released solely by this coordination note.

. Which detail is missing from a note that contains only internal defect code D17?

. The code used to track the reported item

2

A

B. The identifier already printed in the note

C. The applicable approved MEL item reference
D

. The internal defect identifier

3. A colleague needs the term for this meaning: A suggested postponement not yet
established as authorized. Which term fits?

A. proposed deferral

B. maintenance procedure
C. applicability

D. airworthiness
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E English Ladder Lesson 03 / Response choices

© Choose the response that fits /
continued

4. Rebuild the exchange from "A deferral note is missing its basis and status". Priya:
"1 think the sender meant that a deferral had been requested. | will check with them,
but I will not keep approved in the current update.” Tomas: [missing response] Priya:
"Please send the controlled reference and decision record when available. What else
must the receiving team see with that reference?" Which response belongs in the
gap?

A. Yes. A proposed deferral is not an authorized decision. We should use the current verified

status and request the actual basis, rather than infer approval from informal shorthand.

B. Correct. The repair interval must be verified in the applicable record. A familiar interval from
another case is not a safe substitute for the conditions governing this one.

C. Request the applicable item reference, document revision, relevant conditions, and recorded
authorized status. Those details come through the qualified process. This message does not
replace the actual technical records.

D. Exactly. D17 is the defect identifier. It tracks our reported item. It does not identify an entry
in the operator's approved minimum equipment list or establish that one applies.

Answers and explanations, page 132

One useful distinction

D17 identifies the internal defect; it does not identify an approved MEL item. An MMEL is not
interchangeable with an operator's approved MEL. A copied heading or familiar acronym cannot
supply missing applicability or authorization.
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E English Ladder Lesson 03 / Conversation

© Conversation

A deferral note is missing its basis and status

A deferral note is missing its basis and status

Complete the numbered gaps. Use each bank entry once; some entries contain several words.

WORD AND PHRASE BANK

under review / repair interval / authorized sign-off / item reference / defect identifier /
document revision / maintenance control / MMEL / Rectification / proposed deferral

01  Priya: The note for D17 says deferred and okay to operate. | cannot find the supporting
reference or decision record. What is the verified status?

02 Tomas: It is still ! No deferral authorization is recorded. Please do not

repeat the okay-to-operate statement while | clarify the record through maintenance
control.

03  Priya: | will correct the coordination message. The defect number is clear, but | need to
avoid presenting that number as the reference for an approved exception.

04 Tomas: Exactly. D17 is the 2 . It tracks our reported item. It does not
identify an entry in the operator's approved minimum equipment list or establish that one
applies.

05 Priya: | think the sender meant that a deferral had been requested. | will check with them,
but | will not keep approved in the current update.

06 Tomas: Yes. A3 is not an authorized decision. We should use the
current verified status and request the actual basis, rather than infer approval from
informal shorthand.
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E English Ladder Lesson 03 / Conversation

© Conversation / continued

07  Priya: Please send the controlled reference and decision record when available. What else
must the receiving team see with that reference?

08  Tomas: Request the applicable 4 document revision, relevant
conditions, and recorded authorized status. Those details come through the qualified
process. This message does not replace the actual technical records.

09 Priya: | found a master list title in an older email. Can | attach that as the operator's MEL
reference, or would that create another ambiguity?

10 Tomas: Do not substitute the > for the operator's approved MEL. The
document type, revision, and applicability matter. An older title alone cannot settle which
controlled requirements govern this item.

Conversation continues on the next page.
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E English Ladder Lesson 03 / Conversation

A deferral note is missing its basis and
status

CONVERSATION / CONTINUED

11 Priya: Understood. | also will not add a repair deadline from memory. Nothing in the note
tells me which interval applies or when its clock would begin.

12 Tomas: Correct. The © must be verified in the applicable record. A
familiar interval from another case is not a safe substitute for the conditions governing this
one.

13 Priya: If a deferral is eventually authorized, our update should still not say repaired. The
defect and its treatment would remain different parts of the record.

14 Tomas: Right. 7 means the defect has been corrected. Deferral
concerns permitted postponement under conditions. Keep that distinction visible to
everyone who receives the status.

15 Priya: Who should the next update come from? | want the receiving team to see a verified
source rather than another copied sentence without ownership.

16 Tomas: Use 8 as the coordination contact here. We will identify the
relevant decision record when available. Do not turn a request for that record into a
release statement.

17 Priya: | will withdraw the unsupported message and replace it with D17 under review,
authorization not recorded. The request for the controlled reference will remain open.

18 Tomas: Include the ® when the reference is verified. That lets the
receiving team distinguish the current basis from an old email or an unrelated record.

19  Priya: For now, | am communicating the uncertainty and asking for evidence. | am not
deciding whether the defect is eligible for deferral or whether the aircraft may operate.

20  Tomas: Correct. The 10 remains a separate requirement in the actual
process. Keep the status accurate, preserve the record, and leave technical eligibility and
release decisions to authorized personnel.

CHECK THE GAPS

1. under review / 2. defect identifier / 3. proposed deferral / 4. item reference / 5. MMEL / 6. repair interval / 7.
Rectification / 8. maintenance control / 9. document revision / 10. authorized sign-off

Why these answers fit, page 134
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E English Ladder Lesson 03 / Repair

@ Check accuracy and scope

A deferral note is missing its basis and status

Return to the case

Coordinator Priya receives a note for fictional defect record D17 reading, "Deferred; okay
to operate." It gives no approved operator MEL item reference, document revision,
applicable conditions, or authorized decision record. Maintenance controller Tomas
confirms that D17 is still under review and that no deferral authorization is recorded. D17
is an internal defect identifier, not an MEL reference. The coordinator must correct the
status message, request the relevant controlled records through maintenance control, and
preserve the unresolved status. The exercise does not specify an aircraft fault or
determine whether any item is eligible for deferral.

Choose one answer per question. Use the case facts and keep any uncertainty or limits intact.

. Which request stays within Priya's coordination role?

. lgnore maintenance control if the schedule is tight.

1
A
B. Please supply the applicable reference, revision, conditions, and authorized status record.
C. | approve any deferral without checking.

D

. Use whatever interval sounds familiar.
. What would an authorized deferral establish, in general?

. Permanent freedom from operating rules

2
A
B. Proof that every equipment item works
C. Permission for any unrelated defect

D

. Conditional postponement under the applicable basis, not completed repair

Answers and explanations, page 135

Listen for the distinction

Switch roles for turns 11-20. Emphasize under review, authorized deferral, and rectified as different
statuses.

A familiar label is not supporting evidence

Colleagues may use deferred casually to mean that someone intends to review an item later. In
maintenance communication, status and authority must remain explicit. Request the actual
controlled reference without treating the request for evidence as a personal accusation.
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E English Ladder Lesson 03 / Guided speaking

@ Say it / transfer to a new case

A ticket number is not approval

Internal defect Q8 is described as deferred in an email. Maintenance control verifies that review is
pending and no authorization is recorded. The approved item reference and revision are missing.

Complete the four gaps. With a partner, read alternate roles, then switch. Studying alone, read both roles
and pause before each response.

WORD AND PHRASE BANK

authorization / revision / identifier / review

01 Coordinator: Q8 is the internal defect 1

02 Controller: The verified status is under 2

03 Coordinator: The controlled document 3 is still missing.

04 Controller: The email does not establish deferral 4

CHECK THE GAPS

1. identifier / 2. review / 3. revision / 4. authorization

Why these answers fit, page 135

Rebuild the exchange

Choose the missing response. Read the completed three-turn exchange aloud, changing roles on the
second reading.

1. Rebuild the exchange from "A deferral note is missing its basis and status”. Priya: "If a
deferral is eventually authorized, our update should still not say repaired. The defect
and its treatment would remain different parts of the record.” Tomas: [missing responsel]
Priya: "Who should the next update come from? | want the receiving team to see a
verified source rather than another copied sentence without ownership." Which response
belongs in the gap?

A. ltis still under review. No deferral authorization is recorded. Please do not repeat the okay-to-operate
statement while | clarify the record through maintenance control.

B. Include the document revision when the reference is verified. That lets the receiving team distinguish
the current basis from an old email or an unrelated record.

C. Yes. A proposed deferral is not an authorized decision. We should use the current verified status and
request the actual basis, rather than infer approval from informal shorthand.

D. Right. Rectification means the defect has been corrected. Deferral concerns permitted postponement
under conditions. Keep that distinction visible to everyone who receives the status.

Answers and explanations, page 136
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E English Ladder Lesson 04 / Situation

O Read the situation

LESSON 04 / IRREGULAR OPERATIONS AND PASSENGER COMMUNICATION

C

orrect conflicting information, separate update and departure times, and offer a

verified assistance route.

Passengers have heard two different departure times

At 14:40 local time, passengers for fictional Flight EL618 have heard an earlier 14:30
departure message and seen 15:00 on a display. The latest verified operations message
says the departure estimate is not confirmed; its cause has not been authorized for public
explanation. Gate supervisor Lena will provide the next passenger update at 15:10 local,
even if no new estimate is available. Agent Omar must correct both unsupported times
and keep channels consistent. The service desk can review individual connection and
rebooking questions, but no replacement seat, refund, or compensation is guaranteed by
the supplied facts.

People: Omar, Gate agent; Ms Bell, Delayed passenger.

Read the record

Choose one answer per question using the facts above.

1
A
B
C
D
2
A
B.
C
D
3
A
B
C
D

. What is the latest verified departure estimate?

. 15:00 local
15:10 local
No departure estimate is confirmed.
. 14:30 local

. What will happen at 15:10 local?

. Automatic rebooking of every passenger
Guaranteed arrival at the destination

. The next passenger status update

. Guaranteed departure

. What can the service desk do on the supplied facts?

. Promise every passenger compensation

. Override the operational decision

Review individual connection and rebooking questions
. Guarantee a replacement seat immediately

Answers and explanations, page 137
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E English Ladder

© Vocabulary in use

CORE TERMS

irregular operations (IROPS)

Disruptions affecting the normal airline schedule
or service.

manage irregular operations

delay announcement
A passenger message explaining a service delay.
issue a delay announcement

gate supervisor
The person coordinating the gate team's activity.
contact the gate supervisor

onward connection
A later service a traveler plans to take.
review an onward connection

rebooking option

A possible alternative reservation subject to
confirmation.

check rebooking options

standby

A waiting status without a confirmed seat on the
relevant flight.

distinguish standby status

Lesson 04 / Vocabulary

departure estimate

The current expected departure time, subject to
its stated status.

verify a departure estimate

flight information display
A screen showing flight and gate information.
correct the flight information display

passenger update

A communication of the latest verified
passenger-facing status.

schedule a passenger update

connection risk

The possibility that a traveler will miss a later
service.

explain connection risk

seat availability

Whether a place can be confirmed on the
relevant service.

verify seat availability

confirmed reservation

A booking accepted for the specified service
under its terms.

verify a confirmed reservation

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

irregular operations (IROPS)

manage irregular operations

IRREGULAR OPERATIONS (IROPS)

Keep the meaning precise: Disruptions affecting the normal airline schedule or service.

PASSENGER UPDATE

schedule a passenger update

passenger update

Keep the meaning precise: A communication of the latest verified passenger-facing status.
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Lesson 04 / Vocabulary

0 Precision and professional

shorthand

EXTEND YOUR RANGE

itinerary change
An alteration to the planned travel sequence.
explain an itinerary change

travel document

A document relevant to a passenger's journey or

eligibility.
check required travel documents

assistance request

A request for help with a particular passenger
need.

record an assistance request

meal voucher

A document authorizing specified food or drink
support.

explain a meal voucher

compensation

A payment or remedy under the relevant policy
or legal basis.

distinguish compensation

channel consistency

Agreement among the current messages
provided through different routes.

maintain channel consistency

service desk

The point handling individual travel assistance
requests.

direct to the service desk

baggage routing
The planned handling path for checked bags.
verify baggage routing

accessibility assistance

Support enabling a passenger with an access
need to use the service.

coordinate accessibility assistance

refund

Money returned under the applicable terms or
rules.

verify refund status

authorized explanation

Information approved for the relevant public
communication.

use the authorized explanation

superseded message

An earlier message replaced by newer verified
information.

identify a superseded message

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

confirmed reservation CONFIRMED RESERVATION

verify a confirmed reservation

Keep the meaning precise: A booking accepted for the specified service under its terms.

assistance request ASSISTANCE REQUEST

record an assistance request

Keep the meaning precise: A request for help with a particular passenger need.
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Lesson 04 / Phrase bank

@O Phrases that move the work

forward

Acknowledge the conflict

You have received two different times, and | am
sorry for the confusion.

Correct the earlier announcement

The earlier 14:30 message is no longer reliable.

Give the next update

We will update you at 15:10 local time.

Keep the cause bounded

| do not have an authorized explanation to
share yet.

Offer practical assistance

The service desk can review your individual
itinerary.

Protect private details

Let us discuss your booking details at the
service desk.

Keep remedies accurate

| cannot confirm a refund or compensation from
this update.

Promise communication

You will receive an update even if the estimate
remains unconfirmed.

State the latest position

We do not have a confirmed departure
estimate.

Correct the display

The 15:00 display does not reflect a confirmed
estimate.

Separate update from departure

That time is for information, not a promised
departure.

Avoid invented reassurance

I cannot guarantee that you will make the
connection.

Separate an option from a seat

A rebooking option still needs confirmation.

Ask about a specific need

Do you need assistance while we review the
options?

Maintain all channels

We are correcting the display and the gate
message.

Close with the usable facts

No confirmed departure estimate; next update
at 15:10 local.

Precision in real exchanges

Purpose: Correct the display

Useful wording: The 15:00 display does not reflect a confirmed estimate.

Purpose: Give the next update

Useful wording: We will update you at 15:10 local time.
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(© Choose the response that fits

Choose one response for each situation. Preserve the facts, the decision boundary, and the purpose of the
exchange.

. Which announcement is accurate?

. Departure is guaranteed at 15:10.

1

A

B. The display proves that 15:00 is final.

C. Every connection will be protected automatically.
D

. There is no confirmed departure estimate; the next update is at 15:10 local.

. Which response handles an onward connection appropriately?

. A possible seat means you are already rebooked.

2

A

B. Your connection does not matter.

C. The service desk can review your itinerary and available options.
D

. | guarantee you will make it.

3. A colleague needs the term for this meaning: A screen showing flight and gate
information. Which term fits?

A. flight information display
B. travel document

C. rebooking option

D. compensation
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© Choose the response that fits /
continued

4. Rebuild the exchange from "Passengers have heard two different departure
times". Ms Bell: "Does anyone know why the flight is delayed? Other passengers are
saying it is a crew problem, but somebody else mentioned maintenance." Omar:
[missing response] Ms Bell: "When will we hear something again? We keep watching
the display and asking, but the answers change." Which response belongs in the
gap?

A. Yes, ask them to review the applicable basis. This update does not confirm compensation or
a refund. | should distinguish that financial review from the current flight status and possible
rebooking options.

B. | am sorry for those conflicting messages. The latest verified information is that we do not
have a confirmed departure estimate. | should not ask you to rely on either displayed time.

C. | do not have an authorized explanation to share about the cause yet. | will not repeat
speculation about crew or maintenance as fact. | can give you the verified current status.

D. Ask the desk to verify baggage routing as part of that review. | cannot promise the bag's
route from this gate update, but it is a relevant question for the individual arrangement.

Answers and explanations, page 137

One useful distinction

Neither 14:30 nor 15:00 is supported by the latest verified update. The 15:10 time concerns a new
communication, not departure. State the local time basis and correct the conflicting channels
without inventing a cause.
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© Conversation

Passengers have heard two different departure times

Passengers have heard two different departure times

Complete the numbered gaps. Use each bank entry once; some entries contain several words.

01

02

03

04

05

06

WORD AND PHRASE BANK

passenger update / baggage routing / Seat availability / authorized explanation /
channel consistency / onward connection / flight information display / compensation /
departure estimate / conflicting messages

Ms Bell: We were told fourteen thirty, but the screen says fifteen hundred. It is already
fourteen forty. Which time should | use for my connection plans?

Omar: | am sorry for those 1 The latest verified information is that we
do not have a confirmed departure estimate. | should not ask you to rely on either
displayed time.

Ms Bell: The screen looks official, so | assumed fifteen hundred was firm. Does it need
correcting?

Omar: Yes. The 2 does not currently reflect a confirmed estimate. We
are aligning it with the gate message so you do not have to choose between inconsistent
sources.

Ms Bell: Does anyone know why the flight is delayed? Other passengers are saying it is a
crew problem, but somebody else mentioned maintenance.

Omar: | do not have an 3 to share about the cause yet. | will not repeat
speculation about crew or maintenance as fact. | can give you the verified current status.
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© Conversation / continued

07 Ms Bell: When will we hear something again? We keep watching the display and asking,
but the answers change.

08  Omar: Our gate supervisor, Lena, will give the next 4 at fifteen ten
local time. That commitment applies even if there is no new departure estimate, so you
will not be left interpreting silence.

09 Ms Bell: Just to check, fifteen ten is when you will speak to us, not when you now expect
the aircraft to leave?

10 Omar: Correct. Itisnota > . I cannot promise a departure time at
present. We will clearly label any verified estimate if operations supplies one later.

Conversation continues on the next page.
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Passengers have heard two different
departure times

CONVERSATION / CONTINUED

11 Ms Bell: My onward flight leaves this evening. Can you guarantee that | will still make it,
or put me on another service now?

12 Omar: | cannot guarantee the © from this information. The service desk
can review your itinerary and the available options. A proposed replacement would still
need its own confirmation.

13 Ms Bell: | saw another flight online with seats showing. Does that mean | can go directly
to its gate and assume my booking has transferred?

14  Omar: No.’ on another service does not mean your reservation has
changed. Please use the service desk so the actual booking and any related requirements
can be checked.

15 Ms Bell: | also checked a bag. | do not want to agree to a different itinerary without
understanding whether the bag arrangement changes.

16 Omar: Ask the desk to verify 8 as part of that review. | cannot promise
the bag's route from this gate update, but it is a relevant question for the individual
arrangement.

17  Ms Bell: | also need to know where | stand on a refund. Is that something the desk can
explain alongside the rebooking options?

18 Omar: Yes, ask them to review the applicable basis. This update does not confirm
9 or a refund. | should distinguish that financial review from the current
flight status and possible rebooking options.
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Passengers have heard two different
departure times / continued

19 Ms Bell: | will take the booking details to the desk. Please make sure the next
announcement is clear enough that nobody hears another update time as a departure.

20 Omar: Yes. | will check 10 with Lena: no confirmed departure estimate,
and the next update at fifteen ten local. | am sorry we gave you conflicting information.

CHECK THE GAPS

1. conflicting messages / 2. flight information display / 3. authorized explanation / 4. passenger update / 5.
departure estimate / 6. onward connection / 7. Seat availability / 8. baggage routing / 9. compensation / 10.
channel consistency

Why these answers fit, page 138
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@ Check accuracy and scope

Passengers have heard two different departure times

Return to the case

At 14:40 local time, passengers for fictional Flight EL618 have heard an earlier 14:30
departure message and seen 15:00 on a display. The latest verified operations message
says the departure estimate is not confirmed; its cause has not been authorized for public
explanation. Gate supervisor Lena will provide the next passenger update at 15:10 local,
even if no new estimate is available. Agent Omar must correct both unsupported times
and keep channels consistent. The service desk can review individual connection and
rebooking questions, but no replacement seat, refund, or compensation is guaranteed by
the supplied facts.

Choose one answer per question. Use the case facts and keep any uncertainty or limits intact.

. What should happen to the conflicting channels?

. Add a third guessed departure time.

1
A
B. Treat the oldest message as permanently authoritative.
C. Correct them to the latest verified status.

D

. Leave both and ask passengers to choose.
. Which statement about the delay's cause is appropriate?

. It is definitely the crew, although | have no verified information.

2
A
B. It is definitely maintenance because that sounds plausible.
C. No explanation will ever be provided.

D

. 1 do not have an authorized explanation to share yet.

Answers and explanations, page 140

Listen for the distinction

Switch roles for turns 11-20; keep the apology natural and a seat option distinct from a confirmed
booking.

Consistency is more helpful than repeated optimism

Passengers make onward plans from the words and times they hear. Acknowledge conflicting
messages directly instead of defending each channel. One reliable status, a named update time,
and a practical assistance route give the passenger something usable without a new unsupported
promise.
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@ Say it / transfer to a new case

Correct the time without inventing a new one

At 16:20 local, a display says 16:30 departure, but operations has no confirmed estimate. The gate
promises an update at 16:45. The service desk can review individual itineraries.

Complete the four gaps. With a partner, read alternate roles, then switch. Studying alone, read both roles
and pause before each response.

WORD AND PHRASE BANK

itinerary / update / desk / departure estimate

01 Passenger: Is 16:30 a confirmed ! ?
02 Agent: No; our next information 2 is at 16:45.
03 Passenger: Where can | review my individual 3 ?

04 Agent: Please speak with the service 4

CHECK THE GAPS
1. departure estimate / 2. update / 3. itinerary / 4. desk

Why these answers fit, page 140

Rebuild the exchange

Choose the missing response. Read the completed three-turn exchange aloud, changing roles on the
second reading.

1. Rebuild the exchange from "Passengers have heard two different departure times". Ms
Bell: "l saw another flight online with seats showing. Does that mean | can go directly to
its gate and assume my booking has transferred?" Omar: [missing response] Ms Bell: "I
also checked a bag. | do not want to agree to a different itinerary without understanding
whether the bag arrangement changes.” Which response belongs in the gap?

A. | cannot guarantee the onward connection from this information. The service desk can review your
itinerary and the available options. A proposed replacement would still need its own confirmation.

B. Yes. | will check channel consistency with Lena: no confirmed departure estimate, and the next update
at fifteen ten local. | am sorry we gave you conflicting information.

C. No. Seat availability on another service does not mean your reservation has changed. Please use the
service desk so the actual booking and any related requirements can be checked.

D. Yes. The flight information display does not currently reflect a confirmed estimate. We are aligning it
with the gate message so you do not have to choose between inconsistent sources.

Answers and explanations, page 141
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Review 2 / Meaning and context

Use language from the lessons you have completed. Choose one answer per question.

Case file

Revisit "Maintenance Deferrals and MEL Language" and "Irregular Operations and
Passenger Communication". Choose precise terminology, then reconstruct the missing
responses using both neighboring turns. The final two questions also revisit earlier
conversations.

1. A colleague needs the term for this meaning: Authorized postponement of
rectification under applicable conditions. Which term fits?

A. authorized sign-off

B. inoperative

C. document revision

D. deferral

2. A colleague needs the term for this meaning: The possibility that a traveler will
miss a later service. Which term fits?

A. itinerary change

B. irregular operations (IROPS)
C. meal voucher

D. connection risk

3. Rebuild the exchange from "A provisional plan was labeled confirmed". Nina: "Can
I put your name against both checks, or does the crew item need a different
contact?" Joel: [missing response] Nina: "Suppose you confirm Al2 at ten twenty,
but Sara is still waiting at ten twenty-five. We should report one confirmed item and
one pending item, correct?" Which response belongs in the gap?

A. State that the applicable flight release process and all other required checks still apply. This
message tracks aircraft and crew coordination; it does not replace authorized operational
decisions or approved manuals.

B. Correct. Each dependency retains its own status. Do not upgrade the whole plan to
confirmed because one favorable answer arrives, or leave the earlier provisional aircraft
label unchanged after verification.

C. | own the aircraft check; Sara owns crew status. Both of us will provide a status at ten
twenty-five UTC. That is the next check-in, not a promise that both items will be resolved.

D. Identify the confirmation source for each later update. If someone asks why a status
changed, we should be able to point to verified information rather than a wording
preference.
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Review 2 / Meaning and context /
continued

4. Rebuild the exchange from "Passengers have heard two different departure
times". Ms Bell: "l also need to know where | stand on a refund. Is that something
the desk can explain alongside the rebooking options?" Omar: [missing response] Ms
Bell: "I will take the booking details to the desk. Please make sure the next
announcement is clear enough that nobody hears another update time as a
departure."” Which response belongs in the gap?

A. |1 am sorry for those conflicting messages. The latest verified information is that we do not
have a confirmed departure estimate. | should not ask you to rely on either displayed time.

B. | do not have an authorized explanation to share about the cause yet. | will not repeat
speculation about crew or maintenance as fact. | can give you the verified current status.

C. Ask the desk to verify baggage routing as part of that review. | cannot promise the bag's
route from this gate update, but it is a relevant question for the individual arrangement.

D. Yes, ask them to review the applicable basis. This update does not confirm compensation or
a refund. | should distinguish that financial review from the current flight status and possible
rebooking options.

Answers and explanations, page 165
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O Read the situation

LESSON 05 / GROUND HANDLING AND TURNAROUND PERFORMANCE

Confirm task ownership and report a catering balance without confusing arrival,
receipt, and completion.

A handover was sent, but nobody accepted it

At 13:20 UTC, a fictional turnaround requires 96 catering packs. The receiving record
confirms 80 packs, leaving 16 outstanding. A supplier truck has arrived with a note
claiming the remaining 16, but receipt and count are not yet verified. The outgoing ground
team sent a handover without obtaining a named receiving person's acceptance.
Coordinator Hassan contacts incoming lead Elin. She can accept responsibility for
verifying the balance and reporting status at 13:35 UTC; acceptance does not itself
complete the delivery. The 13:45 UTC off-block target remains a planning target. Other
required turnaround and release processes are outside this short coordination case.

People: Hassan, Turnaround coordinator; Elin, Incoming ground-services lead.

Read the record

Choose one answer per question using the facts above.

. How many packs remain unverified in the receiving balance?

176
16
80
. 96

. What does the truck's arrival establish?

All packs are received.

Every turnaround task is complete.

The aircraft has departed.

The truck is present, not that receipt and count are verified.

. What does Elin's acceptance establish?

A guaranteed 13:45 departure
Ownership of the verification and status task
Completed delivery

CO®P W ONEEN DNDP K

Final flight release

Answers and explanations, page 142
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© Vocabulary in use

CORE TERMS

turnaround

The ground-service period between an aircraft's
arrival and next departure.

coordinate the turnaround

service handover

Transfer of a service task and its current
information.

complete a service handover

catering uplift
Food and service supplies provided for a flight.
verify the catering uplift

required quantity
The amount specified as needed.
confirm the required quantity

outstanding balance
The amount still needed after verified receipt.
calculate the outstanding balance

manifest

A list of the goods or people covered by an
operation.

reconcile the manifest

Lesson 05 / Vocabulary

ground handler

A person or organization providing aircraft
ground services.

contact the ground handler

receiving lead

The person accepting responsibility at the
receiving end.

name the receiving lead

catering pack

A counted package of catering supplies in the
stated case.

reconcile catering packs

confirmed receipt

Recorded verification that specified goods were
received.

record confirmed receipt

delivery note
A supplier document describing a delivery.
check the delivery note

truck arrival

The event of the delivery vehicle reaching the
site.

record truck arrival

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

turnaround TURNAROUND

coordinate the turnaround

Keep the meaning precise: The ground-service period between an aircraft's arrival and next departure.

catering pack CATERING PACK

reconcile catering packs

Keep the meaning precise: A counted package of catering supplies in the stated case.
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Lesson 05 / Vocabulary

0 Precision and professional

shorthand

EXTEND YOUR RANGE

physical count

A check of the actual quantity present or
received.

verify the physical count

task acceptance

Explicit agreement to take responsibility for an
activity.
confirm task acceptance

milestone
A defined event used to track progress.
report a turnaround milestone

service dependency

A required service relationship affecting later
work.

track a service dependency

readiness status

The verified position of preparation for the next
step.

report readiness status

exception report

A message identifying a departure from the
planned condition.

issue an exception report

short delivery
Receipt of less than the required quantity.
report a short delivery

task completion
Verified finishing of the specified activity.
distinguish task completion

critical path

The sequence of dependent activities
determining the earliest completion.

identify the critical path

target off-block time

A planning target for leaving the parking
position.

protect the target off-block time

handover gap

Missing information or acceptance during a
transfer.

close the handover gap

delay attribution

Assigning a cause or category to a delay using
the applicable evidence.

verify delay attribution

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

truck arrival TRUCK ARRIVAL

record truck arrival

Keep the meaning precise: The event of the delivery vehicle reaching the site.

milestone MILESTONE

report a turnaround milestone

Keep the meaning precise: A defined event used to track progress.
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@O Phrases that move the work
forward

State the current count Calculate the remainder

We have 80 confirmed against a requirement of Sixteen packs remain outstanding.

96.

Separate arrival Attribute the claim

The truck is here, but receipt is not verified. The delivery note lists the remaining sixteen.
Identify the handover gap Request ownership

The earlier message has no nhamed acceptance. Can you accept the balance-verification task?
Confirm the scope Set the report time

| will verify receipt and count, then report the Please provide status at 13:35 UTC.

result.

Avoid a completion promise Preserve the plan label

That is a reporting time, not a guarantee of 13:45 UTC remains the off-block target.
completion.

Keep other requirements separate Record acceptance

Catering status is not the whole turnaround Elin has accepted responsibility for the check.
status.

Report an exception Avoid premature blame

Any unverified balance remains open. We have not established the cause of the

handover gap.

Close with a readback Update from evidence
Ninety-six required, eighty received, sixteen Change the receiving balance only after verified
pending verification. receipt.

Precision in real exchanges

Purpose: Attribute the claim
Useful wording: The delivery note lists the remaining sixteen.

Purpose: Identify the handover gap
Useful wording: The earlier message has no named acceptance.
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© Choose the response that fits

Choose one response for each situation. Preserve the facts, the decision boundary, and the purpose of the
exchange.

. Which handover is accurate?

. Nobody needs to accept a task already emailed.

1

A

B. The flight is released when Elin answers.

C. Elin owns verification of the remaining 16; status due at 13:35 UTC.
D

. Truck arrived, so all 96 are received.

. Which statement about the delivery note is accurate?

. It automatically completes the receiving record.

2
A
B. It proves every pack meets every requirement.
C. It authorizes the aircraft to depart.

D

. It claims a quantity that still needs receipt verification.

3. A colleague needs the term for this meaning: The person accepting responsibility
at the receiving end. Which term fits?

A. readiness status

B. outstanding balance
C. task acceptance

D. receiving lead
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© Choose the response that fits /
continued

4. Rebuild the exchange from "A handover was sent, but nobody accepted it".
Hassan: "Someone marked the task nearly done after seeing the vehicle. We need a
status that different teams will interpret consistently." Elin: [missing response]
Hassan: "The driver has a delivery note for sixteen. Can you check it against the
receipt before we change our total?" Which response belongs in the gap?

A. Yes. Give me the required quantity and what has actually been received. | do not want to
accept a vague instruction that assumes the delivery is already complete.

B. | accept the service handover for checking the remaining sixteen and reporting the result.
Please record me as the receiving lead so the next shift knows who has the task.

C. Yes. The handover gap is established, but its cause is not. Preserve the messages and

review the process. Solving the current ownership problem does not settle the later causal
question.

D. We can say truck arrival is confirmed while receipt verification remains open. Those are
separate milestones. A supplier's arrival is useful information, but it is not the completed
receiving step.

Answers and explanations, page 142

One useful distinction

96 required minus 80 confirmed received leaves 16 outstanding. The supplier note claims those 16
are on the truck; it does not prove they have been counted and accepted. Keep the receiving
balance unchanged until verification.
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© Conversation

A
A

handover was sent, but nobody accepted it

handover was sent, but nobody accepted it

Complete the numbered gaps. Use each bank entry once; some entries contain several words.

01

02

03

04

05

06

WORD AND PHRASE BANK

required quantity / service handover / handover gap / truck arrival / delivery note /
outstanding balance / status report / confirmed receipt / task acceptance /
Task completion

Hassan: The outgoing team sent the catering handover, but | cannot find a receiving
person's acceptance. Before they leave, can we confirm the task and current balance?

Elin: Yes. Give me the 1 and what has actually been received. | do not
want to accept a vague instruction that assumes the delivery is already complete.

Hassan: We require ninety-six packs. The receiving record confirms eighty. A truck is here
with a note listing the other sixteen, but that receipt has not been verified.

Elin: Then the 2 is sixteen. The truck's presence does not change the
confirmed count. | will keep that distinction when | speak to the receiving team.

Hassan: Someone marked the task nearly done after seeing the vehicle. We need a status
that different teams will interpret consistently.

Elin: We can say 3 is confirmed while receipt verification remains open.
Those are separate milestones. A supplier's arrival is useful information, but it is not the
completed receiving step.
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© Conversation / continued

07

08

09

10

Hassan: The driver has a delivery note for sixteen. Can you check it against the receipt
before we change our total?

Elin: Correct. | will compare the 4 with the receiving information
through the approved process. Until that verification is recorded, the current confirmed
total remains eighty, not ninety-six.

Hassan: Will you own that verification and the next report? The earlier handover went to a
group address without explicit acceptance.

Elin: | accept the > for checking the remaining sixteen and reporting
the result. Please record me as the receiving lead so the next shift knows who has the task.

Conversation continues on the next page.
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A handover was sent, but nobody
accepted it

CONVERSATION / CONTINUED

11

12

13

14

15

16

17

18

Hassan: | will record that acceptance now. Our next coordination check is thirteen thirty-
five UTC, with thirteen forty-five still the planning target for off-block.

Elin: | will give a © at thirteen thirty-five UTC. That is a commitment to
report the verified position, not a promise that the remaining delivery will be complete by
that time.

Hassan: Thank you. If only part of the sixteen is verified, report that number and the
balance. Do not mark all ninety-six received just to close the task.

Elin: | will update 7 from evidence. If all sixteen are verified, the
balance becomes zero. If fewer are verified, | will state the remaining amount rather than
mark the task complete.

Hassan: And we should not use catering complete as shorthand for the entire aircraft
being ready. Other teams still have their own required checks and responsibilities.

Elin: Agreed. 8 here is limited to the catering activity. | will not use it as
a flight-release statement or as proof that unrelated ground-service work has finished.

Hassan: We should review why the earlier handover had no acceptance, using the
messages instead of immediately blaming a department.

Elin: Yes. The ° is established, but its cause is not. Preserve the
messages and review the process. Solving the current ownership problem does not settle
the later causal question.
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E English Ladder Lesson 05 / Conversation

A handover was sent, but nobody
accepted it / continued

19 Hassan: Let me read back the current arrangement: ninety-six required, eighty confirmed
received, sixteen pending verification, Elin responsible, and a status report at thirteen
thirty-five UTC.

20  Elin: That captures my 10 Keep thirteen forty-five labeled as the off-
block target. | will report the verified catering balance and any remaining exception at the
agreed check-in.

CHECK THE GAPS

1. required quantity / 2. outstanding balance / 3. truck arrival / 4. delivery note / 5. service handover / 6.
status report / 7. confirmed receipt / 8. Task completion / 9. handover gap / 10. task acceptance

Why these answers fit, page 143
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@ Check accuracy and scope

A handover was sent, but nobody accepted it

Return to the case

At 13:20 UTC, a fictional turnaround requires 96 catering packs. The receiving record
confirms 80 packs, leaving 16 outstanding. A supplier truck has arrived with a note
claiming the remaining 16, but receipt and count are not yet verified. The outgoing ground
team sent a handover without obtaining a named receiving person's acceptance.
Coordinator Hassan contacts incoming lead Elin. She can accept responsibility for
verifying the balance and reporting status at 13:35 UTC; acceptance does not itself
complete the delivery. The 13:45 UTC off-block target remains a planning target. Other
required turnaround and release processes are outside this short coordination case.

Choose one answer per question. Use the case facts and keep any uncertainty or limits intact.

1. If 12 additional packs are later verified received, what remains outstanding?
A. 4

B. 12

C. 16

D. 28

. Which overall conclusion is unsupported even after catering completion?

. All flight-release requirements are satisfied.

2
A
B. The catering balance can be updated from verified receipt.
C. The catering task has reached its recorded completion.

D

. The coordinator can report the verified catering status.

Answers and explanations, page 145

Listen for the distinction

Switch roles and repeat turns 9-16; separate acceptance of responsibility, the 13:35 report, and
catering completion.

Ownership needs an answer

A sent message can create an illusion that responsibility has transferred. Ask the receiving
colleague to confirm the task, current balance, and next report. This check is especially valuable
when shifts overlap briefly and everyone is working toward the same time target.
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@ Say it / transfer to a new case

A partial receipt leaves a visible balance

A service requires 120 packs. The record confirms 100, then verifies 15 more. Lead Jo accepts
responsibility for the remaining check and will report at 14:10 UTC.

Complete the four gaps. With a partner, read alternate roles, then switch. Studying alone, read both roles
and pause before each response.

WORD AND PHRASE BANK
115 / Jo / 5 / 14:10

01 Coordinator: The confirmed total is now 1

02 Lead: The outstanding balance is 2

03 Coordinator: The named receiving lead is 3

04 Lead: My status report is due at 4 UTC.

CHECK THE GAPS
1.115/2.5/3.Jo/4.14:10

Why these answers fit, page 145

Rebuild the exchange

Choose the missing response. Read the completed three-turn exchange aloud, changing roles on the
second reading.

1. Rebuild the exchange from "A handover was sent, but nobody accepted it". Hassan:
"Thank you. If only part of the sixteen is verified, report that number and the balance.
Do not mark all ninety-six received just to close the task." Elin: [missing response]
Hassan: "And we should not use catering complete as shorthand for the entire aircraft
being ready. Other teams still have their own required checks and responsibilities.”
Which response belongs in the gap?

A. We can say truck arrival is confirmed while receipt verification remains open. Those are separate
milestones. A supplier's arrival is useful information, but it is not the completed receiving step.

B. | accept the service handover for checking the remaining sixteen and reporting the result. Please
record me as the receiving lead so the next shift knows who has the task.

C. | will give a status report at thirteen thirty-five UTC. That is a commitment to report the verified
position, not a promise that the remaining delivery will be complete by that time.

D. | will update confirmed receipt from evidence. If all sixteen are verified, the balance becomes zero. If
fewer are verified, | will state the remaining amount rather than mark the task complete.

Answers and explanations, page 146
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O Read the situation

LESSON 06 / SECURITY AND ACCESS CONTROL

Refuse an access shortcut professionally and offer the approved verification route
without implying automatic entry.

A meeting invitation is not access authorization

Visitor Mr Vale arrives late for a meeting in a restricted airport work area. He shows an
email invitation but has not completed the fictional site's visitor verification process. He
asks employee Anika to admit him using her access and says the host will approve later.
Anika is not authorized to bypass verification or provide an unapproved escort. She can
keep him at public reception, contact the host through the approved directory, and refer
the request to the access desk. Any permitted entry must follow the site's actual
authorization and escort requirements. No entry permission is established in this case.

People: Anika, Airport employee; Mr Vale, Visitor.

Read the record

Choose one answer per question using the facts above.

. What does the email invitation establish in this case?

A completed security check

A claimed meeting arrangement, not completed access authorization
Automatic restricted-area entry

Permission to borrow employee access

. What can Anika do now?

Approve her own exception.

Admit the visitor and verify later.

Contact the host through the approved directory and refer to the access desk.
Lend her access to the visitor.

. Where should the visitor remain under the stated process?

Anywhere an employee's access opens
An unverified meeting room beyond the boundary
Public reception

SO®PW UNBEREN DODP R

Inside the restricted area

Answers and explanations, page 147
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E English Ladder

© Vocabulary in use

CORE TERMS

restricted area

A location where entry requires specified
authorization.

protect a restricted area

access authorization

Permission for a person to enter the specified
area.

verify access authorization

identity check

Confirmation that a person is who they claim to
be.

conduct an identity check

access credential

A token or document used to demonstrate
permitted access.

protect an access credential

escort authorization

Permission to accompany a visitor under the
site's rules.

verify escort authorization

host confirmation

Verification of the visit through the responsible
host.

request host confirmation

Lesson 06 / Vocabulary

access control

Measures determining who may enter or use a
location or resource.

follow access control

visitor verification

The approved process for checking a visitor's
identity and purpose.

complete visitor verification

visitor badge

A credential issued for an authorized visitor
under local rules.

verify a visitor badge

credential sharing

Allowing another person to use an assigned
access credential.

prohibit credential sharing

approved escort

A person permitted to accompany a visitor under
the relevant conditions.

arrange an approved escort

approved directory
A trusted source of official contact information.
use the approved directory

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

restricted area RESTRICTED AREA
protect a restricted area

Keep the meaning precise: A location where entry requires specified authorization.

visitor badge VISITOR BADGE
verify a visitor badge

Keep the meaning precise: A credential issued for an authorized visitor under local rules.
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Lesson 06 / Vocabulary

0 Precision and professional

shorthand

EXTEND YOUR RANGE

public reception

A visitor-contact location outside the restricted
area.

wait at public reception

visitor register
The record of visits under the local process.
update the visitor register

validity period

The time during which a credential or permission
applies.

check the validity period

access exception

A departure from the normal rule requiring the
relevant authority.

verify an access exception

security escalation

Referral of an access concern through the
security process.

use security escalation

authorization boundary
The limit of what a person or permission allows.
maintain the authorization boundary

access desk

The function handling access requests and
verification.

contact the access desk

access scope

The areas and conditions covered by a
permission.

confirm access scope

expired credential
A credential whose permitted period has ended.
identify an expired credential

challenge procedure

The approved response for checking
questionable access.

follow the challenge procedure

urgency claim

A statement that time pressure requires
immediate action.

assess an urgency claim

unverified visitor

A person whose required visitor checks are
incomplete.

refer an unverified visitor

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

approved directory APPROVED DIRECTORY

use the approved directory

Keep the meaning precise: A trusted source of official contact information.

validity period VALIDITY PERIOD
check the validity period

Keep the meaning precise: The time during which a credential or permission applies.
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Lesson 06 / Phrase bank

@O Phrases that move the work

forward

Acknowledge urgency

| understand that your meeting is running late.

Separate invitation and access

The invitation does not complete the access
process.

Avoid an unapproved escort

| am not authorized to bypass the escort
requirements.

Name the responsible desk

The access desk will handle the verification
request.

Avoid accusing intent

This is an authorization requirement, not a
judgment about you.

Reject retrospective approval

Approval afterward would not satisfy the current
entry requirement.

Respect the actual process

We will follow the site's authorization and escort
rules.

Do not self-authorize

| cannot grant an exception on my own.

State the boundary

| cannot admit you before the required
verification.

Protect personal access

| cannot let you use my credential.

Offer a practical route

| can contact the host through our approved
directory.

Give the current location

Please remain at public reception while we
contact them.

Keep the outcome open

| cannot promise entry before the checks are
complete.

Check the relevant scope

Any permission must cover the required area.

Keep the host informed

| can tell the host that you are waiting here.

Close helpfully

Let us use the approved route to resolve the
request.

Precision in real exchanges

Purpose: Protect personal access
Useful wording: | cannot let you use my credential.

Purpose: Avoid an unapproved escort

Useful wording: | am not authorized to bypass the escort requirements.
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E English Ladder Lesson 06 / Response choices

(© Choose the response that fits

Choose one response for each situation. Preserve the facts, the decision boundary, and the purpose of the
exchange.

. Which response is both firm and helpful?

. | cannot admit you yet; | can contact your host and the access desk from reception.

1

A

B. Use my access and we will check later.

C. A senior host makes every check unnecessary.
D

. I will grant an exception because you are late.

. Which statement is unsupported?

. The invitation alone does not complete access authorization.

2
A
B. Anika may escort anyone because she works here.
C. The visitor is still unverified.

D

. The access desk can review the request.

3. A colleague needs the term for this meaning: The approved process for checking a
visitor's identity and purpose. Which term fits?

A. visitor register

B. escort authorization
C. security escalation
D. visitor verification
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E English Ladder Lesson 06 / Response choices

© Choose the response that fits /
continued

4. Rebuild the exchange from "A meeting invitation is not access authorization". Mr
Vale: "Could | borrow your access? | will return it immediately. You can explain that
you were helping me reach the meeting." Anika: [missing response] Mr Vale: "Then
perhaps you can escort me. You are an employee, and | would stay beside you all the
way to the room." Which response belongs in the gap?

A. | understand the time pressure, but access authorization has not been established. | cannot
admit you before the required verification. | can help contact your host from public
reception.

B. Employee status does not establish escort authorization. | cannot bypass the site's escort
requirements. If an escort is appropriate, the access desk must arrange it through the actual
process.

C. 1 will contact the host through the approved directory. That is our trusted route. Host
confirmation is useful, but any entry must also meet the site's authorization and escort
requirements.

D. | cannot permit credential sharing. My access applies to me, not automatically to another
person. Please remain here while | contact the host and the access desk.

Answers and explanations, page 147

One useful distinction

A meeting invitation and host familiarity do not replace the supplied access process. Anika's own

credential does not establish permission for the visitor, and her employee status does not establish
that she may escort him.
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© Conversation

A meeting invitation is not access authorization

A meeting invitation is not access authorization

Complete the numbered gaps. Use each bank entry once; some entries contain several words.

WORD AND PHRASE BANK

credential sharing / access scope / escort authorization / authorization boundary /
access desk / access exception / approved directory / visitor verification / public reception
/ access authorization

01 Mr Vale: | am late for a meeting inside. Here is the email invitation. Could you let me
through with you? The host can confirm everything after | arrive.

02  Anika: | understand the time pressure, but ! has not been established.
| cannot admit you before the required verification. | can help contact your host from public
reception.

03 Mr Vale: | have visited before, and the host knows me well. Doesn't that count for

something?

04  Anika: We still need 2 for this visit. The invitation explains the meeting
request, but it does not complete the entry process. | will use the approved route to check
it.

05  Mr Vale: Could | borrow your access? | will return it immediately. You can explain that you
were helping me reach the meeting.

06  Anika: | cannot permit 3 My access applies to me, not automatically to
another person. Please remain here while | contact the host and the access desk.
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© Conversation / continued

07  Mr Vale: Then perhaps you can escort me. You are an employee, and | would stay beside
you all the way to the room.

08  Anika: Employee status does not establish 4 | cannot bypass the site's
escort requirements. If an escort is appropriate, the access desk must arrange it through
the actual process.

09 Mr Vale: | can give you the host's mobile number. It will be faster than searching, and
they will certainly tell you to let me in.

10 Anika: | will contact the host through the > That is our trusted route.
Host confirmation is useful, but any entry must also meet the site's authorization and
escort requirements.

Conversation continues on the next page.
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A meeting invitation is not access
authorization

CONVERSATION / CONTINUED

11

12

13

14

15

16

17

18

Mr Vale: All right. Please make clear that | arrived for a real meeting. | do not want the
host to think | simply failed to turn up.

Anika: | can tell them you are waiting at © . That gives the host an
accurate update without implying that you have already been admitted or that the access
checks are complete.

Mr Vale: Are you refusing to help, or is there an unfinished step? The meeting may finish
before we resolve this.

Anika: | can help, but | have an ”’ : | cannot grant entry or an escort
exception. | can contact the host and ask about meeting here while verification is pending.

Mr Vale: Could the host approve it afterward if everyone agrees that the delay was
unreasonable? That would avoid losing more of the meeting now.

Anika: A later 8 cannot be assumed as permission to bypass the

current requirement. Let us ask the access desk what approved arrangements are possible
before anyone crosses the boundary.

Mr Vale: Understood. | will wait here. Please ask whether the host can meet me in
reception or speak with me while the access request is being handled.

Anika: | can pass on that request. The ° will handle the verification,

and the host can respond about meeting arrangements. Neither response should be
treated as complete until confirmed.
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A meeting invitation is not access
authorization / continued

19 Mr Vale: Please tell the host | am at reception and still want to meet. | can wait here while
the access desk checks the request.

20 Anika: | will. Any approved entry must have the right 10 and satisfy the
actual site requirements. For now, you remain here and | will contact the responsible
people through the approved route.

CHECK THE GAPS

1. access authorization / 2. visitor verification / 3. credential sharing / 4. escort authorization / 5. approved
directory / 6. public reception / 7. authorization boundary / 8. access exception / 9. access desk / 10. access
scope

Why these answers fit, page 148
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@ Check accuracy and scope

A meeting invitation is not access authorization

Return to the case

Visitor Mr Vale arrives late for a meeting in a restricted airport work area. He shows an
email invitation but has not completed the fictional site's visitor verification process. He
asks employee Anika to admit him using her access and says the host will approve later.
Anika is not authorized to bypass verification or provide an unapproved escort. She can
keep him at public reception, contact the host through the approved directory, and refer
the request to the access desk. Any permitted entry must follow the site's actual
authorization and escort requirements. No entry permission is established in this case.

Choose one answer per question. Use the case facts and keep any uncertainty or limits intact.

. What should Anika use to contact the host?

. A public comment unrelated to the visit

1

A

B. The approved directory

C. Only a number the unverified visitor supplies
D

. A guessed personal account

. What does a pending access request mean?

. The visitor has been found guilty of a crime.

2
A
B. Every later request must be refused forever.
C. Entry is not yet established as authorized.
D

. Entry is automatically approved.

Answers and explanations, page 150

Listen for the distinction

Switch roles for turns 11-20. Keep reception and the approved contact route explicit without
accusing the visitor.

A firm boundary can include practical help

Urgency, familiarity, and seniority may make a shortcut sound socially reasonable. A professional
refusal can acknowledge the late meeting while preserving the access rule. Offer the approved
route without accusing the visitor of criminal intent or promising that verification will succeed.
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@ Say it / transfer to a new case

Keep invitation and permission separate

A visitor has a meeting invitation but incomplete access verification. Employee Jo cannot share
credentials or approve an escort. Jo can contact the host through the approved directory and refer to
the access desk.

Complete the four gaps. With a partner, read alternate roles, then switch. Studying alone, read both roles
and pause before each response.

WORD AND PHRASE BANK

authorization / directory / desk / credential

01 Visitor: My invitation does not itself establish access 1

02 Employee: | cannot share my 2

03 Visitor: Please contact the host through the approved 3

04 Employee: The access 4 will handle the verification request.

CHECK THE GAPS

1. authorization / 2. credential / 3. directory / 4. desk

Why these answers fit, page 150

Rebuild the exchange

Choose the missing response. Read the completed three-turn exchange aloud, changing roles on the
second reading.

1. Rebuild the exchange from "A meeting invitation is not access authorization". Mr Vale:
"Are you refusing to help, or is there an unfinished step? The meeting may finish before
we resolve this." Anika: [missing response] Mr Vale: "Could the host approve it afterward
if everyone agrees that the delay was unreasonable? That would avoid losing more of the
meeting now." Which response belongs in the gap?

A. | can tell them you are waiting at public reception. That gives the host an accurate update without
implying that you have already been admitted or that the access checks are complete.

B. We still need visitor verification for this visit. The invitation explains the meeting request, but it does
not complete the entry process. | will use the approved route to check it.

C. I can help, but | have an authorization boundary: | cannot grant entry or an escort exception. | can
contact the host and ask about meeting here while verification is pending.

D. | will contact the host through the approved directory. That is our trusted route. Host confirmation is
useful, but any entry must also meet the site's authorization and escort requirements.

Answers and explanations, page 151
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Review 3 / Meaning and context

Use language from the lessons you have completed. Choose one answer per question.

Case file

Revisit "Ground Handling and Turnaround Performance" and "Security and Access Control".
Choose precise terminology, then reconstruct the missing responses using both
neighboring turns. The final two questions also revisit earlier conversations.

1. A colleague needs the term for this meaning: Transfer of a service task and its
current information. Which term fits?

A. confirmed receipt

B. short delivery

C. service handover

D. target off-block time

2. A colleague needs the term for this meaning: Allowing another person to use an
assigned access credential. Which term fits?

A. public reception
B. restricted area

C. credential sharing
D

. access exception

3. Rebuild the exchange from "Passengers have heard two different departure

times". Ms Bell: "Just to check, fifteen ten is when you will speak to us, not when you

now expect the aircraft to leave?” Omar: [missing response] Ms Bell: "My onward
flight leaves this evening. Can you guarantee that | will still make it, or put me on
another service now?" Which response belongs in the gap?

A. Correct. It is not a departure estimate. | cannot promise a departure time at present. We will
clearly label any verified estimate if operations supplies one later.

B. No. Seat availability on another service does not mean your reservation has changed.
Please use the service desk so the actual booking and any related requirements can be
checked.

C. Yes. | will check channel consistency with Lena: no confirmed departure estimate, and the
next update at fifteen ten local. | am sorry we gave you conflicting information.

D. | cannot guarantee the onward connection from this information. The service desk can
review your itinerary and the available options. A proposed replacement would still need its
own confirmation.
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E English Ladder Cumulative review / Lessons 1-6

Review 3 / Meaning and context /
continued

4. Rebuild the exchange from "A meeting invitation is not access authorization". Mr
Vale: "Understood. | will wait here. Please ask whether the host can meet me in
reception or speak with me while the access request is being handled." Anika:
[missing response] Mr Vale: "Please tell the host | am at reception and still want to
meet. | can wait here while the access desk checks the request." Which response
belongs in the gap?

A. | understand the time pressure, but access authorization has not been established. | cannot
admit you before the required verification. | can help contact your host from public
reception.

B. A later access exception cannot be assumed as permission to bypass the current
requirement. Let us ask the access desk what approved arrangements are possible before
anyone crosses the boundary.

C. | will contact the host through the approved directory. That is our trusted route. Host
confirmation is useful, but any entry must also meet the site's authorization and escort
requirements.

D. | can pass on that request. The access desk will handle the verification, and the host can
respond about meeting arrangements. Neither response should be treated as complete until
confirmed.

Answers and explanations, page 168
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O Read the situation

LESSON 07 / INCIDENT REPORTING AND INVESTIGATION

Separate firsthand observation, another person's report, and a causal conclusion in
an occurrence record.

An observed dent became an unsupported cause

Ground-services employee Rosa observed a dent in the side panel of baggage cart C4 at
09:42 local time. She did not see an impact. Colleague Ivo reports hearing a bang near
the cart at approximately 09:39, but did not see contact either. Relevant camera footage
has not been reviewed. A draft report says that a tug driver struck C4 and caused the
damage; no supplied evidence establishes that claim. Safety reviewer Daniel helps Rosa
correct the draft while preserving the original version and the source of each account.
Immediate operational controls follow the separate local process; this exchange does not
authorize equipment return to use.

People: Rosa, Ground-services employee; Daniel, Safety reviewer.

Read the record

Choose one answer per question using the facts above.

. What did Rosa directly observe?

. Adentin cart C4 at 09:42 local

. A tug striking the cart

. The exact time damage occurred
. A completed camera review

. What is Ivo's account?

. He verified the exact cause.

He saw a named driver strike C4.
. He reviewed the footage.
. Which claim should be removed as unsupported?

. Atug driver struck C4 and caused the damage.
Rosa observed a dent.

1
A
B
C
D
2
A
B. He heard a bang at approximately 09:39 without seeing contact.
C
D
3
A
B
C. Ivo reported a bang.

D

. Camera footage has not been reviewed.

Answers and explanations, page 152
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E English Ladder Lesson 07 / Vocabulary

© Vocabulary in use

CORE TERMS
occurrence report initial report
A record describing an event or condition The first recorded account before the review is
relevant to safety. complete.
submit an occurrence report qualify an initial report
firsthand account witness statement
Information from a person's own observation. An attributed account from someone with
preserve a firsthand account relevant observations.
record a witness statement
reported sound observation time
An auditory event described by a person. When a person noticed a condition.
attribute a reported sound state the observation time
event time approximate time
When the event itself occurred. A time given with limited precision.
distinguish the event time label an approximate time
chronology causal claim
The sequence of relevant events or A statement that one event produced another.
observations. test a causal claim

establish the chronology

contributing factor root cause

A condition that helped produce or shape an An underlying cause identified through the
event. relevant analysis.

assess contributing factors avoid premature root-cause claims

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

occurrence report OCCURRENCE REPORT

submit an occurrence report
Keep the meaning precise: A record describing an event or condition relevant to safety.

observation time OBSERVATION TIME

state the observation time
Keep the meaning precise: When a person noticed a condition.
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Lesson 07 / Vocabulary

0 Precision and professional

shorthand

EXTEND YOUR RANGE

evidence source
The origin of information used in a review.
identify the evidence source

camera footage

Recorded video that may provide relevant
evidence.

preserve camera footage

damage description

Factual wording identifying the observed
physical condition.

give a damage description

baggage cart

A vehicle or trailer used to carry baggage on the
ground.

identify the baggage cart

attribution
Stating who supplied a claim or observation.
preserve source attribution

factual amendment

A documented correction or addition to the
factual record.

make a factual amendment

corroboration
Independent support for an account or inference.
seek corroboration

review status
The current stage of an examination of evidence.
state the review status

equipment identifier
The code distinguishing the equipment involved.
verify the equipment identifier

tug

A vehicle used to move other ground equipment
or aircraft under the relevant operation.

identify the reported tug

version history
The record of changes to a document over time.
retain version history

causation finding

A supported conclusion about what produced the
event.

distinguish a causation finding

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

root cause ROOT CAUSE

avoid premature root-cause claims

Keep the meaning precise: An underlying cause identified through the relevant analysis.

damage description DAMAGE DESCRIPTION
give a damage description

Keep the meaning precise: Factual wording identifying the observed physical condition.
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Lesson 07 / Phrase bank

@O Phrases that move the work

forward

Start with firsthand information

| observed a dent on the side panel of cart C4.

Avoid claiming an impact

| did not see contact occur.

Preserve time uncertainty

He gives the time as approximately 09:39.

Describe the evidence gap

The camera footage has not been reviewed.

Keep the equipment precise
The affected cart identifier is C4.

Record the correction

Add a dated factual amendment explaining the
change.

Leave investigation open

The cause remains under review.

Keep operational authority separate

This report does not clear the equipment for
use.

State the observation time
| noticed it at 09:42 local time.

Attribute the second account

Ivo reports hearing a bang near the cart.

Separate observation and event

That is when | saw the damage, not necessarily
when it occurred.

Remove the unsupported cause

The supplied evidence does not identify a tug
strike.

Preserve the original

Retain the earlier draft in the version history.

Avoid personal judgment

We should report actions and evidence, not
assumed motives.

Avoid false exoneration

Removing the accusation does not establish
that no contact occurred.

Close the account

Distinguish what | saw, what | was told, and
what remains unknown.

Precision in real exchanges

Purpose: Attribute the second account

Useful wording: Ivo reports hearing a bang near the cart.

Purpose: Preserve time uncertainty

Useful wording: He gives the time as approximately 09:39.
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(© Choose the response that fits

Choose one response for each situation. Preserve the facts, the decision boundary, and the purpose of the
exchange.

1. Which sentence is supported?

A. The tug driver definitely caused the dent at 09:42.
B. Ivo saw a collision.

C. The camera confirmed an impact.

D

. Rosa observed a dent on C4 at 09:42 local and did not witness contact.

How should Ivo's time appear?

. Approximately 09:39, attributed to Ivo
. Exactly 09:39 as a verified impact time
09:42 because that is easier to align

OO0 ®> N

. Omitted because approximate times are useless

3. A colleague needs the term for this meaning: An attributed account from someone
with relevant observations. Which term fits?

A. witness statement
B. attribution

C. camera footage
D. chronology
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© Choose the response that fits /
continued

4. Rebuild the exchange from "An observed dent became an unsupported cause".
Daniel: "The draft also mentions a bang at nine thirty-nine. Did you hear that
yourself, or is that information from somebody else's account?" Rosa: [missing
response] Daniel: "Keep approximately. Turning a remembered time into an exact
timestamp would give readers more precision than the source actually provides."
Which response belongs in the gap?

A. That needs attribution. Ivo told me he heard a bang near the cart at approximately nine
thirty-nine. He did not see contact either, so his account does not identify an impact.

B. | saw the dent at nine forty-two. Ivo reports a bang at approximately nine thirty-nine. The
footage is unreviewed, and there is no established causation finding identifying how the
damage occurred.

C. | will retain the damage description, the C4 identifier, and the observation time. | will avoid
substituting a vague phrase such as something happened somewhere on the ramp.

D. | will preserve the approximate time and name the source. The revised chronology can show
his reported sound and my later observation without treating them as a proven causal
sequence.

Answers and explanations, page 152

One useful distinction

09:42 is the time Rosa observed the dent, not a verified impact time. Ivo's approximately 09:39

sound is a separate reported observation. A three-minute sequence does not identify the contact,
actor, or cause.
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© Conversation

A

n observed dent became an unsupported cause

An observed dent became an unsupported cause

Complete the numbered gaps. Use each bank entry once; some entries contain several words.

01

02

03

04

05

06

WORD AND PHRASE BANK

causal claim / damage description / approximate time / camera footage /
causation finding / attribution / factual amendment / version history / firsthand account /
observation time

Daniel: The draft says a tug driver struck cart C4 and caused the damage. Before we keep
that sentence, what did you personally observe?

Rosa: My ! is narrower. | saw a dent on C4's side panel at nine forty-
two local time. | did not see any impact or contact.

Daniel: Then nine forty-two is the time you noticed the damage. We should not
automatically label it the time the damaging event occurred.

Rosa: Correct. It is the 2 , hot a verified event time. | do not know how
long the dent had been there when | saw it.

Daniel: The draft also mentions a bang at nine thirty-nine. Did you hear that yourself, or is
that information from somebody else's account?

Rosa: That needs 3 Ivo told me he heard a bang near the cart at
approximately nine thirty-nine. He did not see contact either, so his account does not
identify an impact.
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© Conversation / continued

07  Daniel: Keep approximately. Turning a remembered time into an exact timestamp would
give readers more precision than the source actually provides.

08 Rosa: | will preserve the 4 and name the source. The revised
chronology can show his reported sound and my later observation without treating them as
a proven causal sequence.

09 Daniel: That sequence may be relevant, but it does not identify who caused the dent. Is
there any reviewed video or other evidence supporting the tug statement?

10 Rosa: The > has not been reviewed. | should not describe it as

supporting the claim, and | cannot say it rules the claim out either.

Conversation continues on the next page.
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An observed dent became an
unsupported cause

CONVERSATION / CONTINUED

11 Daniel: Exactly. The investigation can examine relevant evidence through the approved
process. The initial report should not announce what that later review will conclude.

12 Rosa: | will remove the unsupported © from the factual account. The
report will say what was observed and reported, with the cause still under review.

13 Daniel: Removing the accusation should not erase the fact that damage was observed.
Neutral reporting can still be specific about the equipment and its physical condition.

14 Rosa: | will retain the 7 , the C4 identifier, and the observation time. |
will avoid substituting a vague phrase such as something happened somewhere on the
ramp.

15 Daniel: Has anyone already received that draft? We need the correction to reach those
recipients and remain linked to the original version.

16 Rosa: | will preserve the 8 and add a dated amendment explaining the
correction. That keeps the original wording traceable while making the current factual

account accurate.

17 Daniel: Good. Also keep this reporting conversation separate from the equipment's
operational status. A revised report is not permission to put the cart back into use.

18 Rosa: Understood. Any ° changes the account, not the separate local

controls. Those controls continue under the relevant process, and this exchange does not
authorize return to use.

19 Daniel: Before we send the amendment, please read back your observation, Ivo's account,
and the point the investigation has not established.

20 Rosa: | saw the dent at nine forty-two. Ivo reports a bang at approximately nine thirty-
nine. The footage is unreviewed, and there is no established 10
identifying how the damage occurred.

CHECK THE GAPS

1. firsthand account / 2. observation time / 3. attribution / 4. approximate time / 5. camera footage / 6. causal
claim / 7. damage description / 8. version history / 9. factual amendment / 10. causation finding

Why these answers fit, page 153
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@ Check accuracy and scope

An observed dent became an unsupported cause

Return to the case

Ground-services employee Rosa observed a dent in the side panel of baggage cart C4 at
09:42 local time. She did not see an impact. Colleague Ivo reports hearing a bang near
the cart at approximately 09:39, but did not see contact either. Relevant camera footage
has not been reviewed. A draft report says that a tug driver struck C4 and caused the
damage; no supplied evidence establishes that claim. Safety reviewer Daniel helps Rosa
correct the draft while preserving the original version and the source of each account.
Immediate operational controls follow the separate local process; this exchange does not
authorize equipment return to use.

Choose one answer per question. Use the case facts and keep any uncertainty or limits intact.

. What should happen to the original draft?

. Replace it with a claim that nothing happened.

1
A
B. Preserve it and document the correction in version history.
C. Delete it without trace.

D

. Keep the accusation unchanged to avoid admitting a correction.
. What does removing the causal accusation establish?

. The named person is proved uninvolved.

2

A

B. The equipment is safe to use.
C. The footage has been reviewed.
D

. The record no longer presents an unverified cause as proved.

Answers and explanations, page 155

Listen for the distinction

Switch roles and repeat turns 13-20. Keep the dent, version history, and unknown cause in the
account.

Neutral does not mean vague

A report can be specific about times, locations, equipment, and observations without assigning
premature blame. Avoiding an unsupported causal claim protects the investigation; it does not
require deleting useful facts or minimizing the seriousness of reported damage.
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@ Say it / transfer to a new case

Keep observation time separate from event time

A worker sees damage on cart K2 at 10:15 local. Pat reports hearing a bang at approximately 10:12
but saw no contact. The video is unreviewed and no cause is established.

Complete the four gaps. With a partner, read alternate roles, then switch. Studying alone, read both roles
and pause before each response.

WORD AND PHRASE BANK

cause / unreviewed / 10:15 / Pat

01  Worker: My observation time was 1 local.

02 Reviewer: The earlier sound is attributed to 2

03  Worker: The video remains 3

04 Reviewer: No 4 has been established.

CHECK THE GAPS
1.10:15/ 2. Pat/ 3. unreviewed / 4. cause

Why these answers fit, page 155

Rebuild the exchange

Choose the missing response. Read the completed three-turn exchange aloud, changing roles on the
second reading.

1. Rebuild the exchange from "An observed dent became an unsupported cause”. Daniel:
"Removing the accusation should not erase the fact that damage was observed. Neutral
reporting can still be specific about the equipment and its physical condition." Rosa:
[missing response] Daniel: "Has anyone already received that draft? We need the
correction to reach those recipients and remain linked to the original version." Which
response belongs in the gap?

A. | will preserve the version history and add a dated amendment explaining the correction. That keeps
the original wording traceable while making the current factual account accurate.

B. Understood. Any factual amendment changes the account, not the separate local controls. Those
controls continue under the relevant process, and this exchange does not authorize return to use.

C. My firsthand account is narrower. | saw a dent on C4's side panel at nine forty-two local time. | did not
see any impact or contact.

D. | will retain the damage description, the C4 identifier, and the observation time. | will avoid
substituting a vague phrase such as something happened somewhere on the ramp.

Answers and explanations, page 156
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O Read the situation

LESSON 08 / REGULATORY AUDITS AND READINESS

Report evidence coverage accurately, assign outstanding checks, and avoid
unsupported compliance claims.

Verified records are not the same as total compliance

An internal aviation audit-preparation list covers current training records for 30 staff.
Twenty-seven records have been verified against the stated requirement. Three remain
unverified: two assigned to records coordinator Daria and one to team lead Ash. Missing
verification does not establish that those staff are untrained or that their records are
expired. Quality reviewer Leo needs a factual readiness update by Friday at 15:00 local.
The draft says all staff are compliant. Daria and Leo must replace that statement with the
verified count, open checks, owners, and deadline. This is preparation evidence for one
requirement, not an overall regulatory compliance determination.

People: Daria, Records coordinator; Leo, Quality reviewer.

Read the record

Choose one answer per question using the facts above.

. What proportion of the listed records is verified?
. 10%

. 27%

. 90%

. 100%

. What do the three unverified records establish?

. Verification remains incomplete for those records.

. Three records are proved expired.
. The entire operation is noncompliant.
. What is the scope of this review?

. Every employee's entire professional competence
. Training-record evidence for one stated requirement

1

A

B

C

D

2

A

B. Three staff are proved untrained.
C

D

3

A

B

C. Every regulatory obligation
D

. Final external certification

Answers and explanations, page 157
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0 Vocabulary in use

CORE TERMS

audit readiness

The state of preparation to support an audit with
relevant evidence.

assess audit readiness

audit criterion

A requirement or standard used to assess
evidence.

identify the audit criterion

training record

Documentation of a person's completed training
and relevant status.

verify a training record

competency

The ability to perform a role to the required
standard.

distinguish demonstrated competency

verification backlog
Outstanding records or items awaiting checking.
clear the verification backlog

document register

An organized list of controlled documents and
their status.

update the document register

Lesson 08 / Vocabulary

audit scope

The requirements, activities, or period covered
by an audit.

define audit scope

objective evidence
Verifiable information supporting an assessment.
provide objective evidence

currency

Whether a credential or training status remains
current under the relevant requirement.

verify training currency

evidence coverage

The share of the defined scope supported by
verified evidence.

report evidence coverage

records owner

The person responsible for maintaining or
supplying a record.

identify the records owner

controlled copy

A document version managed under the relevant
control process.

use the controlled copy

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

audit readiness AUDIT READINESS
assess audit readiness

Keep the meaning precise: The state of preparation to support an audit with relevant evidence.

currency CURRENCY
verify training currency

Keep the meaning precise: Whether a credential or training status remains current under the relevant

requirement.
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Lesson 08 / Vocabulary

© Precision and professional

shorthand

EXTEND YOUR RANGE

revision status
The current version position of a document.
confirm revision status

traceability

The ability to follow evidence to its source and
relevant requirement.

maintain evidence traceability

open item
A matter not yet resolved or verified.
track an open item

nonconformity

A demonstrated failure to meet a specified
requirement.

document a nonconformity

closure evidence

Information supporting that an item has been
satisfactorily resolved.

review closure evidence

sampling limitation

A boundary arising from reviewing only part of a

population.

disclose a sampling limitation

retention requirement

A rule governing how long a record must be
kept.

check the retention requirement

audit trail

The record showing actions, changes, and
decisions over time.

preserve the audit trail

finding

A supported result of evaluating evidence
against criteria.

distinguish an audit finding

corrective action

Action addressing the cause of an identified
nonconformity.

verify corrective action

readiness statement
A bounded summary of preparation status.
qualify the readiness statement

compliance determination

An assessment of whether applicable
requirements are met.

avoid an unsupported compliance determination

Say it in context

Stress the highlighted expression. Keep the surrounding words connected; pause at the end of the phrase.

controlled copy CONTROLLED COPY
use the controlled copy

Keep the meaning precise: A document version managed under the relevant control process.

open item OPEN ITEM

track an open item

Keep the meaning precise: A matter not yet resolved or verified.
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Lesson 08 / Phrase bank

@O Phrases that move the work

forward

State the count

Twenty-seven of thirty records have been
verified.

Name the gap
Three records still need verification.

Avoid assuming expiry

We have not established that those records are
expired.

State the deadline

The readiness update is due Friday at 15:00
local.

Limit the scope

This list concerns one stated training-record
requirement.

Preserve the audit trail

Record who checked the item and when.

Update the remaining count
One additional verification leaves two items
open.

Keep the determination distinct

This preparation update is not an overall
compliance decision.

Express the coverage

That is ninety percent of the listed records.

Avoid a personnel judgment

Unverified does not mean the staff member is
untrained.

Identify the owners

| own two checks, and Ash owns one.

Correct the claim

All staff compliant exceeds the evidence we
have.

Request traceable evidence

Please link each verified record to the
applicable criterion.

Separate plan and closure

An assigned action is not closure evidence.

Avoid backfilling
Do not create a completion entry without
supporting evidence.

Close with specifics

Report the verified count, open checks, owners,
and deadline.

Precision in real exchanges

Purpose: Avoid a personnel judgment

Useful wording: Unverified does not mean the staff member is untrained.

Purpose: Avoid assuming expiry

Useful wording: We have not established that those records are expired.
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© Choose the response that fits

Choose one response for each situation. Preserve the facts, the decision boundary, and the purpose of the
exchange.

. Which readiness headline fits the facts?

. The audit has already granted certification.

1
A
B. Twenty-seven of thirty records verified; three checks remain assigned and open.
C. Every staff member meets every rule.

D

. Three staff are confirmed untrained.

. If one more record is verified, what is the new coverage?

2
A. 30 of 30, 100%

B. 28 of 30, approximately 93.3%
C. 28 of 28, 100%

D. 27 of 30, 90%

3. A colleague needs the term for this meaning: Verifiable information supporting an
assessment. Which term fits?

A. objective evidence
B. closure evidence
C. verification backlog
D. traceability
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(© Choose the response that fits /
continued

4. Rebuild the exchange from "Verified records are not the same as total
compliance". Leo: "Who owns the remaining work? Saying someone will check later
will not help us prepare a reliable update." Daria: [missing response] Leo: "The
update is due Friday at fifteen hundred local. That deadline is for a factual readiness
report, including any unresolved items, not for changing the status by assumption.”
Which response belongs in the gap?

A. Agreed. The readiness statement will give the verified count, remaining checks, owners, and
deadline. If a record is still unverified, | will say so rather than force a complete result.

B. | am the records owner for two checks, and Ash owns the third. | will keep those
assignments explicit rather than place all three under a general team label.

C. | will state the audit scope clearly. This preparation list concerns one training-record
requirement. It is not a complete assessment of professional competence or an overall
regulatory compliance determination.

D. Yes. A nonconformity needs evidence against a criterion. We should not label someone
noncompliant because a check is pending, or hide a real finding once the evidence
establishes it.

Answers and explanations, page 157

One useful distinction

27/30 is 90% verified record coverage. The remaining 3/30 is 10% unverified, not a demonstrated
10% noncompliance rate. One additional verified record would make coverage 28/30, approximately
93.3%, with two checks still open.
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© Conversation

Verified records are not the same as total compliance

Verified records are not the same as total compliance

Complete the numbered gaps. Use each bank entry once; some entries contain several words.

WORD AND PHRASE BANK

closure / audit scope / traceability / audit trail / evidence coverage / records owner /
open items / nonconformity / verified count / readiness statement

01 Leo: The draft says all staff are compliant. The preparation list only shows twenty-seven
verified training records out of thirty. We need a more accurate headline.

02 Daria: | will report ! instead. Twenty-seven of thirty is ninety percent

verified. Three records remain unverified, and their checks need to stay visible in the
update.

03 Leo: Does unverified mean the staff missed training or their records expired? Neither
should be implied without evidence.

04 Daria: No. The 2 are verification questions. We have not established
that those people are untrained or that their records are expired. The missing check is not
the same as a negative finding.

05 Leo: Who owns the remaining work? Saying someone will check later will not help us
prepare a reliable update.

06 Daria: | am the 3 for two checks, and Ash owns the third. | will keep
those assignments explicit rather than place all three under a general team label.
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© Conversation / continued

07 Leo: The update is due Friday at fifteen hundred local. That deadline is for a factual
readiness report, including any unresolved items, not for changing the status by
assumption.

08 Daria: Agreed. The 4 will give the verified count, remaining checks,
owners, and deadline. If a record is still unverified, | will say so rather than force a
complete result.

09 Leo: | can see the files, but what was actually checked? Show me the requirement and
review record behind a verified entry.

10 Daria: Each check needs > to the stated requirement and the relevant
record. A document in a folder is not enough if its identity, currency, or applicable basis
has not been verified.

Conversation continues on the next page.
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Verified records are not the same as
total compliance

CONVERSATION / CONTINUED

11

12

13

14

15

16

17

18

Leo: If one more record is verified today, how will you update the percentage without
changing the population?

Daria: The © becomes twenty-eight of thirty, about ninety-three point
three percent. Two checks remain open. We should not change the denominator to twenty-
eight and call the result one hundred percent.

Leo: Exactly. We also need to resist treating this single list as evidence for every
regulatory obligation or every aspect of a person's ability to perform the job.

Daria: | will state the 7 clearly. This preparation list concerns one
training-record requirement. It is not a complete assessment of professional competence
or an overall requlatory compliance determination.

Leo: If a check later demonstrates that a requirement was not met, then we can record the
supported finding and follow the appropriate action process.

Daria: Yes. A8 needs evidence against a criterion. We should not label
someone noncompliant because a check is pending, or hide a real finding once the
evidence establishes it.

Leo: Please keep the reviewer and review date with each entry. If an older date was copied
in, the correction needs to stay visible too.

Daria: | will maintain the ° No unsupported completion entry or copied
date should replace the actual evidence. Any correction must remain traceable in the
controlled record.
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Verified records are not the same as
total compliance / continued

19 Leo: Then our current message is ninety percent record coverage, three checks open, two
with you and one with Ash, update Friday at fifteen hundred local.

20 Daria: Correct. A future 10 will depend on verified evidence, not simply
on an assigned owner or an approaching deadline. | will circulate the bounded update and
revise it as checks are completed.

CHECK THE GAPS

1. evidence coverage / 2. open items / 3. records owner / 4. readiness statement / 5. traceability / 6. verified
count / 7. audit scope / 8. nonconformity / 9. audit trail / 10. closure

Why these answers fit, page 158
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@ Check accuracy and scope

Verified records are not the same as total compliance

Return to the case

An internal aviation audit-preparation list covers current training records for 30 staff.
Twenty-seven records have been verified against the stated requirement. Three remain
unverified: two assigned to records coordinator Daria and one to team lead Ash. Missing
verification does not establish that those staff are untrained or that their records are
expired. Quality reviewer Leo needs a factual readiness update by Friday at 15:00 local.
The draft says all staff are compliant. Daria and Leo must replace that statement with the
verified count, open checks, owners, and deadline. This is preparation evidence for one
requirement, not an overall regulatory compliance determination.

Choose one answer per question. Use the case facts and keep any uncertainty or limits intact.

. Which statement distinguishes an open item from a finding?

Audit preparation cannot contain uncertainty.
An unverified record needs checking; a nonconformity requires evidence of a failed criterion.
Every missing verification proves a violation.

©co®p p

. A named owner automatically closes a finding.
. What should support closing a record check?

. Verified evidence linked to the relevant requirement and recorded review

2
A
B. A confident verbal promise alone
C. A copied date with no source

D

. The approaching audit deadline

Answers and explanations, page 160

Listen for the distinction

Switch roles for turns 11-20; emphasize 28 of 30, two open checks, and the unchanged scope.

An honest gap is useful management information

Pressure before an audit can encourage complete-sounding summaries. A bounded statement of
evidence coverage is more useful than an unsupported claim that everyone complies. Name what
has been verified and who will check the remainder without treating an open record question as a
finding against a person.
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@ Say it / transfer to a new case

Report coverage without declaring universal compliance

A list has 40 training records. Thirty-six are verified and four remain unverified. After one more check
succeeds, the denominator stays 40. The list covers one requirement only.

Complete the four gaps. With a partner, read alternate roles, then switch. Studying alone, read both roles
and pause before each response.

WORD AND PHRASE BANK
3/ 37 / 90 / compliance

01 Reviewer: Initial verified coverage is 1 percent.

02 Coordinator: After one more verification, the count is 2

03 Reviewer: The number still unverified is 3

04 Coordinator: This does not establish overall regulatory 4

CHECK THE GAPS
1.90/2.37/3.3/4. compliance

Why these answers fit, page 160
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E English Ladder Lesson 08 / Guided speaking

@ Say it / transfer to a new case /
continued

Rebuild the exchange

Choose the missing response. Read the completed three-turn exchange aloud, changing roles on the
second reading.

1. Rebuild the exchange from "Verified records are not the same as total compliance".
Leo: "Exactly. We also need to resist treating this single list as evidence for every
regulatory obligation or every aspect of a person's ability to perform the job." Daria:
[missing response] Leo: "If a check later demonstrates that a requirement was not met,
then we can record the supported finding and follow the appropriate action process."
Which response belongs in the gap?

A. | will state the audit scope clearly. This preparation list concerns one training-record requirement. It is
not a complete assessment of professional competence or an overall regulatory compliance
determination.

B. | am the records owner for two checks, and Ash owns the third. | will keep those assignments explicit
rather than place all three under a general team label.

C. Agreed. The readiness statement will give the verified count, remaining checks, owners, and deadline.
If a record is still unverified, | will say so rather than force a complete result.

D. Yes. A nonconformity needs evidence against a criterion. We should not label someone noncompliant
because a check is pending, or hide a real finding once the evidence establishes it.

Answers and explanations, page 161
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E English Ladder Cumulative review / Lessons 1-8

Review 4 /| Meaning and context

Use language from the lessons you have completed. Choose one answer per question.

Case file

Revisit "Incident Reporting and Investigation" and "Regulatory Audits and Readiness".
Choose precise terminology, then reconstruct the missing responses using both
neighboring turns. The final two questions also revisit earlier conversations.

1. A colleague needs the term for this meaning: Information from a person’'s own
observation. Which term fits?

A. corroboration

B. approximate time
C. tug

D. firsthand account

2. A colleague needs the term for this meaning: The share of the defined scope
supported by verified evidence. Which term fits?

A. revision status

B. evidence coverage
C. nonconformity
D

. audit readiness

3. Rebuild the exchange from "A meeting invitation is not access authorization". Mr
Vale: "I can give you the host's mobile number. It will be faster than searching, and
they will certainly tell you to let me in." Anika: [missing response] Mr Vale: "All right.
Please make clear that | arrived for a real meeting. | do not want the host to think |
simply failed to turn up.” Which response belongs in the gap?

A. 1 will contact the host through the approved directory. That is our trusted route. Host
confirmation is useful, but any entry must also meet the site's authorization and escort
requirements.

B. A later access exception cannot be assumed as permission to bypass the current
requirement. Let us ask the access desk what approved arrangements are possible before
anyone crosses the boundary.

C. |l understand the time pressure, but access authorization has not been established. | cannot
admit you before the required verification. | can help contact your host from public
reception.

D. | can pass on that request. The access desk will handle the verification, and the host can
respond about meeting arrangements. Neither response should be treated as complete until
confirmed.
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E English Ladder Cumulative review / Lessons 1-8

Review 4 /| Meaning and context /
continued

4. Rebuild the exchange from "Verified records are not the same as total
compliance". Leo: "Please keep the reviewer and review date with each entry. If an
older date was copied in, the correction needs to stay visible too." Daria: [missing
response] Leo: "Then our current message is ninety percent record coverage, three
checks open, two with you and one with Ash, update Friday at fifteen hundred local."
Which response belongs in the gap?

A. | will report evidence coverage instead. Twenty-seven of thirty is ninety percent verified.
Three records remain unverified, and their checks need to stay visible in the update.

B. | will state the audit scope clearly. This preparation list concerns one training-record
requirement. It is not a complete assessment of professional competence or an overall
regulatory compliance determination.

C. | will maintain the audit trail. No unsupported completion entry or copied date should
replace the actual evidence. Any correction must remain traceable in the controlled record.

D. | am the records owner for two checks, and Ash owns the third. | will keep those
assignments explicit rather than place all three under a general team label.

Answers and explanations, page 171
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E English Ladder

Additional case 1 / Language

Language for the next case

A bag scan is not a delivery appointment

last recorded scan

This identifies a recorded handling event, not
confirmed onward loading or the bag's present
location.

Luis: Not yet. That is the last recorded scan we
can see, at fourteen ten local. There is no
confirmed onward loading in the record.

delivery appointment

An appointment requires an actual agreed
delivery arrangement, which no assigned courier
supports here.

Luis: I cannot confirm a delivery appointment
yet. No courier has been assigned. | can record
your time constraint and ask the team to contact
you about the arrangement.

effective time

The effective time determines when the new
address applies, preventing delivery to a
superseded location.

Luis: I have recorded that effective time. Please
check the two address entries and your contact
number on this screen before | submit the
update.

tracing reference

R62 identifies the open service case, while the
bag tag identifies the checked item.

Luis: Use R62 as the tracing reference. Keep the
bag-tag receipt too; the tag ending four eight
two one identifies the bag itself.

interim-expense claim

This is a separate request concerning necessary
expenses during the delay, not evidence that the
bag has been delivered.

Luis: No; | can explain the applicable interim-
expense claim process now. Keep itemized
receipts, and we will explain the relevant
requirements without inventing a reimbursement
amount.

case record

The case record documents the tracing status
and contact instructions; it is not proof of
delivery.

Luis: Thank you. | will send the updated case
record and claim guidance. We will contact you
when the next verified handling or delivery
information is available.

Read the phrases aloud. Then complete the conversation on the following pages using the word bank.
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E English Ladder Additional case 1

Conversation

A bag scan is not a delivery appointment

Ms Chen's checked bag has not arrived. Her bag tag ends 4821, tracing file R62 is open. The last
recorded scan is at the transfer airport at 14:10 local. No onward loading or courier assignment is
confirmed. She changes hotels tomorrow at noon; agent Luis can update the contact record now.

Complete the numbered gaps. Use each bank entry once; some entries contain several words.

WORD AND PHRASE BANK

last recorded scan / interim-expense claim / delivery appointment / effective time /
case record / tracing reference

01 Ms Chen: Your app says my bag was scanned at the transfer airport. Does that mean it is
on the next flight here?

02  Luis: Not yet. That is the 1 we can see, at fourteen ten local. There is
no confirmed onward loading in the record.

03 Ms Chen: | have a small tracking device in the bag, and its map also shows that airport.
Can you use the location?

04  Luis: Yes, please share it through our approved baggage-report channel. | will add it to the
tracing information, but it does not confirm a flight or delivery time.

05 Ms Chen: The receipt has one long number and your email has R62. Which should | quote
when | contact you?

06  Luis: Use R62 as the 2 Keep the bag-tag receipt too; the tag ending
four eight two one identifies the bag itself.

07 Ms Chen: | leave my current hotel at noon tomorrow. | do not want the bag delivered there
after | have checked out.

08 Luis: Let us update the address and dates privately now. | will record when you leave this
hotel and when the next address becomes valid.

09 Ms Chen: Can you book the courier for ten tomorrow morning? That would give me time
to collect the bag before checkout.

10  Luis: | cannot confirm a 3 yet. No courier has been assigned. | can
record your time constraint and ask the team to contact you about the arrangement.

Conversation continues on the next page.
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E English Ladder Additional case 1

A bag scan is not a delivery
appointment

CONVERSATION / CONTINUED

11 Ms Chen: Then please do not put ten o'clock in the email as though it were promised. |
have already changed my plans once.

12 Luis: Understood. | will describe it as your requested time, not a confirmed slot. The
address change also needs to reach the delivery team when one is assigned.

13 Ms Chen: | need basic toiletries and a clean shirt tonight. Should | wait until the bag is
found before asking about those costs?

14 Luis: No; | can explain the applicable 4 process now. Keep itemized
receipts, and we will explain the relevant requirements without inventing a reimbursement
amount.

15 Ms Chen: | will keep them. Please send that guidance with the report, so | know which
contact route to use.

16  Luis: | will. We will also check any baggage-fee refund separately under the applicable
rules; finding the bag does not itself answer every financial question.

17  Ms Chen: For the address, please use the new hotel only after noon tomorrow. Before
then, my current hotel is still correct.

18  Luis: | have recorded that > . Please check the two address entries and
your contact number on this screen before | submit the update.

19 Ms Chen: Those details are correct. | will quote R62 if | call, and | understand there is not
yet a delivery appointment.

20 Luis: Thank you. | will send the updated © and claim guidance. We will
contact you when the next verified handling or delivery information is available.

CHECK THE GAPS

1. last recorded scan / 2. tracing reference / 3. delivery appointment / 4. interim-expense claim / 5. effective
time / 6. case record

Why these answers fit, page 174
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E English Ladder Additional case 1/ Transfer

Keep the bag tag and case reference
distinct

Bag tag 7316 is linked to tracing file R84. A transfer-airport scan is recorded; onward loading is
unconfirmed. The passenger's new hotel address takes effect at 18:00 tomorrow. No courier is
assigned.

Complete the exchange using each phrase once. Read both roles, then switch roles and repeat with the
bank covered.

WORD AND PHRASE BANK

R84 / 18:00 / unconfirmed / appointment

01 Agent: Quote tracing file ! when contacting our team.

02 Passenger: The new address takes effect at 2 tomorrow.

03 Agent: Onward loading is still 3

04 Passenger: | do not yet have a courier delivery 4

CHECK THE GAPS
1. R84/ 2. 18:00 / 3. unconfirmed / 4. appointment

Why these answers fit, page 174

Keep the distinction audible

Separate tracing evidence, a delivery arrangement, and a passenger's immediate needs.
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E English Ladder

Additional case 2 / Language

Language for the next case

An overnight report time needs a date

UTC offset

Subtracting the supplied four-hour offset
converts the UTC time to this station's local
clock.

Mark: Correct. Apply the supplied UTC offset of
minus four hours. We must retain the date as
well as the clock time.

calendar date

The shuttle occurs on 8 October locally, before
the 22:30 local report on that same date.

Mark: Do not move it on that basis. The booking
matches the earlier calendar date we just
verified. Ask the hotel to acknowledge the dated
correction.

chronology

Chronology orders the scheduled events; it does
not establish rest, duty limits, qualifications, or
fitness.

Mark: No. A correct transport chronology
establishes none of those things. The authorized
crew-control process must assess the applicable
requirements separately.

midnight

The conversion passes into the previous local
calendar day, so retaining the UTC date would be
wrong.

Mark: Exactly. It crosses midnight. Correct the
hotel message to eight October, twenty-two
thirty station-local, with nine October, zero two
thirty UTC alongside it.

time basis

Explicitly labeling UTC versus station-local time
prevents the converted number being read on
the wrong clock.

Mark: That is right. Put the time basis next to
each entry rather than mixing the two clocks in
one unlabeled column.

scheduled interval

The two scheduled local times are forty-five
minutes apart; this describes elapsed time, not a
guaranteed journey.

Mark: Correct. Their scheduled interval is forty-
five minutes. Whether the transport plan is

workable remains subject to the relevant local
coordination.

Read the phrases aloud. Then complete the conversation on the following pages using the word bank.
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E English Ladder Additional case 2

Conversation

An overnight report time needs a date

A fictional station uses UTC minus four hours on the supplied dates. Crew report is 02:30 UTC on 9
October. The hotel shuttle is booked for 21:45 station-local time on 8 October. A draft hotel message
incorrectly labels the report as 22:30 local on 9 October. No crew-duty or fitness assessment is
supplied.

Complete the numbered gaps. Use each bank entry once; some entries contain several words.

WORD AND PHRASE BANK

midnight / chronology / time basis / calendar date / scheduled interval / UTC offset

01 Rina: The hotel message says report at twenty-two thirty local on the ninth. The roster
says zero two thirty UTC on the ninth. Those cannot both be right.

02 Mark: Correct. Apply the supplied 1 of minus four hours. We must
retain the date as well as the clock time.

03 Rina: Zero two thirty minus four hours is twenty-two thirty on the previous day. So the
local report is on the eighth, not the ninth.

04  Mark: Exactly. It crosses 2 Correct the hotel message to eight October,
twenty-two thirty station-local, with nine October, zero two thirty UTC alongside it.

05 Rina: The shuttle is already booked for twenty-one forty-five local on the eighth. Does that
put it forty-five minutes before the report time?

06 Mark: Yes. On the common local timeline, twenty-one forty-five to twenty-two thirty is
forty-five minutes. That arithmetic does not prove the journey allowance is adequate.

07  Rina: The hotel asked whether the shuttle booking should move to the following evening
because the roster shows the ninth.

08  Mark: Do not move it on that basis. The booking matches the earlier 3
we just verified. Ask the hotel to acknowledge the dated correction.

09 Rina: For a UTC-only transport list, the pickup becomes zero one forty-five UTC on the
ninth. Then both entries use the same UTC date.

10  Mark: That is right. Put the 4 next to each entry rather than mixing the
two clocks in one unlabeled column.

Conversation continues on the next page.
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E English Ladder Additional case 2

An overnight report time needs a date

CONVERSATION / CONTINUED

11 Rina: | will leave the original booking reference attached, so the hotel can identify which
pickup we mean. | will not create a duplicate reservation.

12 Mark: Good. Keep the record of the correction too, especially because someone may
already have forwarded the message with the wrong date.

13 Rina: Can | now mark the crew fit and legal for duty because the transport and report
times line up?

14 Mark: No. A correct transport > establishes none of those things. The
authorized crew-control process must assess the applicable requirements separately.

15 Rina: Then my update will confirm only the corrected time conversion and the transport
booking details that the hotel acknowledges.

16  Mark: Yes. Do not turn a travel coordination message into a duty approval. We still need
the designated team's actual status for that separate question.

17 Rina: Readback: pickup eight October at twenty-one forty-five local; report eight October
at twenty-two thirty local. In UTC, both are on nine October.

18 Mark: Correct. Their © is forty-five minutes. Whether the transport plan
is workable remains subject to the relevant local coordination.

19 Rina: | will send the correction to the hotel and everyone who received the earlier date,
then record the acknowledgements.

20  Mark: Thank you. Keep the UTC roster entry unchanged; we corrected its local rendering,
not the underlying report time or any crew-duty decision.

CHECK THE GAPS
1. UTC offset / 2. midnight / 3. calendar date / 4. time basis / 5. chronology / 6. scheduled interval

Why these answers fit, page 176
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Cross midnight without shifting the
booking

A fictional station is UTC minus five hours on these dates. Report is 01:20 UTC on 12 November,
equal to 20:20 local on 11 November. Pickup is 19:40 local on 11 November, equal to 00:40 UTC on
12 November. No duty approval is supplied.

Complete the exchange using each phrase once. Read both roles, then switch roles and repeat with the
bank covered.

WORD AND PHRASE BANK
00:40 / 40 / 11 / approval

01 Coordinator: The local report date is 1 November.

02 Liaison: The UTC pickup time is 2

03 Coordinator: Pickup and report are 3 minutes apart.

04 Liaison: That does not establish crew-duty 4

CHECK THE GAPS
1.11/2.00:40/3.40/ 4. approval

Why these answers fit, page 176

Keep the distinction audible

Read back a time-zone conversion and reconcile transport without deciding crew-duty legality.
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E English Ladder

Additional case 3 / Language

Language for the next case

Why the freight quote uses more kilograms

actual gross mass

Actual gross mass is the measured shipment
mass including packaging, not the tariff's space-
based billing quantity.

Salma: No. The sixty-four is the actual gross
mass, including the cartons. The eighty is a
separate billing quantity calculated under the
quoted tariff.

freight charge

The freight charge is 80 chargeable kilograms
times $3.50, separate from the documentation
fee.

Salma: That explains the difference. Eighty times
three fifty is two hundred eighty. The freight
charge is fifty-six dollars higher than your actual-
mass calculation.

remeasurement

Remeasurement supplies the new dimensions
and mass after repacking; the old measurements
no longer establish the revised charge.

Salma: Then we need remeasurement and a
revised quote under the applicable tariff. Do not
retain old figures just because they produce a
lower price.

chargeable weight

The tariff selects the larger of actual gross mass
and volumetric weight for pricing, without
changing physical mass.

Salma: Exactly. Under this quote, chargeable
weight is the greater of sixty-four and eighty. We
use eighty for the freight calculation.

tariff basis

The divisor, rate, minimums, and other
conditions depend on the governing tariff rather
than this fictional quote alone.

Salma: No. Check the applicable tariff basis. We
are using this quote's stated conditions, not
promising the same divisor or pricing rules for
every service.

pricing breakdown

The breakdown separates actual and chargeable
quantities, the freight calculation, and the one-
time fee.

Salma: I will. That preserves the pricing
breakdown so your purchasing team can
reconcile the three-hundred-dollar total without
mistaking billing weight for actual mass.

Read the phrases aloud. Then complete the conversation on the following pages using the word bank.
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E English Ladder Additional case 3

Conversation

Why the freight quote uses more kilograms

A fictional air-cargo quote covers four cartons, each 60 x 50 x 40 cm, with total actual gross mass 64
kg. Its stated tariff uses total cubic centimetres divided by 6,000, then the greater of that result and
actual gross mass. The rate is $3.50/kg plus one $20 documentation fee; no other charges or
rounding apply to this case.

Complete the numbered gaps. Use each bank entry once; some entries contain several words.

WORD AND PHRASE BANK

remeasurement / chargeable weight / tariff basis / actual gross mass / freight charge /
pricing breakdown

01  Owen: The scale total is sixty-four kilograms, but your quote uses eighty. Have you added
the packaging twice?

02 Salma: No. The sixty-four is the 1 , including the cartons. The eighty is a
separate billing quantity calculated under the quoted tariff.

03 Owen: Show me the calculation. All four cartons have the same outside dimensions: sixty
by fifty by forty centimetres.

04 Salma: Each carton occupies one hundred twenty thousand cubic centimetres. Four
cartons give four hundred eighty thousand. Dividing by the stated six thousand gives
eighty kilograms of volumetric weight.

05 Owen: So volume becomes a weight-like number for pricing, but that does not mean the
shipment actually weighs eighty kilograms.

06 Salma: Exactly. Under this quote, 2 is the greater of sixty-four and
eighty. We use eighty for the freight calculation.
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E English Ladder Additional case 3

Conversation / continued

07

08

09

10

Owen: | had multiplied sixty-four by three dollars fifty and expected two hundred twenty-
four dollars before the document fee.

Salma: That explains the difference. Eighty times three fifty is two hundred eighty. The
3 is fifty-six dollars higher than your actual-mass calculation.

Owen: And the twenty-dollar fee is once for the shipment, not once for each of the four
cartons?

Salma: Once, as stated here. The quote total is three hundred dollars: two hundred eighty
freight plus twenty documentation. This example has no other charges.

Conversation continues on the next page.
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E English Ladder Additional case 3

Why the freight quote uses more
kilograms

CONVERSATION / CONTINUED

11  Owen: Is six thousand always the divisor, whatever airline or service | use?

12 Salma: No. Check the applicable 4 We are using this quote's stated
conditions, not promising the same divisor or pricing rules for every service.

13 Owen: Could | enter eighty as the actual weight on the shipment information, so it agrees
with the billing line?

14 Salma: Do not substitute a pricing quantity for measured mass. Keep sixty-four kilograms
as the verified actual gross mass, and identify the chargeable quantity separately in the
appropriate record.

15 Owen: Suppose we repack before tendering the shipment. The dimensions might fall, but
the gross mass could also change.

16 Salma: Then we need > and a revised quote under the applicable tariff.

Do not retain old figures just because they produce a lower price.

17  Owen: Understood. For these unchanged cartons, the dimensions establish eighty
volumetric kilograms and the scale establishes sixty-four actual kilograms.

18  Salma: Yes. Neither the price calculation nor this conversation establishes acceptance for
carriage, screening status, or operational loading approval.

19 Owen: Please send the itemized quote with those two quantities, the rate, and the single
twenty-dollar fee clearly labeled.

20 Salma: | will. That preserves the © so your purchasing team can
reconcile the three-hundred-dollar total without mistaking billing weight for actual mass.

CHECK THE GAPS

1. actual gross mass / 2. chargeable weight / 3. freight charge / 4. tariff basis / 5. remeasurement / 6. pricing
breakdown

Why these answers fit, page 178
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E English Ladder Additional case 3/ Transfer

When actual mass is the larger
quantity

A fictional quote covers two cartons, each 60 x 40 x 50 cm, total actual gross mass 44 kg. Divide
total cubic centimetres by 6,000; charge the greater of actual and volumetric weight. Rate $4/kg,
one $14 fee, no other charges or rounding.

Complete the exchange using each phrase once. Read both roles, then switch roles and repeat with the
bank covered.

WORD AND PHRASE BANK
44 / 190 / 40 / 176

01 Agent: The total volume gives ! kilograms of volumetric weight.
02 Shipper: The chargeable quantity is 2 kilograms.

03 Agent: The freight charge before the fee is 3 dollars.

04 Shipper: With the one-time fee, the total is 4 dollars.

CHECK THE GAPS
1.40/2.44/3.176/4.190

Why these answers fit, page 178

Keep the distinction audible

Explain chargeable weight while keeping actual mass and other charges distinct.
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E English Ladder Answers and explanations

01 / Answers and explanations

A / Read the situation

Al. What did Dana directly observe?
D. An unidentified wet patch beside equipment
The brief establishes a visible condition but not its substance, source, or cause.

Return to the exercise, page 4

A2. What is the affected task's current status?

B. Stopped under the local process

The local stop-work process remains active until the required assessment and authorization.

Return to the exercise, page 4

A3. What does schedule pressure change about restart authority?

B. Nothing; the required authorization is still needed.

A deadline does not replace the fictional site's assessment and restart requirements.

Return to the exercise, page 4

D / Response choices

D1. Which message best preserves the facts?
B. Task stopped: unidentified wet patch observed beside equipment at Stand 6, 08:40 local.

The correct message gives the observation, location, time, and actual task status without inventing a
cause.

Return to the exercise, page 8

D2. Which response to pressure is appropriate?
D. The task remains stopped until the required assessment and restart authorization.
The local process requires assessment and authorization regardless of schedule pressure.

Return to the exercise, page 8
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E English Ladder Answers and explanations

01 / Answers and explanations / continued

D3. A colleague needs the term for this meaning: A condition or object with potential
to cause harm. Which term fits?

D. hazard

A Not here. restart authorization: Permission to resume after the required conditions are satisfied. The
usual combination is "obtain restart authorization".

B Not here. qualified assessment: Evaluation by personnel with the required competence and
authority. The usual combination is "request a qualified assessment".

C Not here. just culture: An approach balancing fair reporting, learning, and accountability. The usual
combination is "support a just culture".

D Correct. hazard: A condition or object with potential to cause harm. The usual combination is "report
a potential hazard".

Return to the exercise, page 8

D4. Rebuild the exchange from "A concern must remain visible under schedule
pressure". Dana: "A colleague says the turnaround is already behind schedule and
suggests continuing while the equipment team checks. | need a clear response to
that suggestion.” Malik: [missing response] Dana: "l will tell the team the task is still
stopped; the patch has not been identified." Which response belongs in the gap?

C. Schedule pressure does not remove the hold. Under this process, the affected task
remains stopped until the assessment is complete and the designated supervisor
authorizes restart.

A Not here. This line belongs to turn 4, after Dana says: "No. | observed the patch, but | cannot
identify the substance. | have not handled it or attempted a repair outside my role." It addresses that
point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 20, after Dana says: "For now, the affected task remains stopped.

The substance and source are unconfirmed, assessment is pending, and nobody has communicated
restart authorization." It addresses that point, not the missing turn in the supplied exchange.

C Correct. This is Malik's response in turn 6. It connects Dana's preceding point with Dana's follow-up.
Schedule pressure explains the urgency to finish but does not satisfy the assessment or restart
requirements.

D Not here. This line belongs to turn 18, after Dana says: "Once the equipment team has assessed the
patch, | will wait for the designated supervisor's decision rather than infer permission from people
returning to the area." It addresses that point, not the missing turn in the supplied exchange.

Return to the exercise, page 8

E / Conversation

1. hazard report

Turn 2. The hazard report communicates the observed potentially harmful condition; receiving it does
not establish the cause or authorize restart.
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E English Ladder Answers and explanations

01 / Answers and explanations / continued

2. direct observation

Turn 4. Direct observation is what Dana personally saw, as distinct from an inferred substance,
equipment fault, or cause.

3. Schedule pressure

Turn 6. Schedule pressure explains the urgency to finish but does not satisfy the assessment or restart
requirements.

4. restart authorization

Turn 8. Restart authorization is the required decision after assessment, not a choice made informally
by a colleague under time pressure.

5. unidentified substance

Turn 10. Unidentified substance preserves the missing identification instead of labeling the material as
a specific fluid without evidence.

6. situational awareness

Turn 12. Situational awareness depends on accurate relevant conditions and status, not additional
details that have not been established.

7. authority gradient

Turn 14. The authority gradient is the effect of rank differences on speaking up; it should not conceal
the active safety boundary.

8. closed-loop communication

Turn 16. Closed-loop communication confirms receipt and understanding, reducing the risk that a
safety message is heard but interpreted incorrectly.

9. qualified assessment

Turn 18. A qualified assessment supplies the relevant evaluation, but the separate authorized restart
decision must still be communicated.

10. hold point

Turn 20. The hold point is the boundary that remains in place until the specified assessment and
authorization requirements are satisfied.

Return to the conversation, page 10
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E English Ladder Answers and explanations

01 / Answers and explanations / continued

F / Accuracy and scope

F1l. What does a supervisor's acknowledgement establish?
D. The concern has been received.
Receipt of the report does not establish the technical findings or restart decision.

Return to the exercise, page 14

F2. Which statement about reporting is accurate?

A. Record the observation and action without assigning an unverified cause.
Factual reporting preserves evidence; the case provides no universal immunity or confirmed fault.

Return to the exercise, page 14

F / Guided speaking

1.9
Worker: The observation was at Stand 9.
Turn 1. Stand nine is the supplied location of the observed condition.

2. 07:20
Supervisor: The time was 07:20 local.

Turn 2. The brief gives seven twenty on the local clock.

3. unidentified
Worker: The substance remains unidentified.
Turn 3. No assessment has established the material's identity or source.

4. authorization
Supervisor: The task remains stopped pending the required restart authorization.
Turn 4. The local process requires an authorized decision before resuming.

Return to the conversation, page 15
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E English Ladder Answers and explanations

01 / Answers and explanations / continued

F / Rebuild the exchange

1. Rebuild the exchange from "A concern must remain visible under schedule
pressure". Dana: "The senior agent asked whether | was questioning his experience.
I am not; | need him to understand that nobody has authorized a restart." Malik:
[missing response] Dana: "l will use that wording. | will also ask the receiving person
to repeat the task status so that a brief acknowledgement is not mistaken for
agreement to continue.” Which response belongs in the gap?

A. The authority gradient should not hide the concern. You can be courteous and explicit:
the task is stopped under the local process, and restart authorization is still required.

A Correct. This is Malik's response in turn 14. It connects Dana's preceding point with Dana's follow-
up. The authority gradient is the effect of rank differences on speaking up; it should not conceal the
active safety boundary.

B Not here. This line belongs to turn 12, after Dana says: "Understood. | will give the stand,
observation time, visible condition, and the fact that | invoked the local stop-work process. No injury is
established." It addresses that point, not the missing turn in the supplied exchange.

C Not here. This line belongs to turn 4, after Dana says: "No. | observed the patch, but | cannot
identify the substance. | have not handled it or attempted a repair outside my role." It addresses that
point, not the missing turn in the supplied exchange.

D Not here. This line belongs to turn 10, after Dana says: "Should | describe the patch as hydraulic
fluid in the written record? It is beside equipment, but nobody has confirmed what it is." It addresses
that point, not the missing turn in the supplied exchange.

Return to the exercise, page 15

English for Work ENGLISHLADDER.COM Phil Stilwell | 126


https://englishladder.com/

E English Ladder Answers and explanations

02 / Answers and explanations

A / Read the situation

Al. What is the aircraft assignment's status at 10:10 UTC?
A. Provisional
The snapshot explicitly labels fleet aircraft A12 as a provisional assignment.

Return to the exercise, page 17

A2. What does 11:00 UTC represent?
B. A planning target for off-block time
The brief labels eleven hundred as a planning target, not an operational clearance.

Return to the exercise, page 17

A3. Who owns the crew-status check?
B. Sara in crew control
Sara is the named crew controller responsible for that unresolved planning item.

Return to the exercise, page 17

D / Response choices

D1. Which short update is accurate?
C. At 10:10 UTC, Al2 is provisional, crew is pending, and 11:00 is the off-block target.
The correct update preserves the separate statuses and the planning nature of the time.

Return to the exercise, page 21

D2. What does aircraft confirmation alone establish?
A. The aircraft assignment's status, not crew confirmation
One dependency's confirmation does not automatically resolve the others.

Return to the exercise, page 21
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D3. A colleague needs the term for this meaning: Allocation of a particular aircraft to
an operation. Which term fits?

D. aircraft assignment

A Not here. crew roster: The schedule of assigned crew duties. The usual combination is "check the
crew roster".

B Not here. target time: A planning objective rather than proof of completion or clearance. The usual
combination is "label the target time".

C Not here. flight release: The applicable authorized release documentation or decision for an
operation. The usual combination is "verify flight release status".

D Correct. aircraft assignment: Allocation of a particular aircraft to an operation. The usual
combination is "verify the aircraft assignment".

Return to the exercise, page 21

D4. Rebuild the exchange from "A provisional plan was labeled confirmed". Nina:
"Then the eleven-hundred time also needs a qualifier. Is it our planned off-block
time, or has someone authorized a departure at that time?" Joel: [missing responsel]
Nina: "Then | will replace confirmed with the separate aircraft, crew, and target
labels. Which snapshot time should go at the top?" Which response belongs in the
gap?

C. It is a target time for off-block at eleven hundred UTC. It is not a departure clearance.
The draft has combined a planning objective with two unfinished confirmations.

A Not here. This line belongs to turn 18, after Nina says: "There is one more risk: a local station might
read eleven hundred on its own clock. Every time in this exchange should retain the same reference." It
addresses that point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 8, after Nina says: "Then | will replace confirmed with the
separate aircraft, crew, and target labels. Which snapshot time should go at the top?" It addresses that
point, not the missing turn in the supplied exchange.

C Correct. This is Joel's response in turn 6. It connects Nina's preceding point with Nina's follow-up. A
target time is the planning objective, not an authorized departure or an actual off-block event.

D Not here. This line belongs to turn 16, after Nina says: "l will withdraw the old draft so colleagues do
not continue forwarding the unsupported confirmation." It addresses that point, not the missing turn in
the supplied exchange.

Return to the exercise, page 21

E / Conversation

1. aircraft assignment

Turn 2. The aircraft assignment is provisional in the supplied snapshot and must not be described as
confirmed.
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02 / Answers and explanations / continued

2. Crew control

Turn 4. Crew control is the responsible function for the crew-status check; a populated planning field
does not replace its confirmation.

3. target time

Turn 6. A target time is the planning objective, not an authorized departure or an actual off-block
event.

4. timestamp

Turn 8. The timestamp identifies when the reported statuses were known and helps distinguish the
correction from an older draft.

5. crew status

Turn 10. Crew status is the separate unresolved item assigned to Sara, not something Joel's aircraft
confirmation can settle.

6. dependency

Turn 12. A dependency has its own status; resolving one does not automatically resolve another
required planning input.

7. flight release

Turn 14. Flight release involves the relevant authorized operating process and is not established
merely by the two planning items discussed here.

8. confirmation source

Turn 16. The confirmation source is the responsible person or record supporting a status change, not
the existence of a polished draft.

9. UTC

Turn 18. UTC supplies the common time basis explicitly required in this snapshot, preventing silent
substitution of local clock times.

10. status snapshot

Turn 20. The status snapshot summarizes the known position at a stated time without turning
assumptions into operational confirmation.

Return to the conversation, page 23
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F / Accuracy and scope

F1l. Which phrase should not be used for the 11:00 target?
A. Cleared departure
The case provides a target, not an operational authorization to depart.

Return to the exercise, page 26

F2. What should happen at 10:25 if crew status remains unresolved?
D. Report it as pending with the current timestamp and owner.
An update should accurately preserve the remaining uncertainty rather than force closure.

Return to the exercise, page 26

F / Guided speaking

1. provisional
Planner: B7 is still provisional.
Turn 1. The aircraft assignment has not received the confirmation needed to change that status.

2. pending
Coordinator: Crew confirmation remains pending.

Turn 2. The crew item is explicitly unresolved in the supplied snapshot.

3. target
Planner: Thirteen hundred is the off-block target.

Turn 3. The stated time is a planning objective rather than a release.

4. 12:20

Coordinator: The next update is at 12:20 UTC.
Turn 4. The supplied coordination check-in time is twelve twenty UTC.

Return to the conversation, page 27
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02 / Answers and explanations / continued

F / Rebuild the exchange

1. Rebuild the exchange from "A provisional plan was labeled confirmed". Nina:
"What should we say about release requirements beyond these two items? | do not
want readers to treat our brief planning update as the complete operating
checklist.” Joel: [missing response] Nina: "l will withdraw the old draft so colleagues
do not continue forwarding the unsupported confirmation." Which response belongs
in the gap?

B. State that the applicable flight release process and all other required checks still apply.
This message tracks aircraft and crew coordination; it does not replace authorized
operational decisions or approved manuals.

A Not here. This line belongs to turn 16, after Nina says: "l will withdraw the old draft so colleagues do
not continue forwarding the unsupported confirmation." It addresses that point, not the missing turn in
the supplied exchange.

B Correct. This is Joel's response in turn 14. It connects Nina's preceding point with Nina's follow-up.
Flight release involves the relevant authorized operating process and is not established merely by the
two planning items discussed here.

C Not here. This line belongs to turn 12, after Nina says: "Suppose you confirm A12 at ten twenty, but
Sara is still waiting at ten twenty-five. We should report one confirmed item and one pending item,
correct?" It addresses that point, not the missing turn in the supplied exchange.

D Not here. This line belongs to turn 18, after Nina says: "There is one more risk: a local station might
read eleven hundred on its own clock. Every time in this exchange should retain the same reference." It
addresses that point, not the missing turn in the supplied exchange.

Return to the exercise, page 27
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A / Read the situation

Al. What is the verified status of D17?
D. Under review with no deferral authorization recorded
Tomas confirms the pending review and absence of a recorded authorization.

Return to the exercise, page 31

A2. What is D17?

C. An internal defect identifier

The brief explicitly distinguishes the internal defect record from an MEL reference.

Return to the exercise, page 31

A3. Can the learner determine deferral eligibility from this case?

A. No; the fault and applicable technical conditions are not supplied.

The case teaches clarification language and deliberately does not supply an operational eligibility
assessment.

Return to the exercise, page 31

D / Response choices

D1. Which correction fits the verified information?
A. D17 remains under review; no deferral authorization is recorded.
The correction matches Tomas's verified status and removes the unsupported operating claim.

Return to the exercise, page 36

D2. Which detail is missing from a note that contains only internal defect code D17?
C. The applicable approved MEL item reference
D17 tracks the defect internally; it does not identify the applicable approved MEL entry.

Return to the exercise, page 36
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D3. A colleague needs the term for this meaning: A suggested postponement not yet
established as authorized. Which term fits?

A. proposed deferral

A Correct. proposed deferral: A suggested postponement not yet established as authorized. The usual
combination is "label a proposed deferral".

B Not here. maintenance procedure: A specified technical maintenance action or sequence. The usual
combination is "refer to the maintenance procedure".

C Not here. applicability: Whether a document or condition governs the particular case. The usual
combination is "verify applicability".

D Not here. airworthiness: The status of conformity and condition required for safe operation under
applicable rules. The usual combination is "avoid assuming airworthiness".

Return to the exercise, page 36

D4. Rebuild the exchange from "A deferral note is missing its basis and status".
Priya: "I think the sender meant that a deferral had been requested. | will check with
them, but I will not keep approved in the current update.” Tomas: [missing response]
Priya: "Please send the controlled reference and decision record when available.
What else must the receiving team see with that reference?" Which response
belongs in the gap?

A. Yes. A proposed deferral is not an authorized decision. We should use the current
verified status and request the actual basis, rather than infer approval from informal
shorthand.

A Correct. This is Tomas's response in turn 6. It connects Priya's preceding point with Priya's follow-up.
A proposed deferral is an option awaiting the relevant review and decision, not evidence that
postponement is already authorized.

B Not here. This line belongs to turn 12, after Priya says: "Understood. | also will not add a repair
deadline from memory. Nothing in the note tells me which interval applies or when its clock would
begin." It addresses that point, not the missing turn in the supplied exchange.

C Not here. This line belongs to turn 8, after Priya says: "Please send the controlled reference and
decision record when available. What else must the receiving team see with that reference?" It
addresses that point, not the missing turn in the supplied exchange.

D Not here. This line belongs to turn 4, after Priya says: "l will correct the coordination message. The
defect number is clear, but | need to avoid presenting that number as the reference for an approved
exception." It addresses that point, not the missing turn in the supplied exchange.

Return to the exercise, page 36
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E / Conversation

1. under review

Turn 2. Under review is the verified status, distinct from a deferral that has already received the
relevant authorization.

2. defect identifier

Turn 4. The defect identifier labels the internal record and does not identify the applicable approved
MEL entry.

3. proposed deferral

Turn 6. A proposed deferral is an option awaiting the relevant review and decision, not evidence that
postponement is already authorized.

4. item reference

Turn 8. The item reference identifies the relevant controlled document entry, which must be
distinguished from the internal defect number.

5. MMEL

Turn 10. The MMEL is an aircraft-type baseline and is not interchangeable with the specific operator's
approved MEL.

6. repair interval

Turn 12. The repair interval must come from the applicable approved basis; the coordination note
provides no authority to invent it.

7. Rectification

Turn 14. Rectification means correcting the defect, whereas an authorized deferral permits a bounded
postponement under the relevant conditions.

8. maintenance control

Turn 16. Maintenance control is the responsible coordination source in this case, rather than an
unsupported forwarded note.

9. document revision

Turn 18. The document revision identifies the controlled version relevant to the eventual reference and
prevents an obsolete copy from being treated as current.
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10. authorized sign-off

Turn 20. Authorized sign-off must come from the appropriate qualified process; Priya's coordination
correction does not supply it.

Return to the conversation, page 38

F / Accuracy and scope

F1l. Which request stays within Priya's coordination role?

B. Please supply the applicable reference, revision, conditions, and authorized status
record.

Priya can request accurate records but cannot replace the qualified authorization process.

Return to the exercise, page 41

F2. What would an authorized deferral establish, in general?
D. Conditional postponement under the applicable basis, not completed repair
Deferral and rectification are distinct; any permission remains bounded by the applicable conditions.

Return to the exercise, page 41

F / Guided speaking

1. identifier
Coordinator: Q8 is the internal defect identifier.
Turn 1. The code labels the case rather than an approved document entry.

2. review
Controller: The verified status is under review.
Turn 2. The record has not yet reached an authorized deferral decision.

3. revision
Coordinator: The controlled document revision is still missing.

Turn 3. The scenario supplies no verified version of the applicable document.

4. authorization
Controller: The email does not establish deferral authorization.
Turn 4. Informal wording cannot replace the absent authorized decision record.

Return to the conversation, page 42
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F / Rebuild the exchange

1. Rebuild the exchange from "A deferral note is missing its basis and status". Priya:
"If a deferral is eventually authorized, our update should still not say repaired. The
defect and its treatment would remain different parts of the record." Tomas:
[missing response] Priya: "Who should the next update come from? | want the
receiving team to see a verified source rather than another copied sentence without
ownership.” Which response belongs in the gap?

D. Right. Rectification means the defect has been corrected. Deferral concerns permitted
postponement under conditions. Keep that distinction visible to everyone who receives the
status.

A Not here. This line belongs to turn 2, after Priya says: "The note for D17 says deferred and okay to
operate. | cannot find the supporting reference or decision record. What is the verified status?" It
addresses that point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 18, after Priya says: "l will withdraw the unsupported message
and replace it with D17 under review, authorization not recorded. The request for the controlled
reference will remain open." It addresses that point, not the missing turn in the supplied exchange.

C Not here. This line belongs to turn 6, after Priya says: "l think the sender meant that a deferral had
been requested. | will check with them, but | will not keep approved in the current update." It addresses
that point, not the missing turn in the supplied exchange.

D Correct. This is Tomas's response in turn 14. It connects Priya's preceding point with Priya's follow-
up. Rectification means correcting the defect, whereas an authorized deferral permits a bounded
postponement under the relevant conditions.

Return to the exercise, page 42
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A / Read the situation

Al. What is the latest verified departure estimate?
C. No departure estimate is confirmed.
The latest verified operations message explicitly leaves the departure estimate unconfirmed.

Return to the exercise, page 43

A2. What will happen at 15:10 local?

C. The next passenger status update

Lena commits to an update even if no new departure estimate exists.

Return to the exercise, page 43

A3. What can the service desk do on the supplied facts?
C. Review individual connection and rebooking questions
The service desk can assess options, but no particular seat or financial remedy is established.

Return to the exercise, page 43

D / Response choices

D1. Which announcement is accurate?
D. There is no confirmed departure estimate; the next update is at 15:10 local.
The correct announcement gives the verified uncertainty and the actual communication commitment.

Return to the exercise, page 47

D2. Which response handles an onward connection appropriately?
C. The service desk can review your itinerary and available options.
The supplied assistance route permits individual review without an unsupported outcome guarantee.

Return to the exercise, page 47
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D3. A colleague needs the term for this meaning: A screen showing flight and gate
information. Which term fits?

A. flight information display
A Correct. flight information display: A screen showing flight and gate information. The usual
combination is "correct the flight information display".

B Not here. travel document: A document relevant to a passenger's journey or eligibility. The usual
combination is "check required travel documents".

C Not here. rebooking option: A possible alternative reservation subject to confirmation. The usual
combination is "check rebooking options".

D Not here. compensation: A payment or remedy under the relevant policy or legal basis. The usual
combination is "distinguish compensation".

Return to the exercise, page 47

D4. Rebuild the exchange from "Passengers have heard two different departure
times". Ms Bell: "Does anyone know why the flight is delayed? Other passengers are
saying it is a crew problem, but somebody else mentioned maintenance.” Omar:
[missing response] Ms Bell: "When will we hear something again? We keep watching
the display and asking, but the answers change." Which response belongs in the

gap?
C. | do not have an authorized explanation to share about the cause yet. | will not repeat
speculation about crew or maintenance as fact. | can give you the verified current status.

A Not here. This line belongs to turn 18, after Ms Bell says: "l also need to know where | stand on a
refund. Is that something the desk can explain alongside the rebooking options?" It addresses that
point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 2, after Ms Bell says: "We were told fourteen thirty, but the
screen says fifteen hundred. It is already fourteen forty. Which time should | use for my connection
plans?" It addresses that point, not the missing turn in the supplied exchange.

C Correct. This is Omar's response in turn 6. It connects Ms Bell's preceding point with Ms Bell's follow-
up. An authorized explanation is information cleared for this public update; the case provides none
about the cause.

D Not here. This line belongs to turn 16, after Ms Bell says: "l also checked a bag. | do not want to
agree to a different itinerary without understanding whether the bag arrangement changes." It
addresses that point, not the missing turn in the supplied exchange.

Return to the exercise, page 47

E / Conversation

1. conflicting messages

Turn 2. Conflicting messages describe the two inconsistent times the passenger received; neither is
supported by the latest verified status.
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2. flight information display

Turn 4. The flight information display is one of the channels that must be corrected to match the latest
verified operations message.

3. authorized explanation

Turn 6. An authorized explanation is information cleared for this public update; the case provides none
about the cause.

4. passenger update

Turn 8. The passenger update is scheduled for fifteen ten local, even if no new departure estimate has
been confirmed.

5. departure estimate

Turn 10. A departure estimate concerns expected movement; the fifteen-ten communication time
must not be mistaken for one.

6. onward connection

Turn 12. The onward connection is the later flight whose feasibility requires an individual itinerary
review, not a general promise from the gate update.

7. Seat availability

Turn 14. Seat availability must be verified for a specific rebooking; a public display does not itself
transfer or confirm the passenger's reservation.

8. baggage routing

Turn 16. Baggage routing is a separate practical detail of the itinerary that should be checked rather
than assumed from a proposed seat.

9. compensation

Turn 18. Compensation is a separate policy or legal question; the operational update does not
establish an approved payment.

10. channel consistency

Turn 20. Channel consistency means the display and announcements give the same status and
distinguish update times from departure estimates.

Return to the conversation, page 49
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F / Accuracy and scope

F1l. What should happen to the conflicting channels?
C. Correct them to the latest verified status.

Consistent current information prevents passengers from planning around unsupported older
messages.

Return to the exercise, page 53

F2. Which statement about the delay's cause is appropriate?
D. | do not have an authorized explanation to share yet.
The brief supplies no authorized public cause and does not justify inventing one.

Return to the exercise, page 53

F / Guided speaking

1. departure estimate
Passenger: Is 16:30 a confirmed departure estimate?

Turn 1. The display is not supported by a verified estimate in this case.

2. update
Agent: No; our next information update is at 16:45.

Turn 2. The commitment is to communicate, not to depart at that time.

3. itinerary
Passenger: Where can | review my individual itinerary?
Turn 3. The service desk can assess the passenger's specific travel sequence and options.

4. desk
Agent: Please speak with the service desk.

Turn 4. The brief names the service desk as the individual assistance route.

Return to the conversation, page 54
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F / Rebuild the exchange

1. Rebuild the exchange from "Passengers have heard two different departure
times". Ms Bell: "l saw another flight online with seats showing. Does that mean |
can go directly to its gate and assume my booking has transferred?" Omar: [missing
response] Ms Bell: "l also checked a bag. | do not want to agree to a different
itinerary without understanding whether the bag arrangement changes." Which
response belongs in the gap?

C. No. Seat availability on another service does not mean your reservation has changed.
Please use the service desk so the actual booking and any related requirements can be
checked.

A Not here. This line belongs to turn 12, after Ms Bell says: "My onward flight leaves this evening. Can
you guarantee that | will still make it, or put me on another service now?" It addresses that point, not
the missing turn in the supplied exchange.

B Not here. This line belongs to turn 20, after Ms Bell says: "I will take the booking details to the desk.
Please make sure the next announcement is clear enough that nobody hears another update time as a
departure." It addresses that point, not the missing turn in the supplied exchange.

C Correct. This is Omar's response in turn 14. It connects Ms Bell's preceding point with Ms Bell's
follow-up. Seat availability must be verified for a specific rebooking; a public display does not itself
transfer or confirm the passenger's reservation.

D Not here. This line belongs to turn 4, after Ms Bell says: "The screen looks official, so | assumed
fifteen hundred was firm. Does it need correcting?" It addresses that point, not the missing turn in the
supplied exchange.

Return to the exercise, page 54
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A / Read the situation

Al. How many packs remain unverified in the receiving balance?
B. 16
Ninety-six required packs minus eighty confirmed received leaves sixteen outstanding.

Return to the exercise, page 57

A2. What does the truck's arrival establish?

D. The truck is present, not that receipt and count are verified.
Physical arrival and the supplier's note do not establish verified receipt of the remaining packs.

Return to the exercise, page 57

A3. What does Elin's acceptance establish?
B. Ownership of the verification and status task
Accepting responsibility names the task owner but does not complete the task or authorize departure.

Return to the exercise, page 57

D / Response choices

D1. Which handover is accurate?
C. Elin owns verification of the remaining 16; status due at 13:35 UTC.
The correct message names ownership, quantity, and report time without claiming completion.

Return to the exercise, page 61

D2. Which statement about the delivery note is accurate?
D. It claims a quantity that still needs receipt verification.
A supplier document is information to check, not a substitute for the receiving process.

Return to the exercise, page 61
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D3. A colleague needs the term for this meaning: The person accepting
responsibility at the receiving end. Which term fits?

D. receiving lead
A Not here. readiness status: The verified position of preparation for the next step. The usual
combination is "report readiness status".

B Not here. outstanding balance: The amount still needed after verified receipt. The usual
combination is "calculate the outstanding balance".

C Not here. task acceptance: Explicit agreement to take responsibility for an activity. The usual
combination is "confirm task acceptance".

D Correct. receiving lead: The person accepting responsibility at the receiving end. The usual
combination is "name the receiving lead".

Return to the exercise, page 61

D4. Rebuild the exchange from "A handover was sent, but nobody accepted it".
Hassan: "Someone marked the task nearly done after seeing the vehicle. We need a
status that different teams will interpret consistently.” Elin: [missing response]
Hassan: "The driver has a delivery note for sixteen. Can you check it against the
receipt before we change our total?" Which response belongs in the gap?

D. We can say truck arrival is confirmed while receipt verification remains open. Those are
separate milestones. A supplier's arrival is useful information, but it is not the completed
receiving step.

A Not here. This line belongs to turn 2, after Hassan says: "The outgoing team sent the catering
handover, but | cannot find a receiving person's acceptance. Before they leave, can we confirm the task
and current balance?" It addresses that point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 10, after Hassan says: "Will you own that verification and the
next report? The earlier handover went to a group address without explicit acceptance." It addresses
that point, not the missing turn in the supplied exchange.

C Not here. This line belongs to turn 18, after Hassan says: "We should review why the earlier
handover had no acceptance, using the messages instead of immediately blaming a department." It
addresses that point, not the missing turn in the supplied exchange.

D Correct. This is Elin's response in turn 6. It connects Hassan's preceding point with Hassan's follow-
up. Truck arrival is a verified milestone of vehicle presence, not proof of the remaining goods' receipt or
task completion.

Return to the exercise, page 61

E / Conversation

1. required quantity

Turn 2. The required quantity is ninety-six packs, the reference against which confirmed receipt and
the outstanding balance are calculated.
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2. outstanding balance

Turn 4. The outstanding balance remains sixteen because only eighty of the required ninety-six have
confirmed receipt.

3. truck arrival

Turn 6. Truck arrival is a verified milestone of vehicle presence, not proof of the remaining goods'
receipt or task completion.

4. delivery note

Turn 8. The delivery note states the supplier's claimed quantity, which the receiving process still needs
to verify.

5. service handover

Turn 10. The service handover transfers the specified verification and reporting responsibility once Elin
explicitly accepts it.

6. status report

Turn 12. The status report is the commitment due at thirteen thirty-five; it does not guarantee that
delivery will be complete by then.

7. confirmed receipt

Turn 14. Confirmed receipt changes only when the receiving process verifies additional packs, not
when schedule pressure increases.

8. Task completion

Turn 16. Task completion concerns this specified catering activity only and does not establish
completion of all other turnaround or release requirements.

9. handover gap

Turn 18. The handover gap is the missing named acceptance; its existence does not by itself prove
who caused it or why.

10. task acceptance

Turn 20. Task acceptance means Elin has taken responsibility for verification and reporting, not that
the goods are already accepted or the task finished.

Return to the conversation, page 63
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F / Accuracy and scope

F1. If 12 additional packs are later verified received, what remains outstanding?
A.4
Eighty plus twelve is ninety-two, leaving four of the required ninety-six.

Return to the exercise, page 67

F2. Which overall conclusion is unsupported even after catering completion?
A. All flight-release requirements are satisfied.
The case covers catering coordination, not the complete turnaround and operational release process.

Return to the exercise, page 67

F / Guided speaking

1.115
Coordinator: The confirmed total is now 115.
Turn 1. One hundred original packs plus fifteen verified additional packs equals one hundred fifteen.

2.5
Lead: The outstanding balance is 5.

Turn 2. The required one hundred twenty minus one hundred fifteen leaves five.

3.)Jo
Coordinator: The named receiving lead is Jo.

Turn 3. The brief assigns acceptance of the remaining check to Jo.

4. 14:10

Lead: My status report is due at 14:10 UTC.
Turn 4. Fourteen ten is the agreed reporting time, not a guaranteed completion time.

Return to the conversation, page 68
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F / Rebuild the exchange

1. Rebuild the exchange from "A handover was sent, but nobody accepted it".
Hassan: "Thank you. If only part of the sixteen is verified, report that number and
the balance. Do not mark all ninety-six received just to close the task." Elin: [missing
response] Hassan: "And we should not use catering complete as shorthand for the
entire aircraft being ready. Other teams still have their own required checks and
responsibilities.” Which response belongs in the gap?

D. I will update confirmed receipt from evidence. If all sixteen are verified, the balance
becomes zero. If fewer are verified, | will state the remaining amount rather than mark the
task complete.

A Not here. This line belongs to turn 6, after Hassan says: "Someone marked the task nearly done
after seeing the vehicle. We need a status that different teams will interpret consistently." It addresses
that point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 10, after Hassan says: "Will you own that verification and the
next report? The earlier handover went to a group address without explicit acceptance." It addresses
that point, not the missing turn in the supplied exchange.

C Not here. This line belongs to turn 12, after Hassan says: "l will record that acceptance now. Our
next coordination check is thirteen thirty-five UTC, with thirteen forty-five still the planning target for
off-block." It addresses that point, not the missing turn in the supplied exchange.

D Correct. This is Elin's response in turn 14. It connects Hassan's preceding point with Hassan's follow-
up. Confirmed receipt changes only when the receiving process verifies additional packs, not when
schedule pressure increases.

Return to the exercise, page 68
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06 / Answers and explanations

A / Read the situation

Al. What does the email invitation establish in this case?
B. A claimed meeting arrangement, not completed access authorization
The visitor still has to complete the site's separate verification and authorization process.

Return to the exercise, page 69

A2. What can Anika do now?

C. Contact the host through the approved directory and refer to the access desk.

The brief permits the official verification route but not a bypass or unapproved escort.

Return to the exercise, page 69

A3. Where should the visitor remain under the stated process?
C. Public reception
The case explicitly keeps the visitor at public reception while the request is handled.

Return to the exercise, page 69

D / Response choices

D1. Which response is both firm and helpful?
A. 1 cannot admit you yet; | can contact your host and the access desk from reception.
The correct response preserves the boundary and offers the permitted practical next step.

Return to the exercise, page 73

D2. Which statement is unsupported?
B. Anika may escort anyone because she works here.
Employee status does not establish escort authority under the supplied site process.

Return to the exercise, page 73
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D3. A colleague needs the term for this meaning: The approved process for checking
a visitor's identity and purpose. Which term fits?

D. visitor verification

A Not here. visitor register: The record of visits under the local process. The usual combination is
"update the visitor register".

B Not here. escort authorization: Permission to accompany a visitor under the site's rules. The usual
combination is "verify escort authorization".

C Not here. security escalation: Referral of an access concern through the security process. The usual
combination is "use security escalation".

D Correct. visitor verification: The approved process for checking a visitor's identity and purpose. The
usual combination is "complete visitor verification".

Return to the exercise, page 73

D4. Rebuild the exchange from "A meeting invitation is not access authorization". Mr
Vale: "Could | borrow your access? | will return it immediately. You can explain that
you were helping me reach the meeting." Anika: [missing response] Mr Vale: "Then
perhaps you can escort me. You are an employee, and | would stay beside you all the
way to the room." Which response belongs in the gap?

D. | cannot permit credential sharing. My access applies to me, not automatically to another
person. Please remain here while | contact the host and the access desk.

A Not here. This line belongs to turn 2, after Mr Vale says: "l am late for a meeting inside. Here is the
email invitation. Could you let me through with you? The host can confirm everything after | arrive." It
addresses that point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 8, after Mr Vale says: "Then perhaps you can escort me. You are
an employee, and | would stay beside you all the way to the room." It addresses that point, not the
missing turn in the supplied exchange.

C Not here. This line belongs to turn 10, after Mr Vale says: "l can give you the host's mobile number.
It will be faster than searching, and they will certainly tell you to let me in." It addresses that point, not
the missing turn in the supplied exchange.

D Correct. This is Anika's response in turn 6. It connects Mr Vale's preceding point with Mr Vale's
follow-up. Credential sharing would let another person use Anika's assigned access, which the supplied
process does not authorize.

Return to the exercise, page 73

E / Conversation

1. access authorization

Turn 2. Access authorization must be established through the site's process before entry; an invitation
and urgency do not provide it.
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06 / Answers and explanations / continued

2. visitor verification

Turn 4. Visitor verification is the current required process, which prior visits and familiarity do not
replace.

3. credential sharing

Turn 6. Credential sharing would let another person use Anika's assigned access, which the supplied
process does not authorize.

4. escort authorization

Turn 8. Escort authorization is a separate permission; Anika is not authorized to provide an unapproved
escort simply because she works there.

5. approved directory

Turn 10. The approved directory is the trusted contact source specified in the case, rather than relying
solely on details from an unverified visitor.

6. public reception
Turn 12. Public reception is the permitted waiting location while the access request is verified.

7. authorization boundary

Turn 14. The authorization boundary limits Anika's permission to admit or escort a visitor, not her
ability to contact the responsible desk.

8. access exception

Turn 16. An access exception requires the relevant authority and cannot be assumed retroactively to
justify bypassing the current entry requirement.

9. access desk

Turn 18. The access desk is the responsible function handling verification and possible permitted
arrangements, not a guaranteed approval service.

10. access scope

Turn 20. Access scope identifies the specific areas and conditions covered by permission, rather than
treating any approval as unrestricted entry.

Return to the conversation, page 75
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F / Accuracy and scope

F1l. What should Anika use to contact the host?
B. The approved directory
The case identifies the approved directory as the trusted contact route.

Return to the exercise, page 79

F2. What does a pending access request mean?
C. Entry is not yet established as authorized.
Pending authorization is a current process status, not a verdict on intent or a permanent refusal.

Return to the exercise, page 79

F / Guided speaking

1. authorization
Visitor: My invitation does not itself establish access authorization.
Turn 1. The invitation and the required entry permission are separate in this case.

2. credential
Employee: | cannot share my credential.
Turn 2. Jo's assigned access cannot be used as permission for the visitor.

3. directory
Visitor: Please contact the host through the approved directory.

Turn 3. The supplied trusted contact route is the approved directory.

4. desk
Employee: The access desk will handle the verification request.
Turn 4. The case assigns the verification request to the access desk.

Return to the conversation, page 80
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F / Rebuild the exchange

1. Rebuild the exchange from "A meeting invitation is not access authorization". Mr
Vale: "Are you refusing to help, or is there an unfinished step? The meeting may
finish before we resolve this." Anika: [missing response] Mr Vale: "Could the host
approve it afterward if everyone agrees that the delay was unreasonable? That
would avoid losing more of the meeting now." Which response belongs in the gap?

C. I can help, but | have an authorization boundary: | cannot grant entry or an escort
exception. | can contact the host and ask about meeting here while verification is pending.

A Not here. This line belongs to turn 12, after Mr Vale says: "All right. Please make clear that | arrived
for a real meeting. | do not want the host to think | simply failed to turn up." It addresses that point, not
the missing turn in the supplied exchange.

B Not here. This line belongs to turn 4, after Mr Vale says: "l have visited before, and the host knows
me well. Doesn't that count for something?" It addresses that point, not the missing turn in the supplied
exchange.

C Correct. This is Anika's response in turn 14. It connects Mr Vale's preceding point with Mr Vale's
follow-up. The authorization boundary limits Anika's permission to admit or escort a visitor, not her
ability to contact the responsible desk.

D Not here. This line belongs to turn 10, after Mr Vale says: "l can give you the host's mobile number.
It will be faster than searching, and they will certainly tell you to let me in." It addresses that point, not
the missing turn in the supplied exchange.

Return to the exercise, page 80
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07 / Answers and explanations

A / Read the situation

Al. What did Rosa directly observe?
A. A dent in cart C4 at 09:42 local
Rosa saw the damage at 09:42 but did not witness the contact or its cause.

Return to the exercise, page 83

A2. What is Ivo's account?
B. He heard a bang at approximately 09:39 without seeing contact.
The brief attributes a reported sound and approximate time to lvo, not a witnessed impact.

Return to the exercise, page 83

A3. Which claim should be removed as unsupported?

A. A tug driver struck C4 and caused the damage.

The supplied observations and reported sound do not establish a particular actor or causal contact.

Return to the exercise, page 83

D / Response choices

D1. Which sentence is supported?
D. Rosa observed a dent on C4 at 09:42 local and did not witness contact.
The correct sentence limits the account to Rosa's direct observation and its known boundary.

Return to the exercise, page 87

D2. How should Ivo's time appear?
A. Approximately 09:39, attributed to Ivo
The source supplied an approximate sound time, which should retain both attribution and uncertainty.

Return to the exercise, page 87
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D3. A colleague needs the term for this meaning: An attributed account from
someone with relevant observations. Which term fits?

A. witness statement

A Correct. witness statement: An attributed account from someone with relevant observations. The
usual combination is "record a witness statement".

B Not here. attribution: Stating who supplied a claim or observation. The usual combination is
"preserve source attribution".

C Not here. camera footage: Recorded video that may provide relevant evidence. The usual
combination is "preserve camera footage".

D Not here. chronology: The sequence of relevant events or observations. The usual combination is
"establish the chronology".

Return to the exercise, page 87

D4. Rebuild the exchange from "An observed dent became an unsupported cause".
Daniel: "The draft also mentions a bang at nine thirty-nine. Did you hear that
yourself, or is that information from somebody else's account?" Rosa: [missing
response] Daniel: "Keep approximately. Turning a remembered time into an exact
timestamp would give readers more precision than the source actually provides."
Which response belongs in the gap?

A. That needs attribution. Ivo told me he heard a bang near the cart at approximately nine
thirty-nine. He did not see contact either, so his account does not identify an impact.

A Correct. This is Rosa's response in turn 6. It connects Daniel's preceding point with Daniel's follow-
up. Attribution identifies Ivo as the source of the reported sound and prevents it from becoming Rosa's
claimed firsthand observation.

B Not here. This line belongs to turn 20, after Daniel says: "Before we send the amendment, please
read back your observation, Ivo's account, and the point the investigation has not established." It
addresses that point, not the missing turn in the supplied exchange.

C Not here. This line belongs to turn 14, after Daniel says: "Removing the accusation should not erase
the fact that damage was observed. Neutral reporting can still be specific about the equipment and its
physical condition." It addresses that point, not the missing turn in the supplied exchange.

D Not here. This line belongs to turn 8, after Daniel says: "Keep approximately. Turning a remembered
time into an exact timestamp would give readers more precision than the source actually provides." It

addresses that point, not the missing turn in the supplied exchange.

Return to the exercise, page 87

E / Conversation

1. firsthand account

Turn 2. A firsthand account covers Rosa's own observation of the dent, not a contact or cause she did
not witness.
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2. observation time

Turn 4. Observation time records when Rosa noticed the dent; the actual time of the damage-
producing event remains unverified.

3. attribution

Turn 6. Attribution identifies Ivo as the source of the reported sound and prevents it from becoming
Rosa's claimed firsthand observation.

4. approximate time

Turn 8. Approximate time marks the limited precision of Ivo's reported auditory observation rather
than asserting an exact impact timestamp.

5. camera footage

Turn 10. Camera footage exists as potential evidence in the case, but its contents have not been
reviewed or established.

6. causal claim

Turn 12. The causal claim assigns the damage to a tug driver without evidence establishing that
contact, actor, or causal link.

7. damage description

Turn 14. The damage description is the observed dent on C4's side panel, which remains relevant even
when the unsupported cause is removed.

8. version history

Turn 16. Version history retains the earlier draft and the documented change, rather than silently
deleting the unsupported wording.

9. factual amendment

Turn 18. A factual amendment corrects the record; it does not provide operational clearance or replace
the site's equipment-control process.

10. causation finding

Turn 20. A causation finding would require a supported conclusion from the appropriate review, which
the supplied observations do not yet provide.

Return to the conversation, page 89
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F / Accuracy and scope

F1l. What should happen to the original draft?
B. Preserve it and document the correction in version history.

Transparent amendment preserves the record without retaining the unsupported causal assertion as
fact.

Return to the exercise, page 92

F2. What does removing the causal accusation establish?
D. The record no longer presents an unverified cause as proved.
A more accurate record does not itself determine causation, exoneration, or operational release.

Return to the exercise, page 92

F / Guided speaking

1. 10:15
Worker: My observation time was 10:15 local.

Turn 1. The worker noticed the damage at ten fifteen, not necessarily when it occurred.

2. Pat
Reviewer: The earlier sound is attributed to Pat.

Turn 2. Pat supplied the auditory account and its approximate time.

3. unreviewed
Worker: The video remains unreviewed.
Turn 3. The case states that its contents have not yet been examined.

4. cause
Reviewer: No cause has been established.

Turn 4. The observations do not identify how or by whom the damage occurred.

Return to the conversation, page 93
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F / Rebuild the exchange

1. Rebuild the exchange from "An observed dent became an unsupported cause".
Daniel: "Removing the accusation should not erase the fact that damage was
observed. Neutral reporting can still be specific about the equipment and its
physical condition.” Rosa: [missing response] Daniel: "Has anyone already received
that draft? We need the correction to reach those recipients and remain linked to
the original version." Which response belongs in the gap?

D. | will retain the damage description, the C4 identifier, and the observation time. | will
avoid substituting a vague phrase such as something happened somewhere on the ramp.

A Not here. This line belongs to turn 16, after Daniel says: "Has anyone already received that draft?
We need the correction to reach those recipients and remain linked to the original version." It addresses
that point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 18, after Daniel says: "Good. Also keep this reporting
conversation separate from the equipment's operational status. A revised report is not permission to
put the cart back into use." It addresses that point, not the missing turn in the supplied exchange.

C Not here. This line belongs to turn 2, after Daniel says: "The draft says a tug driver struck cart C4
and caused the damage. Before we keep that sentence, what did you personally observe?" It addresses
that point, not the missing turn in the supplied exchange.

D Correct. This is Rosa's response in turn 14. It connects Daniel's preceding point with Daniel's follow-
up. The damage description is the observed dent on C4's side panel, which remains relevant even when
the unsupported cause is removed.

Return to the exercise, page 93
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A / Read the situation

Al. What proportion of the listed records is verified?
C. 90%
Twenty-seven verified records divided by thirty listed records equals ninety percent.

Return to the exercise, page 94

A2. What do the three unverified records establish?

A. Verification remains incomplete for those records.

An unverified status is an evidence gap, not a confirmed adverse finding.

Return to the exercise, page 94

A3. What is the scope of this review?
B. Training-record evidence for one stated requirement
The brief limits the list to one training-record requirement and internal audit preparation.

Return to the exercise, page 94

D / Response choices

D1. Which readiness headline fits the facts?
B. Twenty-seven of thirty records verified; three checks remain assigned and open.
The bounded headline gives the verified evidence coverage without inventing broader findings.

Return to the exercise, page 98

D2. If one more record is verified, what is the new coverage?
B. 28 of 30, approximately 93.3%
The denominator remains thirty and the verified count rises to twenty-eight.

Return to the exercise, page 98
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D3. A colleague needs the term for this meaning: Verifiable information supporting
an assessment. Which term fits?

A. objective evidence

A Correct. objective evidence: Verifiable information supporting an assessment. The usual
combination is "provide objective evidence".

B Not here. closure evidence: Information supporting that an item has been satisfactorily resolved.
The usual combination is "review closure evidence".

C Not here. verification backlog: Outstanding records or items awaiting checking. The usual
combination is "clear the verification backlog".

D Not here. traceability: The ability to follow evidence to its source and relevant requirement. The
usual combination is "maintain evidence traceability".

Return to the exercise, page 98

D4. Rebuild the exchange from "Verified records are not the same as total
compliance". Leo: "Who owns the remaining work? Saying someone will check later
will not help us prepare a reliable update." Daria: [missing response] Leo: "The
update is due Friday at fifteen hundred local. That deadline is for a factual readiness
report, including any unresolved items, not for changing the status by assumption."
Which response belongs in the gap?

B. | am the records owner for two checks, and Ash owns the third. | will keep those
assignments explicit rather than place all three under a general team label.

A Not here. This line belongs to turn 8, after Leo says: "The update is due Friday at fifteen hundred
local. That deadline is for a factual readiness report, including any unresolved items, not for changing
the status by assumption.” It addresses that point, not the missing turn in the supplied exchange.

B Correct. This is Daria's response in turn 6. It connects Leo's preceding point with Leo's follow-up.
Records owner identifies Daria's responsibility for the two assigned checks, while Ash separately owns
the third.

C Not here. This line belongs to turn 14, after Leo says: "Exactly. We also need to resist treating this
single list as evidence for every regulatory obligation or every aspect of a person's ability to perform
the job." It addresses that point, not the missing turn in the supplied exchange.

D Not here. This line belongs to turn 16, after Leo says: "If a check later demonstrates that a
requirement was not met, then we can record the supported finding and follow the appropriate action
process." It addresses that point, not the missing turn in the supplied exchange.

Return to the exercise, page 98

E / Conversation

1. evidence coverage

Turn 2. Evidence coverage describes the verified share of the defined record list, not a percentage of
overall regulatory compliance.
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2. open items

Turn 4. Open items are the three unresolved verification checks; they are not established failures by
the staff concerned.

3. records owner

Turn 6. Records owner identifies Daria's responsibility for the two assigned checks, while Ash
separately owns the third.

4. readiness statement

Turn 8. The readiness statement must accurately describe the evidence available at the deadline,
including unresolved checks.

5. traceability

Turn 10. Traceability connects the verified record to its source, review, and applicable requirement
rather than relying on a filename alone.

6. verified count

Turn 12. The verified count becomes twenty-eight while the defined population remains thirty, giving
approximately ninety-three point three percent coverage.

7. audit scope

Turn 14. Audit scope limits this preparation evidence to the specified training-record requirement, not
every operational or regulatory obligation.

8. nonconformity

Turn 16. A nonconformity requires demonstrated failure against a specified requirement; an unverified
record alone does not establish it.

9. audit trail

Turn 18. The audit trail records verification actions and changes so the status can be reviewed rather
than accepted from an unexplained color label.

10. closure

Turn 20. Closure requires the relevant verification evidence; assignment of an owner and deadline is
only a plan for completing the check.

Return to the conversation, page 100
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F / Accuracy and scope

F1l. Which statement distinguishes an open item from a finding?

B. An unverified record needs checking; a nonconformity requires evidence of a failed
criterion.

The correct statement separates absence of verification from demonstrated failure against a
requirement.

Return to the exercise, page 104

F2. What should support closing a record check?
A. Verified evidence linked to the relevant requirement and recorded review
Closure needs traceable verification, not confidence, schedule pressure, or unsupported record entries.

Return to the exercise, page 104

F / Guided speaking

1. 90
Reviewer: Initial verified coverage is 90 percent.

Turn 1. Thirty-six divided by forty equals ninety percent verified coverage.

2. 37

Coordinator: After one more verification, the count is 37.
Turn 2. One additional verified record raises thirty-six to thirty-seven.

3.3
Reviewer: The number still unverified is 3.

Turn 3. Forty total records minus thirty-seven verified leaves three unverified.

4. compliance
Coordinator: This does not establish overall regulatory compliance.
Turn 4. Evidence for one requirement does not determine compliance with every applicable obligation.

Return to the conversation, page 105
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F / Rebuild the exchange

1. Rebuild the exchange from "Verified records are not the same as total
compliance". Leo: "Exactly. We also need to resist treating this single list as
evidence for every regulatory obligation or every aspect of a person's ability to
perform the job." Daria: [missing response] Leo: "If a check later demonstrates that
a requirement was not met, then we can record the supported finding and follow the
appropriate action process." Which response belongs in the gap?

A. 1 will state the audit scope clearly. This preparation list concerns one training-record
requirement. It is not a complete assessment of professional competence or an overall
regulatory compliance determination.

A Correct. This is Daria's response in turn 14. It connects Leo's preceding point with Leo's follow-up.
Audit scope limits this preparation evidence to the specified training-record requirement, not every
operational or regulatory obligation.

B Not here. This line belongs to turn 6, after Leo says: "Who owns the remaining work? Saying
someone will check later will not help us prepare a reliable update." It addresses that point, not the
missing turn in the supplied exchange.

C Not here. This line belongs to turn 8, after Leo says: "The update is due Friday at fifteen hundred
local. That deadline is for a factual readiness report, including any unresolved items, not for changing
the status by assumption.” It addresses that point, not the missing turn in the supplied exchange.

D Not here. This line belongs to turn 16, after Leo says: "If a check later demonstrates that a
requirement was not met, then we can record the supported finding and follow the appropriate action
process." It addresses that point, not the missing turn in the supplied exchange.

Return to the exercise, page 105
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Review 1 / Explanations

Cumulative review

1. A colleague needs the term for this meaning: Equipment used to support aircraft
ground operations. Which term fits?

D. ground support equipment (GSE)

A Not here. escalation route: The defined path for raising a concern to the responsible people. The
usual combination is "follow the escalation route".

B Not here. direct observation: Something personally seen or otherwise perceived. The usual
combination is "distinguish direct observation".

C Not here. safety promotion: Training and communication that support safe working practices. The
usual combination is "strengthen safety promotion".

D Correct. ground support equipment (GSE): Equipment used to support aircraft ground operations.
The usual combination is "identify ground support equipment".

Return to the exercise, page 29

2. A colleague needs the term for this meaning: The verified position of the relevant
crew requirements or assignment. Which term fits?

B. crew status

A Not here. off-block time: The time an aircraft leaves its parking position. The usual combination is
"distinguish off-block time".

B Correct. crew status: The verified position of the relevant crew requirements or assignment. The
usual combination is "confirm crew status".

C Not here. dependency: A condition or input on which a later action relies. The usual combination is
"track an unresolved dependency".

D Not here. operations control center (OCC): The unit coordinating an airline's operational activity. The
usual combination is "contact the operations control center".

Return to the exercise, page 29
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3. Rebuild the exchange from "A concern must remain visible under schedule
pressure”. Dana: "Should | describe the patch as hydraulic fluid in the written
record? It is beside equipment, but nobody has confirmed what it is.” Malik: [missing
response] Dana: "Understood. | will give the stand, observation time, visible
condition, and the fact that | invoked the local stop-work process. No injury is
established." Which response belongs in the gap?

C. Use unidentified substance or simply describe the wet patch. Location beside equipment
does not establish its source. The qualified team can supply verified findings through the
proper record.

A Not here. This line belongs to turn 4, after Dana says: "No. | observed the patch, but | cannot
identify the substance. | have not handled it or attempted a repair outside my role." It addresses that
point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 14, after Dana says: "The senior agent asked whether | was
questioning his experience. | am not; | need him to understand that nobody has authorized a restart." It
addresses that point, not the missing turn in the supplied exchange.

C Correct. This is Malik's response in turn 10. It connects Dana's preceding point with Dana's follow-up.
Unidentified substance preserves the missing identification instead of labeling the material as a specific
fluid without evidence.

D Not here. This line belongs to turn 12, after Dana says: "Understood. | will give the stand,
observation time, visible condition, and the fact that | invoked the local stop-work process. No injury is
established." It addresses that point, not the missing turn in the supplied exchange.

Return to the exercise, page 29
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4. Rebuild the exchange from "A provisional plan was labeled confirmed". Nina:
"There is one more risk: a local station might read eleven hundred on its own clock.
Every time in this exchange should retain the same reference." Joel: [missing
response] Nina: "The revised message reads: as of ten-ten UTC, A12 provisional,
crew confirmation pending, target off-block eleven hundred UTC, next owner
updates at ten twenty-five UTC." Which response belongs in the gap?

C. Use UTC throughout. Do not silently translate a number while keeping its original label.
The recipient should see the same time basis for the snapshot, target, and next check-in.

A Not here. This line belongs to turn 16, after Nina says: "l will withdraw the old draft so colleagues do
not continue forwarding the unsupported confirmation." It addresses that point, not the missing turn in
the supplied exchange.

B Not here. This line belongs to turn 6, after Nina says: "Then the eleven-hundred time also needs a
qualifier. Is it our planned off-block time, or has someone authorized a departure at that time?" It
addresses that point, not the missing turn in the supplied exchange.

C Correct. This is Joel's response in turn 18. It connects Nina's preceding point with Nina's follow-up.
UTC supplies the common time basis explicitly required in this snapshot, preventing silent substitution
of local clock times.

D Not here. This line belongs to turn 20, after Nina says: "The revised message reads: as of ten-ten
UTC, Al12 provisional, crew confirmation pending, target off-block eleven hundred UTC, next owner
updates at ten twenty-five UTC." It addresses that point, not the missing turn in the supplied exchange.

Return to the exercise, page 29
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Review 2 / Explanations

Cumulative review

1. A colleague needs the term for this meaning: Authorized postponement of
rectification under applicable conditions. Which term fits?

D. deferral
A Not here. authorized sign-off: A recorded decision or certification by an appropriately authorized
person. The usual combination is "verify authorized sign-off".

B Not here. inoperative: Not functioning as required for the relevant purpose. The usual combination is
"describe an inoperative item".

C Not here. document revision: An identified version of a controlled document. The usual combination
is "check the document revision".

D Correct. deferral: Authorized postponement of rectification under applicable conditions. The usual
combination is "verify a maintenance deferral".

Return to the exercise, page 55

2. A colleague needs the term for this meaning: The possibility that a traveler will
miss a later service. Which term fits?

D. connection risk

A Not here. itinerary change: An alteration to the planned travel sequence. The usual combination is
"explain an itinerary change".

B Not here. irregular operations (IROPS): Disruptions affecting the normal airline schedule or service.
The usual combination is "manage irregular operations".

C Not here. meal voucher: A document authorizing specified food or drink support. The usual
combination is "explain a meal voucher".

D Correct. connection risk: The possibility that a traveler will miss a later service. The usual
combination is "explain connection risk".

Return to the exercise, page 55
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Review 2 / Explanations / continued

3. Rebuild the exchange from "A provisional plan was labeled confirmed". Nina: "Can
I put your name against both checks, or does the crew item need a different
contact?" Joel: [missing response] Nina: "Suppose you confirm Al2 at ten twenty,
but Sara is still waiting at ten twenty-five. We should report one confirmed item and
one pending item, correct?" Which response belongs in the gap?

C. 1 own the aircraft check; Sara owns crew status. Both of us will provide a status at ten
twenty-five UTC. That is the next check-in, not a promise that both items will be resolved.

A Not here. This line belongs to turn 14, after Nina says: "What should we say about release
requirements beyond these two items? | do not want readers to treat our brief planning update as the
complete operating checklist." It addresses that point, not the missing turn in the supplied exchange.
B Not here. This line belongs to turn 12, after Nina says: "Suppose you confirm Al2 at ten twenty, but

Sara is still waiting at ten twenty-five. We should report one confirmed item and one pending item,
correct?" It addresses that point, not the missing turn in the supplied exchange.

C Correct. This is Joel's response in turn 10. It connects Nina's preceding point with Nina's follow-up.
Crew status is the separate unresolved item assigned to Sara, not something Joel's aircraft confirmation
can settle.

D Not here. This line belongs to turn 16, after Nina says: "l will withdraw the old draft so colleagues do
not continue forwarding the unsupported confirmation." It addresses that point, not the missing turn in
the supplied exchange.

Return to the exercise, page 55
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Review 2 / Explanations / continued

4. Rebuild the exchange from "Passengers have heard two different departure

times". Ms Bell: "l also need to know where | stand on a refund. Is that something
the desk can explain alongside the rebooking options?" Omar: [missing response] Ms
Bell: "I will take the booking details to the desk. Please make sure the next

announcement is clear enough that nobody hears another update time as a
departure." Which response belongs in the gap?

D. Yes, ask them to review the applicable basis. This update does not confirm compensation
or a refund. | should distinguish that financial review from the current flight status and
possible rebooking options.

A Not here. This line belongs to turn 2, after Ms Bell says: "We were told fourteen thirty, but the
screen says fifteen hundred. It is already fourteen forty. Which time should | use for my connection
plans?" It addresses that point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 6, after Ms Bell says: "Does anyone know why the flight is
delayed? Other passengers are saying it is a crew problem, but somebody else mentioned
maintenance." It addresses that point, not the missing turn in the supplied exchange.

C Not here. This line belongs to turn 16, after Ms Bell says: "l also checked a bag. | do not want to
agree to a different itinerary without understanding whether the bag arrangement changes." It
addresses that point, not the missing turn in the supplied exchange.

D Correct. This is Omar's response in turn 18. It connects Ms Bell's preceding point with Ms Bell's
follow-up. Compensation is a separate policy or legal question; the operational update does not
establish an approved payment.

Return to the exercise, page 55
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Review 3 / Explanations

Cumulative review

1. A colleague needs the term for this meaning: Transfer of a service task and its
current information. Which term fits?

C. service handover

A Not here. confirmed receipt: Recorded verification that specified goods were received. The usual
combination is "record confirmed receipt".

B Not here. short delivery: Receipt of less than the required quantity. The usual combination is "report
a short delivery".

C Correct. service handover: Transfer of a service task and its current information. The usual
combination is "complete a service handover".

D Not here. target off-block time: A planning target for leaving the parking position. The usual
combination is "protect the target off-block time".

Return to the exercise, page 81

2. A colleague needs the term for this meaning: Allowing another person to use an
assigned access credential. Which term fits?

C. credential sharing

A Not here. public reception: A visitor-contact location outside the restricted area. The usual
combination is "wait at public reception".

B Not here. restricted area: A location where entry requires specified authorization. The usual
combination is "protect a restricted area".

C Correct. credential sharing: Allowing another person to use an assigned access credential. The usual
combination is "prohibit credential sharing".

D Not here. access exception: A departure from the normal rule requiring the relevant authority. The
usual combination is "verify an access exception".

Return to the exercise, page 81
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Review 3 / Explanations / continued

3. Rebuild the exchange from "Passengers have heard two different departure
times". Ms Bell: "Just to check, fifteen ten is when you will speak to us, not when you
now expect the aircraft to leave?" Omar: [missing response] Ms Bell: "My onward
flight leaves this evening. Can you guarantee that | will still make it, or put me on
another service now?" Which response belongs in the gap?

A. Correct. It is not a departure estimate. | cannot promise a departure time at present. We
will clearly label any verified estimate if operations supplies one later.

A Correct. This is Omar's response in turn 10. It connects Ms Bell's preceding point with Ms Bell's
follow-up. A departure estimate concerns expected movement; the fifteen-ten communication time
must not be mistaken for one.

B Not here. This line belongs to turn 14, after Ms Bell says: "l saw another flight online with seats

showing. Does that mean | can go directly to its gate and assume my booking has transferred?" It
addresses that point, not the missing turn in the supplied exchange.

C Not here. This line belongs to turn 20, after Ms Bell says: "l will take the booking details to the desk.
Please make sure the next announcement is clear enough that nobody hears another update time as a
departure." It addresses that point, not the missing turn in the supplied exchange.

D Not here. This line belongs to turn 12, after Ms Bell says: "My onward flight leaves this evening. Can

you guarantee that | will still make it, or put me on another service now?" It addresses that point, not
the missing turn in the supplied exchange.

Return to the exercise, page 81
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Review 3 / Explanations / continued

4. Rebuild the exchange from "A meeting invitation is not access authorization". Mr
Vale: "Understood. | will wait here. Please ask whether the host can meet me in
reception or speak with me while the access request is being handled.” Anika:
[missing response] Mr Vale: "Please tell the host | am at reception and still want to
meet. | can wait here while the access desk checks the request." Which response
belongs in the gap?

D. | can pass on that request. The access desk will handle the verification, and the host can
respond about meeting arrangements. Neither response should be treated as complete
until confirmed.

A Not here. This line belongs to turn 2, after Mr Vale says: "I am late for a meeting inside. Here is the
email invitation. Could you let me through with you? The host can confirm everything after | arrive." It
addresses that point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 16, after Mr Vale says: "Could the host approve it afterward if
everyone agrees that the delay was unreasonable? That would avoid losing more of the meeting now."
It addresses that point, not the missing turn in the supplied exchange.

C Not here. This line belongs to turn 10, after Mr Vale says: "l can give you the host's mobile number.
It will be faster than searching, and they will certainly tell you to let me in." It addresses that point, not
the missing turn in the supplied exchange.

D Correct. This is Anika's response in turn 18. It connects Mr Vale's preceding point with Mr Vale's
follow-up. The access desk is the responsible function handling verification and possible permitted
arrangements, not a guaranteed approval service.

Return to the exercise, page 81
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Review 4 / Explanations

Cumulative review

1. A colleague needs the term for this meaning: Information from a person's own
observation. Which term fits?

D. firsthand account

A Not here. corroboration: Independent support for an account or inference. The usual combination is
"seek corroboration".

B Not here. approximate time: A time given with limited precision. The usual combination is "label an
approximate time".

C Not here. tug: A vehicle used to move other ground equipment or aircraft under the relevant
operation. The usual combination is "identify the reported tug".

D Correct. firsthand account: Information from a person's own observation. The usual combination is
"preserve a firsthand account".

Return to the exercise, page 107

2. A colleague needs the term for this meaning: The share of the defined scope
supported by verified evidence. Which term fits?

B. evidence coverage

A Not here. revision status: The current version position of a document. The usual combination is
"confirm revision status".

B Correct. evidence coverage: The share of the defined scope supported by verified evidence. The
usual combination is "report evidence coverage".

C Not here. nonconformity: A demonstrated failure to meet a specified requirement. The usual
combination is "document a nonconformity".

D Not here. audit readiness: The state of preparation to support an audit with relevant evidence. The
usual combination is "assess audit readiness".

Return to the exercise, page 107
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Review 4 / Explanations / continued

3. Rebuild the exchange from "A meeting invitation is not access authorization". Mr
Vale: "I can give you the host's mobile number. It will be faster than searching, and
they will certainly tell you to let me in." Anika: [missing response] Mr Vale: "All right.
Please make clear that | arrived for a real meeting. | do not want the host to think |
simply failed to turn up.” Which response belongs in the gap?

A. 1 will contact the host through the approved directory. That is our trusted route. Host
confirmation is useful, but any entry must also meet the site's authorization and escort
requirements.

A Correct. This is Anika's response in turn 10. It connects Mr Vale's preceding point with Mr Vale's
follow-up. The approved directory is the trusted contact source specified in the case, rather than relying
solely on details from an unverified visitor.

B Not here. This line belongs to turn 16, after Mr Vale says: "Could the host approve it afterward if
everyone agrees that the delay was unreasonable? That would avoid losing more of the meeting now."
It addresses that point, not the missing turn in the supplied exchange.

C Not here. This line belongs to turn 2, after Mr Vale says: "I am late for a meeting inside. Here is the
email invitation. Could you let me through with you? The host can confirm everything after | arrive." It
addresses that point, not the missing turn in the supplied exchange.

D Not here. This line belongs to turn 18, after Mr Vale says: "Understood. | will wait here. Please ask
whether the host can meet me in reception or speak with me while the access request is being
handled." It addresses that point, not the missing turn in the supplied exchange.

Return to the exercise, page 107
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Review 4 / Explanations / continued

4. Rebuild the exchange from "Verified records are not the same as total
compliance". Leo: "Please keep the reviewer and review date with each entry. If an
older date was copied in, the correction needs to stay visible too." Daria: [missing
response] Leo: "Then our current message is ninety percent record coverage, three
checks open, two with you and one with Ash, update Friday at fifteen hundred local."
Which response belongs in the gap?

C. 1 will maintain the audit trail. No unsupported completion entry or copied date should
replace the actual evidence. Any correction must remain traceable in the controlled record.

A Not here. This line belongs to turn 2, after Leo says: "The draft says all staff are compliant. The
preparation list only shows twenty-seven verified training records out of thirty. We need a more
accurate headline." It addresses that point, not the missing turn in the supplied exchange.

B Not here. This line belongs to turn 14, after Leo says: "Exactly. We also need to resist treating this
single list as evidence for every regulatory obligation or every aspect of a person's ability to perform
the job." It addresses that point, not the missing turn in the supplied exchange.

C Correct. This is Daria's response in turn 18. It connects Leo's preceding point with Leo's follow-up.
The audit trail records verification actions and changes so the status can be reviewed rather than
accepted from an unexplained color label.

D Not here. This line belongs to turn 6, after Leo says: "Who owns the remaining work? Saying

someone will check later will not help us prepare a reliable update." It addresses that point, not the
missing turn in the supplied exchange.

Return to the exercise, page 107
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Additional case 1 / Explanations

Extended conversation

1. last recorded scan

Turn 2. This identifies a recorded handling event, not confirmed onward loading or the bag's present
location.

2. tracing reference

Turn 6. R62 identifies the open service case, while the bag tag identifies the checked item.

3. delivery appointment

Turn 10. An appointment requires an actual agreed delivery arrangement, which no assigned courier
supports here.

4. interim-expense claim

Turn 14. This is a separate request concerning necessary expenses during the delay, not evidence that
the bag has been delivered.

5. effective time

Turn 18. The effective time determines when the new address applies, preventing delivery to a
superseded location.

6. case record

Turn 20. The case record documents the tracing status and contact instructions; it is not proof of
delivery.

Return to the conversation, page 110

Transfer exchange

1. R84
Agent: Quote tracing file R84 when contacting our team.

Turn 1. R84 identifies the service case; 7316 identifies the checked bag.
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Additional case 1 / Explanations / continued

2.18:00
Passenger: The new address takes effect at 18:00 tomorrow.

Turn 2. The supplied changeover time is eighteen hundred on the following day.

3. unconfirmed
Agent: Onward loading is still unconfirmed.

Turn 3. The transfer-airport scan does not establish that an onward flight carries the bag.

4. appointment
Passenger: | do not yet have a courier delivery appointment.
Turn 4. No assigned courier or agreed delivery slot supports an appointment.

Return to the conversation, page 112
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Additional case 2 / Explanations

Extended conversation

1. UTC offset
Turn 2. Subtracting the supplied four-hour offset converts the UTC time to this station's local clock.

2. midnight

Turn 4. The conversion passes into the previous local calendar day, so retaining the UTC date would be
wrong.

3. calendar date

Turn 8. The shuttle occurs on 8 October locally, before the 22:30 local report on that same date.

4. time basis

Turn 10. Explicitly labeling UTC versus station-local time prevents the converted number being read on
the wrong clock.

5. chronology

Turn 14. Chronology orders the scheduled events; it does not establish rest, duty limits, qualifications,
or fitness.

6. scheduled interval

Turn 18. The two scheduled local times are forty-five minutes apart; this describes elapsed time, not a
guaranteed journey.

Return to the conversation, page 114

Transfer exchange

1.11
Coordinator: The local report date is 11 November.
Turn 1. Subtracting five hours from 01:20 UTC moves the local date back one day.
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Additional case 2 / Explanations / continued

2. 00:40
Liaison: The UTC pickup time is 00:40.
Turn 2. Adding five hours to 19:40 local gives 00:40 on the next UTC date.

3.40
Coordinator: Pickup and report are 40 minutes apart.

Turn 3. The interval from 19:40 to 20:20 on the same local date is forty minutes.

4. approval
Liaison: That does not establish crew-duty approval.

Turn 4. The supplied time conversion contains no authorized assessment of applicable duty
requirements.

Return to the conversation, page 116
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Additional case 3 / Explanations

Extended conversation

1. actual gross mass

Turn 2. Actual gross mass is the measured shipment mass including packaging, not the tariff's space-
based billing quantity.

2. chargeable weight

Turn 6. The tariff selects the larger of actual gross mass and volumetric weight for pricing, without
changing physical mass.

3. freight charge

Turn 8. The freight charge is 80 chargeable kilograms times $3.50, separate from the documentation
fee.

4. tariff basis

Turn 12. The divisor, rate, minimums, and other conditions depend on the governing tariff rather than
this fictional quote alone.

5. remeasurement

Turn 16. Remeasurement supplies the new dimensions and mass after repacking; the old
measurements no longer establish the revised charge.

6. pricing breakdown

Turn 20. The breakdown separates actual and chargeable quantities, the freight calculation, and the
one-time fee.

Return to the conversation, page 118

Transfer exchange

1.40
Agent: The total volume gives 40 kilograms of volumetric weight.
Turn 1. Two times sixty times forty times fifty equals 240,000; dividing by 6,000 gives forty.
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Additional case 3 / Explanations / continued

2.44
Shipper: The chargeable quantity is 44 kilograms.

Turn 2. Actual mass of forty-four exceeds volumetric weight of forty under the supplied tariff.

3.176
Agent: The freight charge before the fee is 176 dollars.

Turn 3. Forty-four chargeable kilograms multiplied by four dollars gives one hundred seventy-six.

4. 190
Shipper: With the one-time fee, the total is 190 dollars.
Turn 4. Adding the single fourteen-dollar fee to 176 gives 190 dollars.

Return to the conversation, page 121
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Find a phrase by purpose

Safety Culture and Stop-Work Authority

State the action clearly: The affected task is stopped under our local process.
Locate the observation: | saw a wet patch beside the equipment at Stand 6.
Give the observation time: | observed it at 08:40 local time.

Full phrase bank, page 7

Operations Control and Dispatch Coordination
Give the time basis: This is the status as of 10:10 UTC.

Label the aircraft: A12 remains provisionally assigned.
Label the crew item: Crew confirmation is still pending.

Full phrase bank, page 20

Maintenance Deferrals and MEL Language

Quote the unsupported status: The note says deferred, but the authorization is not recorded.
Identify the case: | am checking defect record D17.
Separate identifiers: D17 is our defect identifier, not the MEL item reference.

Full phrase bank, page 35

Irregular Operations and Passenger Communication

Acknowledge the conflict: You have received two different times, and | am sorry for the
confusion.

State the latest position: We do not have a confirmed departure estimate.
Correct the earlier announcement: The earlier 14:30 message is no longer reliable.

Full phrase bank, page 46
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Find a phrase by purpose / continued

Ground Handling and Turnaround Performance

State the current count: We have 80 confirmed against a requirement of 96.
Calculate the remainder: Sixteen packs remain outstanding.
Separate arrival: The truck is here, but receipt is not verified.

Full phrase bank, page 60

Security and Access Control

Acknowledge urgency: | understand that your meeting is running late.
State the boundary: | cannot admit you before the required verification.
Separate invitation and access: The invitation does not complete the access process.

Full phrase bank, page 72

Incident Reporting and Investigation

Start with firsthand information: | observed a dent on the side panel of cart C4.
State the observation time: | noticed it at 09:42 local time.
Avoid claiming an impact: | did not see contact occur.

Full phrase bank, page 86

Regulatory Audits and Readiness

State the count: Twenty-seven of thirty records have been verified.
Express the coverage: That is ninety percent of the listed records.
Name the gap: Three records still need verification.

Full phrase bank, page 97
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Vocabulary index

access authorization
Lesson 06, p. 70

access credential
Lesson 06, p. 70

access exception
Lesson 06, p. 71

accessibility assistance
Lesson 04, p. 45

affected task
Lesson 01, p. 5

airworthiness
Lesson 03, p. 33

approved directory
Lesson 06, p. 70

approximate time
Lesson 07, p. 84

attribution
Lesson 07, p. 85

audit readiness
Lesson 08, p. 95

audit trail
Lesson 08, p. 96

authorization boundary
Lesson 06, p. 71

authorized sign-off
Lesson 03, p. 33

baggage routing
Lesson 04, p. 45

camera footage
Lesson 07, p. 85

catering pack
Lesson 05, p. 58

causal claim
Lesson 07, p. 84

challenge procedure
Lesson 06, p. 71

chargeable weight
Case 3, p. 117

closed-loop communication

Lesson 01, p. 6

compensation
Lesson 04, p. 45

compliance determination

Lesson 08, p. 96

English for Work

ENGLISHLADDER.COM

Vocabulary index

access control
Lesson 06, p. 70

access desk
Lesson 06, p. 71

access scope
Lesson 06, p. 71

actual gross mass
Case 3, p. 117

aircraft assignment
Lesson 02, p. 18
applicability
Lesson 03, p. 32

approved escort
Lesson 06, p. 70

assistance request
Lesson 04, p. 45

audit criterion
Lesson 08, p. 95

audit scope
Lesson 08, p. 95

authority gradient
Lesson 01, p. 6

authorized explanation
Lesson 04, p. 45

baggage cart
Lesson 07, p. 85

calendar date
Case 2, p. 113

case record
Case 1, p.109

catering uplift
Lesson 05, p. 58

causation finding
Lesson 07, p. 85

channel consistency
Lesson 04, p. 45

chronology
Lesson 07, p. 84, Case 2, p. 113

closure evidence
Lesson 08, p. 96

competency
Lesson 08, p. 95

configuration deviation list (CDL)
Lesson 03, p. 33
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Vocabulary index

Vocabulary index / continued

confirmation source
Lesson 02, p. 19

confirmed reservation
Lesson 04, p. 44

contingency aircraft
Lesson 02, p. 19

controlled copy
Lesson 08, p. 95

corroboration
Lesson 07, p. 85

crew control
Lesson 02, p. 18

crew status
Lesson 02, p. 18

currency
Lesson 08, p. 95

defect identifier
Lesson 03, p. 32

deferral
Lesson 03, p. 32

delay attribution
Lesson 05, p. 59

delivery note
Lesson 05, p. 58

dependency
Lesson 02, p. 19

dispatch coordination
Lesson 02, p. 18

document revision
Lesson 03, p. 32

effective time
Case 1, p. 109

escalation route
Lesson 01, p. 5

estimated off-block time (EOBT)
Lesson 02, p. 19

evidence coverage
Lesson 08, p. 95

exception report
Lesson 05, p. 59

factual amendment
Lesson 07, p. 85

firsthand account
Lesson 07, p. 84

English for Work

confirmed receipt
Lesson 05, p. 58

connection risk
Lesson 04, p. 44

contributing factor
Lesson 07, p. 84

corrective action
Lesson 08, p. 96

credential sharing
Lesson 06, p. 70

crew roster
Lesson 02, p. 18

critical path
Lesson 05, p. 59

damage description
Lesson 07, p. 85

defect record
Lesson 03, p. 32

delay announcement
Lesson 04, p. 44

delivery appointment
Case 1, p.109

departure estimate
Lesson 04, p. 44

direct observation
Lesson 01, p. 6

document register
Lesson 08, p. 95

duty period
Lesson 02, p. 18

equipment identifier
Lesson 07, p. 85

escort authorization
Lesson 06, p. 70

event time
Lesson 07, p. 84

evidence source
Lesson 07, p. 85

expired credential
Lesson 06, p. 71

finding
Lesson 08, p. 96

fleet identifier
Lesson 02, p. 18
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Vocabulary index

Vocabulary index / continued

flight information display

Lesson 04, p. 44

freight charge
Case 3, p. 117

ground handler
Lesson 05, p. 58

handover gap
Lesson 05, p. 59

hazard report
Lesson 01, p. 5

host confirmation
Lesson 06, p. 70

initial report
Lesson 07, p. 84

interim-expense claim
Case 1, p. 109

item reference
Lesson 03, p. 32

just culture
Lesson 01, p. 6

maintenance control
Lesson 03, p. 33

manifest
Lesson 05, p. 58

meal voucher
Lesson 04, p. 45

milestone
Lesson 05, p. 59

nonconformity
Lesson 08, p. 96

objective evidence
Lesson 08, p. 95

occurrence report
Lesson 07, p. 84

onward connection
Lesson 04, p. 44

operating limitation
Lesson 03, p. 32

operational control
Lesson 02, p. 18

operations control center (OCC)

Lesson 02, p. 18

passenger update
Lesson 04, p. 44

English for Work

flight release
Lesson 02, p. 19

gate supervisor
Lesson 04, p. 44

ground support equipment (GSE)
Lesson 01, p. 5

hazard
Lesson 01, p. 5

hold point
Lesson 01, p. 6

identity check
Lesson 06, p. 70

inoperative
Lesson 03, p. 33

irregular operations (IROPS)
Lesson 04, p. 44

itinerary change
Lesson 04, p. 45

last recorded scan
Case 1, p. 109

maintenance procedure
Lesson 03, p. 33

master minimum equipment list (MMEL)
Lesson 03, p. 32

midnight
Case 2, p. 113

minimum equipment list (MEL)
Lesson 03, p. 32

nonessential equipment and furnishings
(NEF)
Lesson 03, p. 34

observation time
Lesson 07, p. 84

off-block time
Lesson 02, p. 19

open item
Lesson 08, p. 96

operating restriction
Lesson 02, p. 19

operational procedure
Lesson 03, p. 33

outstanding balance
Lesson 05, p. 58

physical count
Lesson 05, p. 59
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Vocabulary index / continued

placard
Lesson 03, p. 33
positioning
Lesson 02, p. 18

proposed deferral
Lesson 03, p. 32

proviso
Lesson 03, p. 32

qualification
Lesson 02, p. 18

ramp
Lesson 01, p. 5

readiness status
Lesson 05, p. 59

receiving lead
Lesson 05, p. 58

rectification
Lesson 03, p. 33

release statement
Lesson 03, p. 34

repair interval
Lesson 03, p. 32

required quantity
Lesson 05, p. 58

restart authorization
Lesson 01, p. 5

retention requirement
Lesson 08, p. 96

revision status
Lesson 08, p. 96

root cause
Lesson 07, p. 84

safety management system (SMS)
Lesson 01, p. 5

safety risk
Lesson 01, p. 5

schedule pressure
Lesson 01, p. 6

seat availability
Lesson 04, p. 44

service dependency
Lesson 05, p. 59

service handover
Lesson 05, p. 58

English for Work

planning assumption
Lesson 02, p. 19

pricing breakdown
Case 3, p. 117

provisional plan
Lesson 02, p. 18

public reception
Lesson 06, p. 71

qualified assessment
Lesson 01, p. 6

readiness statement
Lesson 08, p. 96

rebooking option
Lesson 04, p. 44

records owner
Lesson 08, p. 95

refund
Lesson 04, p. 45

remeasurement
Case 3, p. 117

reported sound
Lesson 07, p. 84

residual risk
Lesson 01, p. 6

restricted area
Lesson 06, p. 70

review status
Lesson 07, p. 85

risk control
Lesson 01, p. 5

safety assurance
Lesson 01, p. 6

safety promotion
Lesson 01, p. 6
sampling limitation
Lesson 08, p. 96

scheduled interval
Case 2, p. 113

security escalation
Lesson 06, p. 71

service desk
Lesson 04, p. 45

short delivery
Lesson 05, p. 59
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Vocabulary index

Vocabulary index / continued

situational awareness
Lesson 01, p. 6

standby
Lesson 04, p. 44

stop-work authority
Lesson 01, p. 5

target off-block time
Lesson 05, p. 59

tariff basis
Case 3, p. 117

task completion
Lesson 05, p. 59

time basis
Case 2, p. 113

traceability
Lesson 08, p. 96

training record
Lesson 08, p. 95

truck arrival
Lesson 05, p. 58

turnaround
Lesson 05, p. 58

unverified visitor
Lesson 06, p. 71

UTC
Lesson 02, p. 19

validity period
Lesson 06, p. 71

version history
Lesson 07, p. 85

visitor register
Lesson 06, p. 71

witness statement
Lesson 07, p. 84

English for Work

stand
Lesson 01, p. 5

status snapshot
Lesson 02, p. 19

superseded message
Lesson 04, p. 45

target time
Lesson 02, p. 19

task acceptance
Lesson 05, p. 59

technical log
Lesson 03, p. 33

timestamp
Lesson 02, p. 19

tracing reference
Case 1, p. 109

travel document
Lesson 04, p. 45

tug
Lesson 07, p. 85

unidentified substance
Lesson 01, p. 6

urgency claim
Lesson 06, p. 71

UTC offset
Case 2, p. 113

verification backlog
Lesson 08, p. 95

visitor badge
Lesson 06, p. 70

visitor verification
Lesson 06, p. 70
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References and publication notes

All cases, organizations, figures, and conversations are fictional teaching material, not transcripts.
Communication practice does not replace qualified advice or current workplace procedures.

[1] Federal Aviation Administration. Safety Management System: Components.

Background on safety reporting, communication, responsibility, and assurance. The ground-operation
tasks and local stop-work arrangements are original fictional cases. Source checked 30 September 2026.

https://www.faa.gov/about/initiatives/sms/explained/components

[2] Federal Aviation Administration. AC 120-125: Development and Use of an Operator's
MEL, NEF Program, and CDL.

U.S. terminology background for minimum equipment lists and conditional deferrals. No exercise
determines whether an actual defect may be deferred or supplies an operational release checklist. Source
checked 30 September 2026.

https://www.faa.gov/documentLibrary/media/Advisory_Circular/AC 120-125.pdf

[3] NASA Aviation Safety Reporting System. ASRS Database Online.

Background on aviation reporting and the distinction between submitted accounts and verified findings.
These dialogues are original fiction, not adapted ASRS reports or reporting instructions. Source checked
30 September 2026.

https://asrs.arc.nasa.gov/search/database.html

Companion course

The website offers the eight-lesson course and related practice. This book can be used
independently. No audio access or external account is needed for its exercises.

https://englishladder.com/efsp-aviation.html
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English Ladder

State the status. Close the loop.
Preserve the boundary.

Eight aviation workplace exchanges: raise a hazard concern, qualify an operations
plan, clarify a maintenance deferral, correct passenger updates, accept a
turnaround handover, protect access, report an occurrence, and verify audit

evidence.

Safety Culture and Stop-Work
Authority

Dana can report a wet patch without naming
the substance or declaring an equipment
failure. The observation warrants the local
process, but it does not establish cause,
injury, or the correct technical remedy.

Maintenance Deferrals and MEL
Language

D17 identifies the internal defect; it does not
identify an approved MEL item. An MMEL is
not interchangeable with an operator's
approved MEL. A copied heading or familiar
acronym cannot supply missing applicability
or authorization.

English for Work

ENGLISHLADDER.COM

Operations Control and Dispatch
Coordination

Aircraft A12 is provisional, crew status is
unconfirmed, and 11:00 UTC is a planning
target. Keep all three qualifiers in a short
update. Replacing them with confirmed
changes the operational meaning of the
message.

Irregular Operations and Passenger
Communication

Neither 14:30 nor 15:00 is supported by the
latest verified update. The 15:10 time
concerns a new communication, not
departure. State the local time basis and
correct the conflicting channels without
inventing a cause.

Phil Stilwell | 188


https://englishladder.com/

E English Ladder English Ladder

State the status. Close the loop.
Preserve the boundary. / continued

Phil Stilwell
© 2026 Phil Stilwell. All rights reserved.
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