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The enlightenment the Cathay Pacific incident gives to Hong Kong

BIZ=f 2 AR TS A B R A B0 1Y
FE > EMHFHEEADZ c BRMER=
RIER > WHRHERR N =2 EHMAEME K
THRIREBRERPRT  HNERNEIRE
BRASREFERERERNTART [T
AR NEE AR Ye=EFE
EH 2 THET o ER IR EEEFIRE » 8
RACHRWE - eTRIESINSE  BHF
B -5—T7H BESALEENLESR
2 HIFRTTERNIRIFKE o

A P21 B B AERRIEE A 5 B R AT
£ BERhRBAEHEREERTIFHN
WIRE > W [BEREASE | KRXTEE
BHRE o LB RIANERLIEES » BB
ZEEEREZRABNELRESK - BA
BRMENFRERS B ANBRE » ZRA
SEERMELBERT » MAR IR
BB o MR RMNARERE » BHZRA
BWIFEAEL BT > MEWE [BAR
& » RBEES > ERPRNER  2EH
N2 40

FEMNEEE  REPHEE TR
FERKEZZRIBH » MASHER - 1]iE
B~ REFN o —ABETER » SXEH
NEGSEBTERYFNRETNBEEOE -
SIRERZUIBIILIS o M ARG EHRRIER

[ ABERUE | > M ERIRENAE o

BIZ= DU S H BB RURIRE » (R HE
FERERE - FERDE > RELRDE
EEERRES o (BRI RE ~ R > BEY
o EWHEREAMS [ EBENIERT—
BT | oAl RBTHEEEIAZEMER!
HERBARHRK [£18] @ BREEZR
ARE > HEES  2EHIRRHERE - A
SRIISEMATE - 5 —TTH » ERFES
BLF  BHE=FREHE  FREIUFR
ANBERTARAESRE [Fe | - HREA
RABABE > FERTNEMS [FH
| > MEEEEEREeE -

SEZENE > FAMEREE—R="
BRSTSENERERMUNGE - FH
£ FEEAEF A BERMBBLLFRRK
BRBRLBISEHEFE  SREBE
BEAR | SFA—HH » HXFE LthFZ
B0t | - TREMBRBEHERER
7o FERED VBRERBER RER
BEE o ERURFRBFAMIFIRE
BRREAEER  RETEFENTIEN
R - IEEER#R o

HEEHEEE > BRAMAE AVESE
RAREF > BT —{EfIF o MEERMERAE
BN EHBEBMEAIFTEPXR
%o WHPISRIHAZR - REXRE » BETE
REET » ERMNEF [EERMNE
] EEHEN—GF > RBRH TRIINE
R URSENREER - —B8EHE
it EMRRZPRBAR? EBERE
WPBRIRUR ©

BREELNE  BRREATEHRF
BERABEREANTBEFTBRFE -7
MAORBER S BRESNEHEEE
0~ BEBEY 0 PRE—ARITIEFTA A o B8
5 LTRFAESBUAERER > WER
EEBESHOENNREHEERH AN
20 Tt RERRIA B OEREES
o HEMMFE c FAELESLERA
THRFRBEER o [ALFE]  FBK
Re [FEZE] |

Some cabin crew members on a Cathay Pacific
Airways flight were accused of discriminating against
Putonghua—speaking passengers, which has aroused
strong repercussions among people in Hong Kong and on
the Mainland. The airline has made three apologies in two
days and sacked the three crew membrs concerned last
night. In a statement, Cathay Pacific's Chief Executive
Officer (CEO) said the airline had a "zero-tolerance
approach" to serious breaches of the company's policies
and code of conduct and "there is no compromise for
such violation", adding that the airline would conduct a
comprehensive review from three aspects. While Cathay
Pacific has dealt with the incident promptly this time, it
remains to be seen whether its measures are effective in
the end and whether there will be improvements in
reality. On the other hand, whole Hong Kong society
should take this incident as a lesson to truly improve the
overall service quality.

On a May 21 Cathay Pacific flight from Chengdu to
Hong Kong, some cabin crew members ridiculeed some
Mainland passengers who could not speak English well,
and made fun of passengers who did not understand
Cantoness saying they "understand no human language".
Airlines have high—level internationalisation, hence being
multilingual is the basic occupational requirement for a
cabin crew member. Since the majority of passengers on
the flight concerned are Mainlanders, the cabin crew
members should have provided services in Putonghua
instead of communicating in English exclusively. From
the audio clip provided by a netzen, it was not the case
that the cabin crew members concerned did not
understand Putonghua but they simply played dumb in
ill-mannered service. This is discrimination through and
through, which is absolutely unacceptable.

A passenger pays money to buy an air ticket with
services included in the price paid. A passenger taking a
flight to enjoy services not to be ignored, insulted, and/or
ridiculed. A tossed stone raises a thousand ripples. This
incident refreshed passengers' bitter memories of being
treated impolitely, arousing strong repercussions. We
must not simply regard this simply as "network effect" but
should see from this the nature of the problem.

In the past similar incidents also occurred with Cathay
Pacific. However, the airline's handling such incidents
was just a formality to give some bureaucratic responses,
evading important matters and dwelling on the trivial. This
time, its reaction is decisive and prompt, which is
praiseworthy. Just as some journalist put it, "Hong Kong
is now quite different from the past". Nevertheless, the
public are not satisfied to see that only a couple of
grassroots cabin crew members are used as "sacrifices".
Cathay Pacific should do deep soul-searching and "scrap
the bone clear of toxin", conducting a comprehensive
review on its service procedures, staff training and other
relevant regulations and rules. On the other hand, Cathay
Pacific suffers losses for many years in a row. During the
three years of the Covid—19 epidemic, in particular, the
SAR Government injected tens of billions of dollars of
taxpayers' money into Cathay Pacific to "sustain its life".
From the perspective of protecting public interests, the
SAR Government must not remain as a "bystander" but
instead should take a more active role.

More importantly, Hong Kong society should learn by
analogy from this incident to find out whether similar
problems exist in other industries and sectors. In fact, in
the early days when normal travel between Hong Kong
and the Mainland was fully resumed, a Mainland cyber
celebrity came to Hong Kong with the purpose to see
how a Putonghua-speaker would be treated and in the
end claimed discrimination was experienced. During the
May Day long holiday, many similar complaints were also
pasted on social media platforms. From this, it can be
seen that other service industries are also made up of all
kinds of people. They also need to do soul-searching to
really heighten service awareness and improve service
quality. Industries concerned and relevant government

departments should, from an overall and long—term
perspective, find out common problems with the
industries and solve them in a down-to—earth way.

After the incident, a Mainland cyber VIP made his
comments by taking an example with his personal
experience. While in Australia, once he and his family
went to the emergency room where a local doctor asked
him whether they needed Chinese-language services
and specially stressed that "your English is very good, but
this is not you obligation but our responsibility". Such a
simple sentence shows a strong sense of responsibility
and keen service awareness. Even a medical doctor
should have such service awareness, let alone cabin crew
members of air flights! Various sectors of Hong Kong
society should be enlightened from this.

It must be pointed out that Cathay Pacific cannot
represent Hong Kong, not to mention that the cabin crew
members concerned cannot represent the whole of
service industries in Hong Kong. In the mighty torrent of
exchange between Hong Kong and the Mainland, such an
outrageous incident is occasional and fragmentary. We
should not tar the whole aviation and other service
industries with the same brush just because of this
incident. Objectively speaking, Putonghua is being given
more and more attention in Hong Kong, and there are
numerous tender stories about Mainland visitors get
warm-hearted helps in Hong Kong. So we also must
remain vigilant against the possibility that some persons
with ulterior motives may make use of the incident to stir
up conflicts between Hong Kong and the Mainland. Hong
Kong society should take this incident as a lesson to keep
improving service quality. "Treating guests heartedly",
Hong Kong is still a "city of hospitability"!

e WORDS AND USAGE

¢ Discriminate against sb/sth (phrasal verb) —
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to single out a type of person or thing for special negative treatment or
denial of equal treatment. ( 1547 )

Examples:

1.They believe the law discriminates against women.

2.She felt she had been discriminated against because of her age.

* Make fun of sb/sth (idiom) -

To make unkind insulting remarks about someone or something. ( EX

% ME)
Examples:

1.Please stop making fun of the movie. You don't have to sit here and
watch it, you know.

2.The other children were always making fun of him because he was fat
and wore glasses.

* Play dumb (idiom) —

To pretend to not know or not understand something. ( 2518 > #4450 )

Examples:

1.Don't play dumb with me - | know you took the money.

2.I'm supposed not to know that he is getting fired, so I'm just going to
play dumb the next time | see him.

¢ Soul-searching (noun) —

Careful thought about your beliefs, attitudes, or actions because you

think it is important to behave in an honest and moral way. ( B &% *

&E)
Examples:

1.1 did a lot of soul-searching, trying to find out what had gone wrong in

my life.

2.After much soul-searching, he decided it was wrong to vote in the

elections.

e Tar (sh/sth) with the same brush (idiom) -
To unfairly categorize someone or something as being the same as
another person or thing, usually in a negative manner. ( —5F3T—#

A)

Examples:

1.Just because the CEO turned out to be a rotten scoundrel doesn't
mean we should tar the entire company with the same brush.
2.Football supporters all get tarred with the same brush when there's
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trouble.
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In my essay, | had a greater understanding of
Lock & Jones' (2011) idea about presenting grammar
in context and this allowed me to improve my text
analysis. Integrating daily English communication
into my text analysis is one of my strengths, and so |
have enjoyed experimenting with the use of media
text from BBC Channel 4. A script from an episode
of 'George Clark's Amazing Space' television
program is analysed. Passive voices and colloguial
language are llustrated and analysed. The
conversations were quite contrived, but also
interesting and inspirational. | realised that some
native British tend to use a certain form of
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colloquialism to persuade the audience of the value

of their language. However, this value was

determined solely by whether the target language
could be interpreted. This insight into my own
learning means | will start my next essay with a
variety of grammatical forms.
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