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G Aviation Industry, Airports and Airlines 38 chapters - 184 classes 100 marks



« 1 Overview of the Aviation Sector and Its Economic Impact — 5

classes

1.1 Understanding the Global Aviation Sector

1.2 Exploring Major Aviation Organizations and Regulatory Bodies
1.3 Analyzing Aviation's Role in the Global Economy

1.4 Examining the Economic Contributions of Airports and Airlines
1.5 Assessing Economic Challenges and Trends in Aviation

* 2 Regulations and Regulatory Bodies in Aviation — 5 classes

2.1 Understanding ICAO and its Global Role in Aviation

2.2 Exploring EASA: Europe's Aviation Safety Authority

2.3 Analyzing CAA's Impact on UK Aviation Standards

2.4 Examining Key Aviation Regulations and Their Implications
2.5 Applying Regulatory Knowledge to In-flight Operations

* 3 Roles and Responsibilities of Aviation Personnel — 5 classes

3.1 Understanding Aviation Industry Roles

3.2 Analyzing the Role of Pilots and Co-Pilots

3.3 Exploring Cabin Crew Duties and Responsibilities

3.4 Examining Ground Crew and Maintenance Operations
3.5 Integrating the Roles for Efficient Flight Operations

* 4 Understanding Aviation Customer Service Principles — 5 classes

4.1 Explore the Fundamentals of Aviation Customer Service

4.2 ldentify Key Customer Needs in Aviation

4.3 Analyze Common Challenges in Aviation Customer Service
4.4 Learn Effective Communication Techniques for Aviation

4.5 Apply Best Practices in Aviation Customer Service Scenarios

* 1 Understanding the Airport Ecosystem — 9 classes

1.1 Exploring the Airport Ecosystem: An Introduction

1.2 Identifying Key Airport Stakeholders and Their Roles

1.3 Understanding Airport Infrastructure and Facilities

1.4 Navigating the Passenger Journey: From Check-in to Boarding
1.5 Analyzing Airport Safety and Security Protocols

1.6 Causes and Types of Flight Delays

1.7 Assisting Passengers During Disruption

1.8 Handling Arriving Passengers and Baggage Claim

1.9 Managing Transfer and Connecting Passengers

« 2 Passenger Check-in and Baggage Processing — 5 classes

2.1 Understanding Passenger Check-in Processes

2.2 Identifying Documents Required for Check-in

2.3 Executing Effective Baggage Drop Procedures

2.4 Managing Special Baggage Handling

2.5 Troubleshooting Common Check-in and Baggage Issues

« 3 Security Procedures and Compliance — 5 classes
3.1 Understanding Airport Security Protocols
3.2 Identifying Security Threats in Airports
3.3 Implementing Passenger Screening Procedures
3.4 Complying with Security Regulations
3.5 Responding to Security Breaches Effectively

< 4 Passenger Experience and Customer Service Excellence — 5

classes

4.1 Understanding Passenger Needs and Expectations

4.2 Exploring Key Elements of Customer Service Excellence
4.3 Implementing Effective Communication Strategies

4.4 Managing Challenging Situations with Passengers

4.5 Applying Feedback for Continuous Service Improvement

< 5 Departure Control Systems, Seating and Load Messages — 5

classes

5.1 Introduction to Departure Control Systems

5.2 Check-in Processing and Passenger Records

5.3 Seat Allocation and Seat Map Management

5.4 Boarding Control and Flight Closure

5.5 Load Messages and Passenger Count Reconciliation

¢ Introduction to Aviation — 5 classes
History of Aviation
Types of Aircraft

* Sustainability and Future Trends in Airport Operations — 5 classes

Environmental Impact of Airports
Sustainable Practices in Airport Management
Technological Innovations in Aviation

Future of Airport Operations

Regulatory Trends and Challenges

* Chapter 1: Overview of the Aviation Industry — 4 classes

History of Aviation

Key Players in the Aviation Sector

Types of Aviation: Commercial, Cargo, and General
Current Trends and Future of Aviation

« Chapter 2: Airline Operations — 5 classes

Airline Business Models

Flight Operations Management

Scheduling and Route Planning

Ground Handling Services

Passenger Services and Customer Experience

« Chapter 3: Airport Operations — 5 classes

Airport Infrastructure and Layout
Air Traffic Control Systems
Security and Safety Protocols
Baggage Handling Systems
Emergency Response Procedures

< Chapter 4: Aviation Regulations and Safety — 5 classes
International Aviation Regulations
Safety Management Systems
Accident Investigation Procedures
Role of the FAA and ICAO
Compliance and Auditing in Aviation

* Chapter 5: Customer Service in Aviation — 5 classes

Understanding Customer Expectations
Effective Communication Skills

Handling Complaints and Difficult Situations
Cultural Sensitivity in Customer Service
Building Loyalty and Customer Retention

« Chapter 6: Future of Aviation — 5 classes

Emerging Technologies in Aviation
Sustainability and Environmental Impact
The Role of Drones in Aviation

Future Trends in Air Travel

Career Opportunities in the Aviation Industry

* Airport Management — 4 classes
Airport Governance and Regulations
Financial Management in Airports
Strategic Planning for Airport Development
Stakeholder Engagement in Airport Operations

 Airside Operations — 4 classes

Runway and Taxiway Management

Aircraft Parking and Ramp Operations
Ground Handling Services

Safety and Security Protocols on the Airside

« Terminal Operations — 5 classes

Passenger Flow Management
Check-in and Boarding Processes
Baggage Handling Systems

Retail and Concessions Management
Customer Service Excellence

« Airport Security — 4 classes
Security Regulations and Compliance
Screening Processes and Technologies
Emergency Response Planning
Threat Assessment and Risk Management

« Sustainability in Airport Operations — 4 classes



6 Customer Service and Passenger Experience 55 chapters - 310 classes 100 marks



¢ 1 Understanding Customer Relationship Management in Aviation —

5 classes

¢ 1 Understanding the Components of Airport Customer Experience

— 6 classes

1.1 Exploring the Basics of Customer Relationship Management in Aviation 1.1 Defining Airport Customer Experience

1.2 Identifying the Components of Successful Customer Relationships 1.2 Identifying Key Customer Touchpoints
1.3 Analyzing the Role of CRM Systems in the Aviation Industry 1.3 Analyzing Passenger Journeys
1.4 Examining Customer Needs and Expectations in Airline Services 1.4 Evaluating Customer Experience Metrics
1.5 Applying CRM Strategies to Enhance Passenger Experience 1.5 Designing Customer-Centric Processes

L ) 1.6 Implementing Strategies for Enhanced Experience
¢ 2 CRM Systems and Tools in Airline Operations — 5 classes

2.1 Understanding the Role of CRM in Airline Operations * 2 Designing Customer-Centric Airport Services — 6 classes

2.2 Exploring Key Features of CRM Tools Used by Airlines 2.1 Understanding the Customer Journey in Airports
2.3 Analyzing Customer Data for Enhanced Airline Services 2.2 ldentifying Key Touchpoints for Enhanced Experience
2.4 Integrating CRM Systems into Airline Sales Processes 2.3 Analyzing Passenger Personalization Preferences
2.5 Evaluating the Impact of CRM Strategies on Customer Loyalty 2.4 Implementing Innovative Service Design Techniques

i i i 2.5 Leveraging Technology for Seamless Customer Interactions
« 3 Strategies for Enhancing Customer Loyalty and Retention — 5

classes

2.6 Evaluating and Refining Airport Service Delivery

3.1 Understanding the Basics of Customer Loyalty * 3 Implementing Customer Experience Strategies in Airports — 6

3.2 Analyzing Key Factors for Customer Retention classes
3.3 Implementing Relationship Management Strategies 3.1 Understanding the Airport Customer Journey
3.4 Leveraging Data Analytics for Enhanced Loyalty Programs 3.2 Analyzing Customer Expectations in Airports
3.5 Evaluating the Effectiveness of Retention Initiatives 3.3 Designing Customer-Centric Airport Services

. i i o 3.4 Integrating Technology to Enhance Airport Experience
< 4 Evaluating and Improving CRM Effectiveness in Airlines — 5

classes

3.5 Training Staff for Exceptional Customer Interactions

3.6 Measuring and Adjusting Customer Experience Strategies
4.1 Understanding CRM Fundamentals in Airlines

4.2 Identifying Key Metrics for CRM Success
4.3 Analyzing CRM Performance Data

« 4 Leveraging Technology for Enhanced Customer Engagement — 6

classes

4.4 Implementing Strategies for CRM Improvement 4.1 Exploring Digital Tools for Customer Engagement

4.5 Assessing Impact of Improved CRM Practices 4.2 Understanding the Role of Al in Customer Experience

i } i o 4.3 Implementing CRM Systems for Personalized Interactions
* 1 Understanding Customer Needs and Expectations in Aviation — 7

classes

4.4 Analyzing Customer Data to Drive Engagement Strategies

4.5 Enhancing Communication with Omni-channel Platforms

1.1 Identifying Diverse Customer Profiles in Aviation 4.6 Measuring Success: Metrics for Customer Experience Technology

1.2 Analyzing Passenger Expectations in Air Travel
* 5 Measuring and Optimizing Customer Experience Outcomes — 6

classes

1.3 Exploring Communication Techniques for Customer Engagement
1.4 Addressing Common Passenger Concerns and Queries

1.5 Implementing Strategies to Enhance Passenger Satisfaction 5.1 Understanding Key Customer Experience Metrics

1.6 Professional Grooming Standards for Cabin Crew 5.2 Analyzing Customer Feedback Tools and Techniques

1.7 Personal Presentation and Image Building 5.3 Applying Data Analytics to Measure Customer Satisfaction

o i . 5.4 Identifying Improvement Opportunities in Customer Journeys
¢ 2 Communication Skills for Cabin Crew — 5 classes . . .
5.5 Strategizing for Optimal Customer Experience Outcomes

2.1 Understanding the Basics of Cabin Crew Communication 5.6 Implementing Continuous Improvement Processes

2.2 Mastering Verbal and Non-verbal Communication Techniques

2.3 Developing Active Listening Skills for Improved Passenger Interaction * 1 Understanding Global Customer Service Standards in Aviation —

2.4 Navigating Cultural Sensitivity and Language Barriers 6 classes

2.5 Applying Conflict Resolution Strategies in In-flight Scenarios 1.1 Exploring the Foundations of Global Customer Service Standards

1.2 Analyzing Cultural Differences in Aviation Customer Service

< 3 Handling Difficult Situations and Resolving Conflicts — 5 cl
9 9 classes 1.3 Identifying Key Elements of Successful Customer Service in Aviation

3.1 Understanding Conflict and Its Triggers in Aviation 1.4 Comparing International Case Studies on Customer Service Excellence

3.2 Identifying Customer Emotions and Needs During Conflicts 1.5 Evaluating the Role of Technology in Enhancing Customer Service

3.3 Implementing Effective De-escalation Techniques 1.6 Implementing Best Practices for Global Customer Service Standards

3.4 Applying Active Listening to Enhance Customer Resolution

3.5 Practicing Conflict Resolution Scenarios in In-flight Settings * 2 Cultural Sensitivity and Communication in Diverse Environments

— 6 classes

« 4 Delivering Exceptional Customer Experiences in Aviation — 5 _ A )
9 p p 2.1 Understanding Cultural Sensitivity in Customer Service
classes s . -
2.2 Identifying Cultural Nuances in Communication

4.1 Understanding Customer Expectations in Aviation 2.3 Developing Active Listening Skills for Diverse Interactions

4.2 Techniques for Effective Communication with Passengers 2.4 Adapting Communication Strategies Across Cultures

4.3 Handling and Resolving In-flight Customer Complaints 2.5 Overcoming Cultural Barriers in Customer Engagement

4.4 Personalising Passenger Interactions for Enhanced Experience 2.6 Implementing Best Practices for a Inclusive Customer Experience

4.5 Implementing Feedback to Improve Service Quality
« 3 Technology Integration and Innovation in Customer Service — 6

¢ 1 Understanding Advanced Customer Service Dynamics — 6 classes classes

1.1 Unpacking Customer Service Dynamics

1.2 Identifying Customer Needs in Complex Scenarios

1.3 Analyzing Emotional Intelligence in Customer Interactions
1.4 Applying Conflict Resolution Strategies Effectively

1.5 Leveraging Cultural Competence in Diverse Environments
1.6 Implementing Feedback for Continuous Improvement

< 2 Techniques for Managing Passenger Expectations — 6 classes

2.1 Understanding Passenger Expectations: A Deep Dive

3.1 Exploring the Role of Technology in Customer Service
3.2 Understanding Digital Communication Channels

3.3 Implementing Self-Service Technologies

3.4 Analyzing Data for Enhanced Customer Insights

3.5 Leveraging Al for Personalized Customer Interactions
3.6 Evaluating Innovations in Customer Experience Solutions

4 Crisis Management and Conflict Resolution — 6 classes

4.1 Understanding Crisis Dynamics in Airports



e Communication, Cultural Awareness and Teamwork 49 chapters - 230 classes 100 marks



« 1 Foundations of Communication in Ground Operations — 4 classes

1.1 Understanding the Basics of Ground Operations Communication
1.2 Exploring Effective Communication Tools and Techniques

1.3 Identifying Barriers and Enhancing Communication Clarity

1.4 Applying Communication Principles in Ramp Safety and Marshalling

¢ 2 Communication Tools and Technologies — 4 classes
2.1 Understanding the Basics of Communication Tools in Ground
Operations
2.2 Exploring Key Technologies for Effective Ramp Communication
2.3 Enhancing Safety through Clear and Concise Communication

2.4 Applying Communication Technologies in Real-World Ground
Operations

* 3 Advanced Communication Techniques and Challenges — 4 classes

3.1 Mastering Non-Verbal Signals in Ramp Communication

3.2 Navigating Communication Barriers in High Noise Environments

3.3 Implementing Effective Communication in Emergency Scenarios

3.4 Enhancing Team Coordination through Advanced Communication Tools

¢ 1 Understanding Team Roles and Responsibilities in Ground
Operations — 4 classes

1.1 Exploring Ground Operation Team Structures

1.2 Identifying Roles and Responsibilities in Ground Support
1.3 Assessing Effective Communication in Ground Operations
1.4 Applying Teamwork Strategies for Safe Ground Handling

« 2 Effective Communication and Coordination in High-Pressure
Environments — 4 classes

2.1 Understanding Communication Dynamics Under Pressure
2.2 Building Skills for Clear and Concise Instructions

2.3 Practising Coordination Techniques in Stressful Situations
2.4 Applying Team Synergy for Effective Problem Solving

« 3 Conflict Resolution and Enhancing Team Dynamics on the Ramp

— 4 classes

3.1 Understanding Conflict Sources on the Ramp

3.2 Strategies for Effective Team Communication

3.3 Techniques for Resolving Conflicts in High-Pressure Situations
3.4 Building a Collaborative Ramp Team Environment

« 1 Principles of Effective Communication in Ground Handling — 5

classes

1.1 Understanding Communication Basics in Ground Handling
1.2 Exploring Verbal and Non-Verbal Communication Techniques
1.3 Recognizing Barriers to Effective Communication

1.4 Implementing Feedback for Improved Communication

1.5 Applying Teamwork Strategies in Ground Handling

¢ 2 Understanding Roles and Team Dynamics in Ground Handling —

5 classes

2.1 Identifying Key Roles in Ground Handling Teams

2.2 Recognizing Team Dynamics and Their Impact on Ground Operations
2.3 Developing Effective Communication Skills for Teamwork

2.4 Practicing Conflict Resolution Strategies in Ground Handling

2.5 Evaluating Team Performance and Continuous Improvement Initiatives

* 3 Communication Tools and Technologies in Airport Operations —

5 classes

3.1 Understanding Airport Communication Essentials

3.2 Exploring Key Communication Tools Used in Airports

3.3 Mastering Radio Communication Protocols

3.4 Employing Digital Technologies for Efficient Team Coordination
3.5 Applying Communication Strategies in Real-World Scenarios

« 4 Conflict Resolution and Collaborative Teamwork in High-Pressure

Environments — 5 classes

4.1 Understanding High-Pressure Team Dynamics

4.2 Identifying Sources of Conflict in Team Settings

4.3 Techniques to Resolve Conflict Informally and Formally
4.4 Strategies for Building Collaborative Team Environments
4.5 Applying Conflict Resolution Skills in Simulated Scenarios

* Understanding Cultural Sensitivity — 5 classes

¢ 1 Understanding Cultural Diversity in Aviation — 4 classes

1.1 Exploring Cultural Diversity in Aviation

1.2 Identifying Cultural Norms and Etiquette

1.3 Communicating Effectively Across Cultures

1.4 Applying Cultural Awareness to Customer Service Scenarios

« 2 Effective Communication Strategies Across Cultures — 4 classes

2.1 Understanding Cultural Differences: Key Aspects in Communication

2.2 Decoding Non-Verbal Cues: Interpreting Body Language Across
Cultures

2.3 Adapting Communication Styles: Strategies for Effective Interaction

2.4 Applying Cross-Cultural Communication: Real-World Scenarios &
Solutions

* 3 Managing Cultural Sensitivities in Passenger Services — 4 classes

3.1 Understanding Cultural Differences Among Passengers

3.2 Recognizing and Respecting Passenger Customs and Traditions
3.3 Adapting Communication Styles to Diverse Cultural Norms

3.4 Implementing Strategies for Resolving Cultural Conflicts

¢ 1 Understanding the Basics of Passenger Communication — 5

classes

1.1 Identifying Key Elements of Effective Passenger Communication

1.2 Understanding Passenger Needs and Expectations

1.3 Developing Active Listening Skills for Better Passenger Engagement
1.4 Practicing Clear and Concise Verbal Communication

1.5 Implementing Non-Verbal Techniques to Enhance Passenger
Interactions

* 2 Verbal and Non-Verbal Communication Skills — 5 classes

2.1 Understanding the Basics of Verbal Communication

2.2 Exploring Tone and Word Choice in Passenger Interactions
2.3 Identifying Non-Verbal Cues and Body Language

2.4 Practicing Active Listening Techniques

2.5 Applying Combined Communication Skills in Real Scenarios

« 3 Handling Challenging Situations and Conflict Resolution — 5

classes

3.1 Understanding the Roots of Conflict in Airport Settings

3.2 Identifying Triggers and De-escalation Techniques

3.3 Practicing Active Listening and Empathetic Responses

3.4 Applying Conflict Resolution Frameworks in Real Scenarios
3.5 Reflecting on Personal Conflict Management Styles

4 Cultural Sensitivity and Inclusivity in Passenger Interaction — 5

classes

4.1 Understanding Cultural Differences in Communication
4.2 |dentifying Biases in Passenger Interactions

4.3 Adapting Communication Styles for Inclusivity

4.4 Responding to Diverse Passenger Needs Effectively
4.5 Implementing Inclusive Practices in Real-Life Scenarios

¢ Introduction to Communication — 5 classes

Definition of Communication

Importance of Communication in Aviation
Types of Communication

Barriers to Effective Communication
Overcoming Communication Barriers

* Verbal Communication Skills — 5 classes

Elements of Verbal Communication
Tone and Pitch

Active Listening Techniques
Asking Questions Effectively
Giving Clear Instructions

* Non-Verbal Communication Skills — 5 classes

Understanding Body Language

Facial Expressions and Their Impact

Gestures and Postures

Eye Contact in Communication

Cultural Differences in Non-Verbal Communication

¢ Interpersonal Communication — 5 classes



° Grooming, Etiquette and Professional Conduct 29 chapters - 138 classes 100 marks



¢ 1 Chapter 1 — Fundamentals of Personal Grooming in Aviation — 4

classes

1.1 Understanding Grooming Standards in Aviation

1.2 Recognizing the Impact of Personal Grooming on Passenger Perception
1.3 Identifying Essential Grooming Practices for Aviation Professionals

1.4 Applying Grooming Techniques for Professionalism in Aviation

¢ 2 Chapter 2 — Implementing Grooming Standards in Cabin Crew
Roles — 4 classes

2.1 Understanding Aviation Grooming Standards

2.2 Identifying Key Grooming Expectations for Cabin Crew

2.3 Applying Grooming Standards in Daily Cabin Crew Operations
2.4 Evaluating Professional Appearance and Presentation

¢ 3 Chapter 3 — Advanced Grooming Techniques and Etiquette for
Aviation Professionals — 4 classes

3.1 Mastering Personal Hygiene Standards for Aviation

3.2 Choosing Professional Attire for Aviation Settings

3.3 Applying Advanced Grooming Techniques for Flight Staff
3.4 Practicing Etiquette with Confidence in Aviation Roles

* 1 Foundations of Personal Grooming for Aviation Professionals — 4

classes

1.1 Understanding Personal Grooming Standards in Aviation

1.2 Identifying Appropriate Grooming Products and Tools

1.3 Demonstrating Proper Grooming Techniques

1.4 Practicing Personal Grooming Routines for Real-world Application

* 2 Advanced Grooming Techniques and Industry Standards — 4

classes

2.1 Mastering Precision in Personal Grooming

2.2 Analyzing Industry Grooming Standards

2.3 Implementing Professional Attire Guidelines

2.4 Evaluating Grooming Practices in Real-World Scenarios

« 3 Professional Etiquette and Conduct in Aviation Settings — 4

classes

3.1 Dress Code for Aviation Professionals
3.2 Communication Skills in Aviation

3.3 Customer Service Excellence

3.4 Cultural Sensitivity in Aviation

¢ Introduction to Aviation Hospitality — 5 classes

Overview of Aviation Hospitality
Importance of Etiquette in Aviation
Key Roles in Aviation Hospitality
Customer Expectations in Aviation
Cultural Sensitivity in Aviation

« Professional Appearance and Grooming Standards — 5 classes

Uniform Standards for Aviation Professionals
Personal Grooming Tips

Appropriate Attire for Various Roles
Maintaining a Professional Image

Impact of Appearance on Customer Perception

« Communication Skills in Aviation — 5 classes

Verbal Communication Techniques
Non-Verbal Communication Cues
Active Listening Skills

Handling Difficult Conversations
Building Rapport with Passengers

« Service Excellence in Aviation — 5 classes

Principles of Outstanding Service
Anticipating Passenger Needs
Problem-Solving in Service Scenarios
Creating Memorable Experiences
Feedback and Continuous Improvement

« Cultural Etiquette and Diversity — 5 classes

Understanding Cultural Differences
Respecting Diverse Backgrounds

Clahal Etiniiatte Dracrtirac

* Grooming Techniques and Best Practices — 4 classes

Personal Hygiene and Presentation

Uniform Standards and Maintenance

Makeup and Hair Styling Guidelines

Effective Communication Through Appearance

¢ Impact of Grooming on Customer Satisfaction — 4 classes

Grooming and Passenger Loyalty

Measuring Customer Satisfaction Related to Grooming
Feedback and Grooming Adjustments

Case Studies: Positive and Negative Impact

* Future Trends in Aviation Grooming — 4 classes

Emerging Trends in Passenger Expectations
Technological Advances in Grooming Products
Sustainability and Eco-Friendly Grooming Practices
Preparing for Future Grooming Standards

¢ Introduction to Personal Grooming — 5 classes

Importance of Personal Grooming
Basic Grooming Standards
Grooming Tools and Products
Daily Grooming Routine
Grooming for Different Occasions

* Professional Attire and Appearance — 5 classes

Understanding Dress Codes

Choosing Appropriate Attire for Aviation
Accessories and Their Role in Grooming
Footwear Selection and Care
Maintaining a Professional Appearance

* Personal Hygiene and Health — 5 classes

Importance of Personal Hygiene
Skincare Basics

Oral Hygiene Practices

Hair Care and Maintenance

Dealing with Common Grooming Issues

 Etiquette in Aviation — 5 classes

Introduction to Etiquette

Communication Skills and Body Language
Dining Etiquette for Professionals
Networking and Social Skills

Cultural Sensitivity and Awareness

« Customer Service and Interaction — 5 classes

Role of Grooming in Customer Service
Building Rapport with Clients

Handling Difficult Situations with Grace
Effective Listening and Response Techniques
Creating a Positive First Impression

« Practical Applications and Role-Playing — 5 classes

Grooming and Etiquette Scenarios
Role-Playing Common Situations
Feedback and Improvement Sessions
Peer Review of Grooming Standards
Final Assessment and Presentation

¢ 1 Understanding Personal Resilience in Aviation — 6 classes

1.1 Exploring the Foundations of Personal Resilience in Aviation

1.2 Identifying Stressors and Their Impact on Cabin Crew Performance
1.3 Analyzing the Role of Emotional Intelligence in Building Resilience
1.4 Developing Mindfulness Techniques for Stress Management

1.5 Applying Cognitive Behavioral Strategies to Enhance Resilience
1.6 Crafting a Personal Resilience Action Plan for Aviation Challenges

« 2 Developing Emotional Intelligence and Coping Strategies — 6

classes

2.1 Understanding Emotional Intelligence: Key Concepts and Components
2.2 Recognizing and Managing Your Own Emotions
2.3 Interpreting and Responding to Others' Emotions
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