
!
Congratulations! !

Thanks to you, we are ranked 
as one of the best airports in 
the world.  

Airports are emotional places 
where journeys of  hope, and 
sometimes regret, begin and 
end. 

For the most 
part, these 
emotions are 
positive, as 
people travel 
on holiday, are 
reunited with 
family or 
friends, seek 
new 
adventures, or pitch new ideas. 
Sometimes, experiences can be 
less than happy, as loved ones 
part or as a traveller returns 
home without a hoped-for 
success. 

With this in mind, your role is to 
help and comfort those in need, 

and to join the celebration of  
happy travellers. 

We recognize that each one of  
us plays a role in caring for 

every one of  
our guests - 
passengers and 
visitors - and 
for each other 
as we come 
together to 
create the best 
airport 
community in 

the world. 

This workshop will help you 
understand the best ways you 
can deliver a great experience 
for our guests and how everyone 
at Halifax Stanfield can make a 
positive difference in the lives of  
our guests and our co-workers.

!
z Serving our guests and each 

other z 

G R E A T  P E O P L E  C R E A T I N G  T H E  B E S T  A I R P O R T  C O M M U N I T Y  I N  T H E  
W O R L D

STANFIELD WAY the



Our Purpose 
This workshop will help you: 

•   Learn more about the airport so you can be more familiar with 
your surroundings, so you can help others navigate their way 
through the airport and surrounding area 

•   Understand The Stanfield Way - how we really can create the best 
airport community in the world 

• Understand the importance of  each and every one of  us in 
contributing to the care of  our guests and each other 

• Identify what you can do to deliver superior service to our guests and 
each other 

• Get to know and learn from your fellow airport community members 

!
!

Why The Stanfield Way Matters
At its foundation, The Stanfield Way is about caring - caring about the safety, well-being and happiness 
of  our guests and each other. Why is caring important? Because helping improve the lives of  the people 
around you is one of  the most important contributions you can make to our world. Because caring is 
contagious and will make your community a better place to live. And because the kindness you put out 
into the world will come back to you many times over. It’s simply a better way to live. 

2



What makes our community unique...
Airline passengers experience unique stresses not 
found in other modes of  travel. Understanding 
what people are experiencing while they move 
through airports can help you work more 
effectively and positively with passengers and 
visitors. 

As a member of  the airport community, you are 
one of  the first points of  contact for people who 
may be having a very difficult day. Your ability to 
empathize with the people who come to you can 
help alleviate some negative feelings people may 
have about their travel experience.  

LACK OF 
CONTROL 

Air travellers have no 
control over the 
functioning of  the 
aircraft that’s taking 
them to their 
destination. Once on 
board, passengers 
cannot come and go 
at will. Once on the 
ground, they may be 
subject to having their 
bodies or belongings 
searched or patted 
down. 

FEAR OF 
FLYING 

Many people have a fear 
of  flying that can raise 
anxiety levels and 
shorten tempers.   

In the aftermath of  
September 11th, 
people who had no 
misgivings about 
stepping on an airplane 
may be more concerned 
about personal safety 
than usual. 

!

REASONS FOR 
TRAVELLING 

While many travel for 
pleasure, a 
large 
number 
travel out of  
necessity, not 
because they 
want to. 

UNFAMILIAR 
PROCESSES 

Most passengers and 
visitors are unfamiliar 
with the airport as they 
visit it fewer than twice a 
year. Others may be 
arriving in places where 
they are unfamiliar with 
the customs or language.

WHY AIR 
TRAVEL CAN 

BE 
STRESSFUL: 

Overall lack of  
control

Fear of  flying

Stressful reasons 
for travelling

Unfamiliar 
Processes
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The Stanfield Way’s Five Attitudes
HAPPY 

Happiness is a great 
state of  mind. Happy 
people live longer, are 

more productive and 
experience less stress, 
and they have more fun. 

HELPFUL 
Reaching out and 
helping someone, even 
with a small thing, is a 
very rewarding 
experience. Helping 
others not only makes 
their lives better, it lifts 
you up and brings you 
happiness and joy. 
Choose to make a 
difference in someone 
else’s life and you will 

make a wonderful 
difference in your own. 

COURTEOUS / 
CARING 

A big part of  caring for 
others is treating them 
with respect and 
courtesy. It’s important 
that you treat everyone 
with politeness, even 
those who are rude to 
you - not because they 
are nice, but because 
you are.  Respect for 
others mirrors the 
respect you have for 
yourself. 

KIND 
Whenever you can, try 
to go out of  our way to 
treat others kindly. It 
means going the extra 
mile to lighten someone 
else’s load. Be kind to 
everyone, as you never 
know what burdens they 
may be carrying.

!
THE 

STANFIELD 
WAY IS 
TO BE...
Happy
Helpful

Courteous
Caring 

and 

Kind
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Observing our Environment
Unlike our guests, we 
probably come to work 
here several times a 
week, most weeks of  the 
year. Because we are so 
familiar with this 
environment, we may 

‘zone out’. We don’t 
notice a lot of  what’s 
happening around us 
anymore. Research in 
the field of  visual 
psychology proves that 
humans are not very 

observant... (The Invisible 
Gorrilla, Simons and 
Chabris) 

We see what we expect 
to see and miss the 
unexpected. 

This has implications for 
us. It means that we 
need to actively observe 
what is going on in our 
environment. If  we 
don’t, we may miss out 
on opportunities to help.  

Observations  
Observations are 
accurate, factual 
descriptions of  
something we have seen 
or experienced. 
Observations are 
statements that are free 
of  interpretation or 
judgment. 

“Joe was 5 minutes late 
for work today” is an 
observation. 

Observations are 
objective and they are 
difficult to dispute. Joe 
may argue that he was 
only 4 minutes late, but 
he probably could not 

claim that he was ‘on 
time’. 

Inferences 
We sometimes create 
our own explanations 
for situations when we 
don’t have all the 
information we need to 
accurately assess what is 
going on. We draw 
conclusions about things 
we don’t fully 
understand. This is 
called an inference. 
Inferences may or may 
not be accurate. 

“Joe is lazy” is an 
inference. 

Inferences are subjective 
and easy for others to 
dispute. Joe could easily 
argue that he isn’t lazy. 
He could even blame 
you by making an 
inference that you are 
too uptight, or that you 
are picking on him.  

The problem with 
inferences is that they 
may be inaccurate. 

They also limit our 
ability to see things 
thoroughly and 
objectively - like gorillas. 

!
Observations and Inferences

!
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Observing Objectively 
!
     Humans are naturally inclined to make sense of  events.  When we don’t have all the details of  any 
particular situation at hand, we begin to ask questions like, “What does she mean by that?” or “Why is 
he saying this to me?” We sometimes fill in the blanks and create our own explanations for situations 
when we don’t have all the information we need to accurately assess what is going on.  We draw 
conclusions about things we don’t fully understand based on our past experiences.  This type of  
interpretation is called an inference.  In making inferences, we cannot be sure that what we have 
concluded is accurate. 

     Most people are not aware that what they see (observations) and their interpretations of  what they see 
(inferences) are separate things. In fact, our inferences may have very little in common with what we have 
actually observed.  

     Take the example of  Jill, an employee at an airport shop.  After ringing in some gum and newspaper 
for a passenger she is stunned by the person’s sudden outrage at having their flight delayed.  Jill is trying 
to make sense of  this inexplicable behavior.  The person is clearly angry and appears to think Jill is in 
some way responsible for the delay.  At first glance, Jill could infer that her customer is simply an 
unpleasant and unrealistic person who has an over- developed sense of  entitlement.  She could also infer 
that he is rude and shouldn’t behave that way. Her customer’s anger could make Jill wonder what she has 
done to make the customer take such a personal dislike to her.  

     Jill has the power in this situation to try and create a different outcome for both parties or, at the very 
least, for herself.   Knowing as she does that the person in front of  her, as an airline traveller, may be 
having a very stressful day, Jill could also infer that he is tired and anxious and choose to not take his 
rude behaviour personally. She could infer that there may be things happening in his life - events that she 
may be unaware of  - that are causing him to behave so strangely.  

     Basically, Jill has the power to choose a different inference - an inference that would allow her to deal 
with this person in a way that is courteous, caring, kind, helpful and happy. Choosing a less negative 
inference would also allow her to not take this encounter personally, nor have someone else’s behaviour 
ruin her day.  

     This is not to suggest that all behaviours should be tolerated. It does, however, suggest that we can 
never know, just by looking at someone, why they are behaving a certain way. Good observers actively 
and thoroughly observe people objectively and they are aware that the inferences they make of  those 
individuals may or may not be accurate. Good observers also know that inferences limit their ability to 
be good observers of  human behaviour.  

     Being aware of  your inferences about another person’s behaviour is a step in the right direction for 
keeping communications positive and constructive between you and your guests and colleagues. 
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Diagnosing Needs 
!
     Observing your environment includes learning to be a good observer of  human behavior.  Being a good 
observer means observing without judgement what is happening in front of  you.  Applying this principle to 
your interactions with guests at Stanfield Airport can make things easier for everyone. Take this scenario as an 
example: 

     You are just returning to work after a break and you notice a man talking rapidly and loudly and gesturing 
wildly with his hands.  He is saying something about his luggage when he spots you and suddenly calls out, 
“Hey you!  Come here!” while snapping his fingers at you.  

     A few dark thoughts may cross your mind.  You might feel the difference between how this stranger is 
speaking to you and how your friend, who values you, was speaking to you just a moment ago.  You might ask 
yourself, “Who does he think he is?”  These are pretty natural responses.  But if  you engage with this guest 
from this negative perspective, the conversation is guaranteed to go from bad to worse.   

     Deciding not to react from your first impulse gives you the power to change the situation.  Try approaching 
the person with curiosity rather than hostility.   Think of  this guest’s behaviour as actually giving you 
information that you need in order to solve a problem.  Focus on the content of  what he is saying (something 
about his luggage) rather than how he is delivering the message (“Hey you!”).  You can spend a lot of  energy 
getting wound up by someone’s challenging behaviour instead of  saving that energy for yourself.   

     There are three basic steps that can help you positively work through a situation like this one:   

1. ACTIVELY OBSERVE AND LISTEN OBJECTIVELY 
     Before responding to this guest’s behaviour, take a moment to try to observe what is actually going on.  
Imagine you have a video camera that is simply recording the events in front of  you: 

•	 There is a man standing in the middle of  the airport talking loudly and waving his hands around.   

•	 He is frowning.  

•	 He is saying something about his luggage.   

2. NOTICE THE INFERENCES YOU MAKE 
     Inferences, as you recall, are the conclusions our minds come up with to try to explain a situation we 
don’t fully understand.  It’s easy enough to jump to some negative conclusions in a case like this (“That 
man is rude!”) and then our response will follow a familiar, negative path:  “Why should I spend time 
helping someone who is rude?” 

     But at this point, you have the power to bring something better to the situation.  You can step back 
and ask yourself  why this man might be behaving in the way he does.  What might you not be seeing 
that could help explain what is happening?



3. DECIDE TO APPLY THE STANFIELD WAY 
    As a member of  the airport community, you are one of  the first points of  contact for people 
who may be having a very difficult day. Your ability to apply the Stanfield Way attitudes with the 
people who come to you (or who you see require assistance) can help alleviate some negative 
feelings people may have about their travel experience. This not only helps them but it also 
reduces stress for both you and your colleagues. 

4. ASK QUESTIONS TO CLARIFY THEIR SPECIFIC NEED(S) 
     When you stop yourself  from leaping to a conclusion, you can see that you don’t have all the 
information you need to address the situation.  To help this guest, you need to first clarify what 
the problem is, and then verify with the guest that you understand his concerns. When you’ve 
established a common understanding, problem solving can take place. 

     In the space below, record some effective questions to ask when clarifying people’s needs. 

• !
• !
• !
• !
• !

5. TEST YOUR UNDERSTANDING OF THEIR NEED(S) 
     Once you have asked good questions and listened attentively to their responses, you should 
restate your understanding of  their need. This will give the person-in-need a chance to verify that 
your understanding is accurate. You are now in a position to help. 

     The article on ‘Mirroring’ (page 8) provides an overview of  how to verify your understanding 
of  people’s needs and concerns. 

6. INFORM THEM OF HOW YOU ARE GOING TO HELP 
     It is important to let people know how you are planning to help them. In the space below, 
record some of  the ways in which you can assist people in the airport environment. 

• !
• !
• !
• !
!
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Mirroring 
!
     We’ve talked elsewhere about why air travellers may be feeling stressed: their overall lack of  
control and familiarity in strange environments, perhaps a fear of  flying, or personal issues making 
travel necessary.  Your colleagues, friends and family may also occasionally feel stressed for their own 
reasons.  You can help to connect with others who may be feeling this way by selective use of  a 
process known as “mirroring”.   
     Just as it sounds, mirroring lets you reflect back to people the thoughts and feelings they may be 
experiencing.  When done well, mirroring can give people the space they need to sort out their 
thoughts and feelings about something that may be troubling them.  Mirroring can help other people 
recognize that what they think and feel is valid and important.   
     Mirroring is also a helpful skill to learn for your everyday communications with people—even 
when they are not upset.  This practice can help you to convey to others that you are listening to them 
in a caring way and can benefit your mutual understanding of  each person’s concerns.    
     Mirroring is a bit of  an art—with practice you can learn when and where this technique can be 
useful.  !!

How to Mirror 
!
     Simply put, mirroring is really good listening.  Your job, when mirroring another person, is not to 
judge, form opinions, give advice or solve problems.  As a “mirror” you are doing a basic kindness by 
giving someone room to say what they need to say.    
     With mirroring, you are reflecting back to someone the words and feelings you understand them to 
be communicating to you.   You can “mirror” a person by repeating back to them key words and 
phrases they speak—basically, playing-back the words you hear.  You can frame your play-back in 
statements like, “It sounds as if...” or “It seems like...” or whatever feels natural to you. This lets you 
verify with the speaker that you are hearing what they are saying.  Playing back the message you hear 
lets the other person clarify their meaning if  needed, or can act as a prompt for the person to 
continue speaking.  
     Watch for cues from the speaker’s body language, especially if  the person is having trouble 
expressing their thoughts or feelings. The person is communicating a lot of  information to you non-
verbally through gestures, postures or facial expressions.  These can help you get a better picture of  
how that person may be feeling about what they are saying.   
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Frequently Asked Questions 
!
This list of  questions reflects the most commonly asked questions that passengers, visitors and employees 
have about Halifax Stanfield International Airport. We have provided you with this information so that 
you may help yourself  and others find what you need more easily. 

Orientation: 
North End: Towards Truro 

South End: Towards Halifax !
1. 	 Where do I check in? 

The first question to ask before responding is – “Where are you flying?”  !
If  the person is flying non-stop from Halifax to the U.S. (“transborder” passengers) they should 
be directed to the U.S. check-in located at the north end of  the terminal building, up the 
escalator to the 2nd floor. !
People flying within Canada (“domestic” passengers) or internationally (foreign countries other 
than the U.S.) should be directed to the domestic/international check-in located at the south end 
of  the terminal building. !

2. 	 Where do I find my gate? 
Always ask where they are destined.  Domestic and International passengers proceed through 
Domestic/International Departures located at the back end of  Airport Square (main lobby).  
U.S. passengers flying non-stop from Halifax proceed through U.S. Preclearance located at the 
north end of  the terminal. !

3. 	 Where can I find a washroom? 
On Level 1, washrooms are located at the far end of  Domestic/International Check-In at the 
south end of  the terminal, near the food court, and in the arrivals area. !
On Level 2, washrooms are located near Gate 14, Gate 16, Gate 20 and Gate 23. !
Washrooms may also be found at U.S. Check-In and in the U.S. Departures Lounge. !
All washrooms, with the exception of  Gate 16, include a family washroom. !

4. 	 Where is Lost & Found? 
Lost and Found is located on the lower level in the centre tunnel.  !

5. 	 Where is baggage storage? 
Baggage Storage is located on the lower level in the centre tunnel. 
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6. 	 Where do I pay for parking? 
Parking may be prepaid at any of  the pay stations located at the exits or parkade or at booth as 
you exit the parking area.  !

7. 	 Where do I call to get the hotel shuttle? 
The hotel kiosk is located across from baggage carousel #2 in the domestic arrivals area. !

8. 	 Where do I go to rent a car? 
Rental Car counters are located on the lower level of  the parkade.  Take the elevator or escalator 
in the domestic arrivals area to the lower level.  Proceed down the hall and across the road.  !

9. 	 I am picking up my friend.  Where do I go to meet her? 
If  the passenger is flying within Canada, direct the friend to the domestic arrivals area.  Proceed 
to the north end of  the terminal building and turn right at Starbucks. !
If  the passenger is flying internationally or from the U.S., direct the friend to the international 
arrivals area located at the north end of  the terminal building across from the Ground 
Transportation Booth. !

10. 	 I can’t find my grandmother who was supposed to fly in from Toronto this morning?  How can I 	
locate her? 

The Nova Scotia Tourism Visitor Information Centre, located in the arrivals area, has access to 
the public address system and will page the person for you. !

11. 	 Where do I go to apply for a NEXUS card? 
NEXUS is a joint customs and immigration program for frequent travellers that both the 
Canadian and American Governments have implemented. The NEXUS program is designed to 
simplify border crossing for pre-approved, low risk travellers. NEXUS applications are available 
at the Canada Customs office located in the arrivals area at the north end of  the terminal 
building.  Access to the office is beside the Ground Transportation Booth. To apply online visit 
www.GOES.com !

12. 	 Are there any restaurants upstairs? 
There are several restaurants available in the domestic/international departures lounge.  
Starbucks, Legends, Beaches, Brisket Deli, Tim Horton’s and Booster Juice. !
The U.S. departures lounge has Spirit of  the Maritimes and Tim Horton’s. !

13.	 Where do I smoke? 
Smoking is only allowed in certain areas.  One is across from the arrivals doors and one is located 
outside of  the lower centre tunnel. !

14. 	 Where do I go to catch the Metro Transit bus? 
	 The bus stop is on the lower road between the south tunnel and the lower centre tunnel.
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15.	 Where can I find baby food, formula or diapers? 
Baby food, formula and diapers are not sold in the airport.  The Airport Authority maintains a 
supply for emergency use.  Items may be obtained by asking a Tartan Team Volunteer or 
contacting the Customer Relations office at 873-1434 or 873-1479.  Security Constables 
(873-1039) or the HIAA Service Centre (873-1234) may be contacted on weekends or evenings. !

16.	 Where can I find a bank machine? 
ATM machines are located on Level 1 at the domestic/international check-in area, across from 
the Atlantic Sweet Shoppe near the Airport Square (main lobby) and across from Travelex.  On 
Level 2, ATM machines are located across from Gate 14 near Beaches, near Gate 20, across from 
the Brisket Deli.  One ATM is also located in the parkade. !
A Royal Bank machine is located on Level 1 near the Arcade. !

17. 	 How do I get to Park’n Fly? 
A direct telephone line for the Park’N Fly bus is located at the Ground Transportation Booth 
located in the arrivals area at the north end of  the terminal building. !

18.	 Where can I exchange money? 
Money may be exchanged at Travelex, located across from the food court on Level 1. The bank 
machine in the U.S. hold room dispenses U.S. currency. !

19.	 Where are the pay phones? 
Pay phones are located throughout the terminal building. !

20.	 Where do I go to hail a taxi/limo? 
Proceed to the Ground Transportation Booth where a Ground Transportation Inspector will 
arrange the transportation. !

20.	 Can you provide service in French? 
Official Languages: In accordance with the Official Languages Act and the Official Languages 
Regulations, it is the Airport Authority’s responsibility to ensure that any member of  the public 
can communicate with and abstain available services (both orally and in writing) in the language 
of  their choice (English or French). This includes all activities considered essential to the needs of  
the travelling public such as passenger services, retail, food and beverage services, ground 
transportation and airline services. It is also a requirement for those businesses to display a 
pictogram sign indicating that service is available in both official languages. !
Language Line Service: Halifax International Airport Authority subscribes to a language line 
service that offers translations in many languages via telephone. If  a passenger seems in distress 
and does not speak English, the language line may be used to translate. This service is available 
through several departments in the airport including the Security Administration Office and 
Patrol Officers, Nova Scotia Visitor Information Centre, Ground Transportation, HIAA 
Customer Relations Office and the Airport Duty Manager.

11



Did You Know… 
!!
1.	 Halifax Stanfield International Airport is managed by Halifax International Airport Authority. !
	 	 	 	 	 	 True	 	 False	 	 	 	 	 	
	 	 	 	 	 	 	 	 	 	 	 	 	 	  
	 Halifax International Airport Authority (HIAA), a locally controlled, non-share capital 	
corporation, was incorporated in November of  1995. On February 1, 2000 HIAA took over the 
management of  Halifax Stanfield International Airport, as Transport Canada relinquished its role of  
operator in favour of  a more appropriate role as landlord and regulator. !
2.	 The U.S. Customs departures lounge is considered to be part of  the United States. !

True	 	 False !
	 The U.S. Customs departures lounge is part of  Canada. !
3.	 Halifax International Airport Authority is responsible for managing the information that is 	
presented on the Flight Information Display (FIDS). !

True	 	 False 
	 The airlines are responsible for updating the information that is posted on the Flight Information 
Display Screens (FIDS). !
4.	 Halifax International Airport Authority and Halifax Stanfield International Airport are the same 	
organization. 

True	 	 False !
	 Halifax Stanfield International Airport is owned by the Federal Government and managed by 
Halifax International Airport Authority. !
5.	 On average, 15,000 people visit the terminal every day. !

True	 	 False !
6.	 Halifax Stanfield International Airport is a major Canadian Airport. !

True	 	 False !!! !



!!!
7.	 The Federal Government owns the airport. !

True	 	 False !
	 The Federal Government owns Halifax Stanfield International Airport and Halifax International 
Airport Authority manages it. !
8.	 Only employees who directly interact with our guests affect Halifax Stanfield International 	
Airport’s customer service ranking. !

True	 	 False !
	 Every employee who comes to work at the airport influences our guests and each other. It takes 
each and every individual who works here to make the airport community what it is today. !
9.	 The majority of  passengers fly fewer than twice a year. !

True	 	 False !
	 Many of  us come to the airport many times a week, for many weeks of  the year. We are familiar 	
with our environment. Many of  our guests and new employees are overwhelmed when they arrive at the 
airport. Being on unfamiliar ground causes stress for many people, even those who are travelling for fun. 
This is one of  the factors that makes our work environment unique. 

10. Halifax Stanfield International Airport is ranked as one of  the best airports of  its size worldwide. !
True	 	 False !

	 Thanks to the service you provide, we are consistently ranked as one of  the best airports of  our 
size in the world.
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Emilie Anctill	 	 	 CBSA 
Tony Benson	 	 	 Tartan Team Volunteer 
Connie Bookma	 	 Relay Books 
Mark Brewer	 	 	 Tim Hortons 
Faye Campbell	 	 	 Tartan Team Volunteer 
Bruce Carew	 	 	 Tim Hortons 
Kelly Corbett	 	 	 HIAA 
Tania Delaney	 	 	 NS Tourism Information Centre 
Jennifer Delorey Lyon	 	 HIAA 
Rebecca Doucet	 	 CATSA 
Jamie Dwyer	 	 	 HIAA 
Shelly Graham	 	 	 Hudson News 
Carolyn Guy	 	 	 Relay Books 
Dawn Isenor	 	 	 Securitas 
Peter MacDonald	 	 Tartan Team Volunteer 
Kathleen Martin	 	 Tartan Team Volunteer 
John Marshall	 	 	 HMS Host 
B.J. McClug	 	 	 Avis/Budget Rental Cars 
Maria Miller	 	 	 WestJet Airlines 
Audrey Pride	 	 	 Tartan Team Volunteer 
John Quinton	 	 	 WestJet Airlines 
Kim Simon	 	 	 Hudson News 
Tara Smith	 	 	 NS Tourism Information Centre 
Memory Surrette	 	 Servisair 
Cathy Towers	 	 	 HIAA 
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