1


MINUTES OF A MEETING OF THE AIRPORT USERS ADVISORY GROUP


held on Friday 26 September 2008 at Olympic House, Manchester Airport


PRESENT:


Mrs S Matlow (in the Chair)


Ms W Casey


N Duncan 
P McGuirk

J Pantall


Mrs D Parker 

J Thomas


REPRESENTING MANCHESTER AIRPORT PLC:


J Fahie


D King

R Longworth
G Nicholls 

D Quayle


S Taylor

H Weinholt



SECRETARIAT:


I Jones


APOLOGIES:

Ms L Addie

A Bradley 

1
MINUTES


RESOLVED: That the Minutes of the meeting of the Group held on 6 June
2008 be confirmed as a correct record. 
2
CAR PARKING


Members received a report from Sharon Taylor, Product & Customer Services Manager on complaints received and works being undertaken. 

Issues raised were:

· Product Review

· T2 Valet Parking

· Shuttle Park

· Forecourts 

· Charging structure for Hackney Carriage Cabs 
Members noted the implementation of the per journey fee at Manchester Airport in full, for the Hackney Carriage Cabs.  The new payment system has been brought in following negotiations with the Trade Representatives and Manchester City Licensing.  Regular contact remains between all parties.  At the commencement of the year the fee was £1 per journey, this has increased as agreed to £1.60 per journey following the employment by the Airport of the Taxi Marshalls. 
This system was comparable to those in operation at other Airports and ensures that some contributions are made to recovering the costs of the facilities provided to the hackney cab drivers; it also ensured that the ranks at the Airport are now open to all Manchester City Licensed Hackney Cab Drivers who complete the appropriate application.

PREVIOUS ISSUES RAISED
	Date raised
	Location
	Issue

	Response

	14 December 2007
	T3 drop-off area
	Passengers were being picked up to save parking fees in controlled parking areas
	All staff reminded that customers should be advised that collection of passengers is not permitted in departure zones.  The area continues to be monitored by Forecourt Team and Traffic Police Constable Support Officers.



	6 June 2008
	T3 Car Park
	Issue: BA Executive Car Parking Area - now closed, but signs still there
	Signage has been removed and issue resolved

	6 June 2008
	General
	Pay machines not working.  Could there be a silent alarm to a central point to alert operators for quick action/repair.
	Alarm system in place with car park control – however in the reported example a part was required for the machine and this had not been communicated by way of placing a note on the machine advising customers of this and of their nearest alternative.  Staff havebeen instructed to ensure clearer communications are provided to customers in these circumstances.




RESOLVED:  That the report be noted and that all the above issues are now resolved . 

3
AREAS OF CONCERN AND OUTSTANDING MATTERS 

Members of the Group had previously expressed concern about the following matters and received the appropriate response from the airport:-

	Date

Raised
	Issue
	Response
	Progress
	Updated

	28 Sept 2007
	CUSS machines - Passengers were still struggling with this check-in system.  

	Airport encouraging Airlines to adopt the CUSS system. A full root and branch review being undertaken
	Slow progress as Airlines not always keen to adopt this approach. Airport working to re-energise the use and awareness of CUSS with usage growing in T3. The Airport are assessing whether machines are in the best locations and what signage should be used to promote their use.

	26 September 2008

	6 June 2008


	Comments made by the Greater Manchester Chamber of Commerce which dealt primarily with general levels of cleanliness, seating in T3, uniforms for airport staff, security desks and staffing.


	Claire Longden agreed to investigate the issues raised and report back
	Update in December
	


Issues now resolved are:

· Comment Cards

Members received and noted the new style comment cards which would be introduced during October, and noted that comments were welcomed via the website either from airport based terminals or from elsewhere and an ‘instant response’ facility was now in place. Members recommended that the electronic form should be in the same format
· Seating issues – Contractors
It was reported that the practice of contractors sitting in passenger areas was almost completely eliminated. Howard Weinhiolt would continue to remind Contracting firms of this issue.
RESOLVED:  That the report and appropriate actions for the next meeting be noted.
4
CLEANLINESS, TOILETS AND CLEANING PROGRAMMES

Members received an updated report from Airport Officers on issues raised :-

	Date

Raised
	Issue
	Response
	Progress
	Updated

	6 Oct 2006
 

 
	Toilet cleanliness – dirty, lack of consumables, locks not working  
 
	Monthly meetings held with Initial regarding satisfactory cleaning.  Further meetings with Initial planned to improve efficiency, understand difficulties and assess regularity of cleaning and inspection 


	Short term and longer term measures in place. Refurbishment Programme being carried out and accelerating new programme costing up to £4.5m covering 31 blocks of toilets.  Many improvements were noted. Toilet design including location of hand dryers and other- facilities considered. Quick vote trial system now installed in some toilets – to give instant awareness of problem areas. Maintenance inspection regime now in place to ensure good response issues resolved with higher awareness Monitoring of high/low use areas to concentrate efforts

	26 September 2008

	30 March 2007


	Cleanliness – generally internally and externally 


	Contracts examined- need to have a robust and efficient cleaning regime. Positive response from retailers 
	Robust Cleaning regime but it needs to be supervised adequately with weekly meetings with contractors managers.
Cleaning regime re-designed, changes to shift managers and patterns. Terminals inspected in detail each week and findings passed to contractor.
Mystery shopper exercise being carried out scoring catering outlets for cleanliness against a set standards


	26 September 2008


Members congratulated the Airport and its staff for the efforts made in these areas.

5
ISSUES RAISED BY WALKABOUT IN T3 and NEW T1 FOOD COURT
Update on the following areas which were identified as requiring some attention by the Users Group on the landside and airside Walkabout in T3 and the new T1 Food Court:

	Location
	Issue

	Response

	General:  Relevant to all terminals
	Noticed in T1, but suggestion is to                                         have drip mats in front of all coffee dispensers to keep carpet clean

	Claire Longden to liaise with vending machine suppliers, awaiting feedback.

	T3 ground level
	Noticed by escalators up to check-in                                                                                                     should have coloured banding on stainless steel posts &                                                              floor for people with sight problems. (Posts “melted” into flooring)                                                                                                                                                                                                                                                                                  

	Airport considering issues as part of wider review of such issues following a survey
Update in December


Issues now resolved are:
· T3 Airside  -  mezzanine level: Carpet very worn – in holes in several places, especially at top of elevator in eating area

RESOLVED:  That any updates be prepared by the Airport prior to the next 
meeting.

6
ISSUES RAISED BY WALKABOUT IN T1 ON 6TH JUNE 2008
The following areas were identified as requiring some attention by the Users Group on the landside and airside Walkabout in T1:

	Location
	Issue

	Response 

	Security area


	No chairs or benches to help passengers when putting shoes back on
	Temporary chairs and folding seats provided as an interim measure

	Boarding card reader points
	Confusion and chaos of passengers and readers not accepting home printed documents and passengers unsure of procedure
	Programme of change being implemented during the winter


Issues now resolved are:
· Check-in /security area - Luggage measuring facility boxes require cleaning. Trials with new luggage cages being carried out in T2.
· Security Area; Confusion of adverts being mixed with flight information - 3 out of 4 screens now removed
· Entrance to Airside area from security; poor quality flooring – new cleaning equipment has improved this area. Also Obnoxious smells from café area – broken extractor now repaired and operational
· Re-development works; no signs either apologising for the mess or the reason why works are being undertaken – some signage introduced
· No directional signs for toilet, Executive Lounge or Food Court area; signs introduced but directions keep changing with ongoing development works and will finally be resolved when all the works are complete
· Ladies Toilet Entrance to Airside; Missing sharps box - replaced
7
GROUND TRANSPORT MATTERS


A report was presented by Bob Longworth, Capacity Planning Manager, which 
brought Members up to date with progress on the Airport’s surface access 
projects and issues. These were included under the following headings

· Third Rail Platform - due to open December 2008
· Rail services

· West Side and Cargo Centre Access

· Employee Travel Planning
· Manchester Airport Transport forum

· Department for Transport – Improving the Air Passenger Experience Report on Manchester airport

Members noted that there would be a presentation to the Consultative Committee on the Passenger Experience and the report would be circulated to all Committee Members.

RESOLVED:  That the Report be received.

8
PERFORMANCE REPORT

The Airport Company presented performance reports on the number of complaints received from passengers on the standard and quality of generic services provided at the Airport, together with the operational performance statistics. 


Members also received details of the Customer Experience Update, Persons with Reduced Mobility (PRM) Update and the Safety Performance report

Members asked for an operational update at the next meeting on current difficulties being experienced with PRM’s own equipment.

Members asked if the Customer Experience data and results of survey could be made available to members prior to the next meeting. It was noted that the CAA were also currently surveying passengers by telephone on their airport experience.

Members noted the new smoking receptacles ‘Butz’ would be on trial outside Terminal 3 initially.

RESOLVED:  That the Report be received. 
9
CUSTOMER FEEDBACK

Members received the customer satisfaction surveys for June July and August.

RESOLVED:  That the Report be received.

10
OTHER ISSUES AND ITEMS

a)  T2 exits from Duty Free go into queues at gates 208, 209 & 210

 It was reported that during the winter of 2009 this area would be re-designed to alleviate the problem of congestion.

b) Facial Recognition

It was explained that this six month trial was implemented quickly and without reference to the Users Group as the Home Office required a quick response. A report would be presented to the Group at the next meeting.
c) Plastic bags tied to railings
The Airport was considering responses to this problem.
d)  Security of left / unaccompanied items in the lounges

David Quayle explained the procedure and would investigate a reported incident.
e) Late night contingency planning for flight delays and stranded passengers
An item for the next meeting.

f) Charging for plastic bags
An item for the next meeting.

