
MINUTES OF A MEETING OF THE AIRPORT USERS ADVISORY GROUP


held on Friday 28 March 2008 at Olympic House, Manchester Airport


PRESENT:


Mrs S Matlow (in the Chair)


P Carter 


Ms W Casey



N Duncan


J Thomas


Mrs D Parker


K Whitmore

REPRESENTING MANCHESTER AIRPORT PLC:


D Heatley


C Longden 


P Russell


H Weinholt



SECRETARIAT:


I Jones


APOLOGIES:

Ms L Addie 

A Bradley 


P Lane 

R Longworth 


S Taylor
1
MINUTES


RESOLVED: That the Minutes of the meeting of the Group held on 14 
December 2007 be confirmed as a correct record. 
2
CAR PARKING


Members received a written report from Sharon Taylor, Product & Customer Services Manager, and verbal update by Derrick Heatley on complaints received and works being undertaken regarding car parking strategy. 

Members were informed of the programme starting with T1 in the autumn to improve the whole aesthetics of the car parks, with completion of T1 early 2009.  Plans to install 2 additional exits in the T1 arrivals surface car park are awaiting approval or rejection in August. 
Other issues raised were:

· Product Review

· T1 and T3 Valet Parking

· Shuttle Park

· T3 surface Car Park

· Forecourts

· Premier Park – Vehicle imaging

· Colour coding for steel posts. 
· T3 car park 4th floor – flooding; awaiting Capital Expenditure approval for repairs to drains

RESOLVED:  That the report be noted. 

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 Claire Longden:-

	Date

Raised
	Issue
	Response
	Progress
	Updated

	6 Oct 2006
 

 
	Toilet cleanliness – dirty, lack of consumables, locks not working  
 
	Monthly meetings to be held with Initial regarding satisfactory cleaning.  2 year refurbishment planned. Further meetings with Initial planned to improve efficiency, understand difficulties and assess regularity of cleaning and inspection 
	Cleanliness in toilets is still poor – December 2007. Two blocks refurbished in T2 landside. Refurbishment Programme continuing; Airport considering contracts carefully to achieve best value for money controlling costs and delivering better standards
	28 March 2008

	30 March 2007


	Cleanliness – generally internally and externally 
	Contracts examined- need to have a robust and efficient cleaning regime. Positive response from retailers 
	Now have a robust Cleaning regime but it needs to be supervised adequately.
Cleaning regime currently being re-designed
	28 March 2008

	28 Sept 2007
	Comment Cards – making them more readily available to passengers with more distribution points. No-one is employed to specifically look at them

	Of limited value – due to types of comments received, and customers only tend to write cards out when they are annoyed about something or delayed
	Comment cards to be re-designed to be of more use and give higher quality feedback. Customer First considering issue and User Group to be consulted on format at June meeting and to be advised how Customer Feedback system works

	28 March 2008

	30 March 2007


	Poorly staffed immigration control was causing delays and transfer passengers are struggling to make their connections
	Mike Fazackerley had a meeting with Immigration Control. Consultative Committee resolved to write to the Government and  recommended that Members should lobby MPs. Iris recognition, if used more often would help relieve pressure on immigration queuing
	National problem – little progress. Email sent on 13 Nov from Consultative Committee.  Manchester has now 30 extra Officers. These extra staff will undergo training and will not be operational on the ground until September

	28 March 2008

	28 Sept 2007
	CUSS machines - Passengers were still struggling with this check-in system.  David Quayle agreed to follow up the need for "hosts" at the machines

	Airport encouraging Airlines to adopt the CUSS system
	Slow progress as Airlines not always keen to adopt this approach

Group to review progress in September 2008
	28 March 2008


An electronic update on some of these issues would be circulated via the Secretariat
Issues now resolved are:

· Numbering of disabled meeting points - this will be completed by June 2008

· Seating issues - members were told of the 1,500 new seats either already delivered or on order.  Members were also advised of the ongoing refurbishment contract.  Members expressed concern at building contractors (in very dirty overalls) sitting on passenger seating.  Howard Weinholt said this should not happen and agreed to take the matter up with the Contractors.

· Disabled toilets - the issues are now resolved.

· Trolley collection - trolley lanes are to be improved and no further problems expected
· Plants are now checked and watered fortnightly.  Old plants have been replaced on the T2/T1 walkway.

· Sharps containers - after investigation, there are no perceived safety problems.

· Fast Bag drop-off desks - Airlines are aware of the problem and are conducting on-going discussions with the airport
RESOLVED:  That the report and appropriate actions for the next meeting be noted.

4
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 prior to the last meeting:

	Location
	Issue

	Response

	T3 Outside:

	Smoking area not obvious - 

	New cigarette units placed and directive issued to service providers

	
	Should be an outside trolley park

	Airport are considering issue 

	
	Should have a rubbish bin in Bus Shelter – litter spread over paving area

	Bus shelter re-located

	   T3 Departure area:

	Dirt & fluff on tops of dispensing machines and in corners and along edges of floors – poor cleaning supervision

	Further meetings with Initial planned to improve efficiency, understand difficulties and assess regularity of cleaning and inspection controlling costs and delivering better standards

	
	Problem in disabled toilet by new security area – button (should be a cord)

	Completed

	T3 Airside  -  mezzanine level:

	Carpet very worn – in holes in several places, especially at top of elevator in eating area
	Health and safety issue addressed. Further funding required to replace flooring

	
	Between food court & Dixon’s – wayfinding poor for toilets
 
	Addressed as part of signage review

	  T1 Food Court:

	New toilet sign at top of escalator not visible enough

	Addressed as part of signage review

	
	In kids area – Globetrotters Box not working  (CL reported at time of visit)
-  Sign re supervision of children should be on gate not at side

	Now working 

Globetrotters  have stated that sign is in correct position

	 T1 Airside:

	Sign for Food Court not obvious (points to old cafeteria) 

	Signs to be removed as part of ‘de-cluttering’ work

	    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

	Previous drip maps taken by customers 
Airport to monitor situation

	
	Noticed in T3 ground level 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

	
	T3 - people were being collected in the drop-off area (to save parking fees)

	Addressing issue with by-laws, traffic control etc. – difficult to control



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


Members also agreed to undertake a walkabout in T1 at the next meeting and to 
meet at Olympic House reception at 11.40am.

5
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

· Employee Travel


Members expressed some concern at the withdrawal of certain bus routes and 
asked that the Airport and its partners should continue to encourage usage of 
public 
transport through campaigns and other initiatives.

RESOLVED:  That the Report be received.

6
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 asked for clarification on the compensation payments for late/lost bags and delays through security.


RESOLVED:  That the Report be received.

7
CUSTOMER FEEDBACK

Members received the customer satisfaction surveys from November to February and asked at future meetings for actual complaints information in order to establish any developing trends.

RESOLVED:  That the Report be received.

8
PERSONS WITH REDUCED MOBILITY

Members received an update on progress being made with regard to 
implementation of a range of works and actions in responding to needs of  
Persons with Reduced Mobility and the agreed standards set.


RESOLVED:  That the Report be received.

9
OTHER MATTERS

Members noted the circumstances and the adverse press reports of a recent incident where a complaint had been made about the Airport’s support to a child with two broken legs. The Airport was investigating details of the incident.
Members placed on record their thanks to Claire and everyone at the Airport for their recent actions and efforts to respond to all the issues raised by the Group.
