MEETING OF THE USER EXPERIENCE GROUP OF THE STANSTED AIRPORT CONSULTATIVE COMMITTEE, HELD AT THE AIRPORT ON 13 DECEMBER 2011
Membership

	* 
	Rufus Barnes (representing surface transport interests) - Chairman

	* 
	Peter Cansick (representing tourism interests)

	* 
	Gary Jones (representing local authorities)

	 
	Philip Leeder (representing airport users)

	 
	David Leigh (representing cargo interests)

	* 
	Peter Odrich (representing business passengers)

	* 
	Julian Swift (representing local authorities)

	 
	Olivia Vandyk (representing non business passengers)


(* present at meeting)

Also present

Stewart Ashurst, Chairman of STACC

Alison Lilly, STAL

Mandy Mather, STAL
Graham Redgwell, Secretariat

The meeting commenced at 11.00 a.m.
1.
Apologies for non attendance
Apologies were received from Olivia Vandyk.

2.
Membership
The Group noted that STACC had appointed Gary Jones, Julian Swift and Olivia Vandyk to serve on the Group.  Gary and Julian were welcomed to this, their first meeting.

As Members were aware, under the interim arrangements this was the last meeting which could be attended by Philip Leeder.  As he could not be present today, the Chairman of the Committee indicated that he would write to him on the Committee’s and Group’s behalf, thanking him for his services.

The Chairman also welcomed Mandy Mather to her first UEG meeting since taking up her appointment as Terminal Manager.
3. Work programme: Going through Check In and Security at the Airport

Members raised a number of points which had come to their attention during the pre meeting tour.  Mandy was asked to pass on thanks to Kathryn who had facilitated the visit.
Pre prep room – The Group noted that this room has been sited in a number of locations in the Terminal over the years (usually empty shop premises).  STAL officers indicated that little use is made of the room.  The metal measuring frame that it contains for testing cabin luggage sizes is felt to be of limited use, as airlines adopt their own practices, and sizes accepted by each will vary.  Members were advised that alternative arrangements for dealing with prohibited hand luggage close to check in areas will be trialled shortly.  Passengers should use the luggage frames near the different check-ins to be sure that their hand luggage meets the airline’s requirements.
The Group accepted that it is appropriate for the future use of this room to be reviewed by STAL, as its relevance now appears to be limited.
Security Archways – The Group noted that the alarm will sound if a person inadvertently touches the archway when passing through and asked how this information can best be communicated to passengers.
Security channels – The Group noted that the new layout and machines were generally working well.  It was noted, however, that delays and crowding can occur if a number of bags are rejected in a short time and have to be searched by hand.  With more passengers only taking hand luggage, in order to avoid the charges levied on baggage put in the hold, there are more people trying to carry items in their hand luggage that would previously been put in the hold.  Since many items are prohibited in hand luggage, the overall impact is to create more delays in the security area (see also next item).

Liquids – The Group was disappointed to hear that large numbers of passengers still ignore or try to circumvent the rules on taking liquids on board an aircraft.  Members noted a number of ideas which STAL will be trialling over the Christmas/New Year period (such as landside ambassadors) to try and get the message home to passengers before they arrive at the security area.
Full body searches – The Group suggested that clearer explanations need to be given to passengers when a full body search is required and would seek a reassurance that staff are aware of these concerns and how disconcerting a search can be for some individuals.

Members were also advised that there would be an update on full body scanners at the next meeting.

The area of activity to be covered at the next meeting under the work programme was confirmed as Airside and Boarding the Aircraft.

4.
Minutes of last meeting
The minutes of the meeting held on 5 October 2011 were confirmed as a correct record.
There were no matters arising on this occasion which were not already covered elsewhere on the agenda.

5.
UK Border Agency
The Group was reminded of previous discussions at the Committee and this Group’s meetings.  It was advised that a press release had been prepared on behalf of STACC but that it had not yet been issued.  Due to a number of other events involving the UKBA which had taken place recently, the Committee could have been perceived as putting forward a ‘political stance’ should it have been actively publicising a matter in relation to that service.  Members accepted that this had been handled appropriately in the circumstances.
It was AGREED that issuing a press release should be reviewed early in 2012, so that any lessons learned over the Christmas/New Year period can be incorporated.  It was also AGREED that, in the meantime, a third letter should be sent to UKBA nationally, demanding a response to the concerns expressed by the Committee and indicating that the Committee will be willing to take the matter further should no or an inadequate response be received.

Recent events at Stansted were reported and it was noted that the level of passenger complaints about delays at the UKBA border control had reduced.  It was confirmed that contacts have been established with the Acting Director of UKBA at the Airport, who will be invited to the next meeting.
6.
Waiting in stairway areas in the Satellite buildings
It was AGREED that the Health and Safety Executive (with the CAA being copied in) be asked to confirm in writing what it considers to be an appropriate length of time (if any) for passengers to wait in these stairway areas.  Members experience is that, at Stansted, waiting periods of 15 to 25 minutes are not uncommon.  It is acknowledged that this issue also arises at some other airports, so the Executive will be asked to indicate if there is any national policy or whether a view is determined locally.
Arrangements at individual Gates and in the three Satellites can be considered at first hand during the tour prior to the next meeting.

7. Discussion between Chairman of the Group and Chairman of the Gatwick Passenger Planning Group

The Chairman had circulated a copy of the terms of reference of the Gatwick Airport Passenger Advisory Group (PAG) (not reproduced in these minutes but available on request from the Secretary), and drew attention to a number of issues arising from his discussion with its Chairman.
It is clear that the Gatwick Airport Consultative Committee (GATCOM) is much better resourced that other ACCs and has more extensive levels of officer support.  It does much more work through its PAG than other airports do through their equivalent groups (such as this UEG).

The PAG consists of 18 people – 5 ex officio from GATCOM and 13 volunteer passenger members, recruited to serve just on the PAG.  The PAG itself meets quarterly but does most of its work through a total of 20 sub groups, each comprising of just a few of the PAG members.  The volunteers commit to giving 12 days work per year.
Gatwick Airport has given a commitment that no changes to the passenger experience will be made without the matter having first been discussed at one of the sub-groups (although it is not, of course, under any obligation to adopt any recommendations the sub-group or PAG may make).  Much of the discussion is on a confidential basis and PAG minutes are not available in the public domain.  The Chairman of the PAG prepares a summary report for GATCOM, drawing attention to the main issues discussed in the previous quarter.

Other issues which arose from the discussion were:

· The Managing Director of Gatwick Airport attends both GATCOM and PAG meetings.

· The Chairman of the PAG meets the Managing Director in advance of PAG meetings.
· On PAG meeting days, an hour is allocated for the pre meeting and 2.5 hours for the meeting itself.
· The PAG chairman makes 12 to 14 visits to the Airport each quarter.

The Group AGREED that it is not practical to change to the structure operated by PAG - Member commitment to the amount of time and the level of officer support needed is not available.  However, it was also AGREED that there are lessons to be learned and consideration should be given to changing practices where appropriate and viable.
For example, it might be helpful to set up small ad hoc groups from time to time to look at specific issues in advance of changes of policy being made by STAL.  Group members indicated a willingness to be involved in these.  The need for confidentiality about information presented at any such meetings was stressed.

It was AGREED that the matter be kept under regular review at the meetings the Group Chairman holds with officers of STAL and that the position should reviewed at the final meeting in 2012.

8.
Terminal Managers Report
The Group considered the Report circulated with the agenda (not reproduced in these minutes but available on request from the Secretary).  The Group AGREED the layout of the new template used and this will form the basis of Reports in the future.

Three items were discussed
(a) UKBA – The Group noted that the UKBA and STAL are doing some joint work on ‘waiting times’, which will be updated at the next meeting.

(b) Signage – The reasons for the new red/black signage outside security were explained.  Members noted these but did query whether parts of the signs (i.e. red writing on a black background) would be difficult for a partially sighted person to read.  The reasons why they are only written in English were explained and acknowledged.

The Group welcomes the principles behind the displays of bottles and containers close to security, giving advice on the size of liquid containers which can or cannot be taken through security.  However, there is a thought that these might be mistaken as being advertising displays.  STAL will consider whether any changes need to be made.
The Group commented that there are now a large number of signs in the Terminal.  STAL shares this view and is considering reviewing the number of signs and their impact.  It was AGREED that this matter be considered further at the next meeting.  Members reiterated the importance of the Airports ‘official’ signs continuing to reflect clearly BAA’s corporate colours and branding, and therefore stressing their importance to passengers.

(c) Complaints – The Group is disappointed to see the higher number of complaints made compared to 2010.  Security issues are clearly still the major concern and STAL officers commented on how the Airport had responded to these, particularly a range of issues which had occurred during May.
9.
Statistical data
The Group considered a range of data covering the period 1 July to 30 September 2011 (not reproduced in these minutes but available on request from the Secretary).  This dealt with information received under both the Airport Service Quality (ASQ) survey (worldwide benchmarking survey of 180 airports) and the Quality of Service Monitor (QSM) (BAA in-house survey of both departing and arriving passengers).

Members commented that, at first sight, the data from the two surveys seems to be contradictory.  The different scoring systems used were discussed, as was the robustness of the data-collection arrangements under ASQ.  The Group was advised that STAL considers the trends shown in both surveys to be roughly the same, even though the ASQ results appear to suggest performance problems at Stansted.

The Group supports STAL’s approach, in that the data shows a need for initiatives to improve overall customer satisfaction driven by better service provision.  STAL is working with consultants (TMI) to target three key areas for improvement:

· ambience

· helpfulness and courtesy of Airport staff

· efficiency

This is known as Project Mustard and will take place in late 2011/early 2012.  The consultants will wish to engage with this Group as part of their work.
The Group also noted that discussions continue as to what more detailed information it can receive from the ASQ.  This involves a number of confidentiality issues and the Group again reiterated its willingness to be flexible in dealing with such information (i.e. receiving information on the day and handing it back at the close of the meeting; items not being minuted; etc.)

In conclusion, the Group welcomed the level of data it now receives, as this increases both its knowledge base and its ability to ask the ‘right questions’.

The Group noted with concern that the ASQ data is what airlines use when considering the performance of airports, and this data is likely to influence decisions about airlines’ use of airports.  The Group believes that it is important for the ASQ regime to impose higher standards of uniformity vis-à-vis data collection, to ensure that comparative airport performance can be guaranteed.

The Group wishes to draw the Committee’s particular attention to this minute and stresses the importance of the subject.

10.
Abellio
Members noted that the presentation by Abellio originally scheduled for today had been deferred to the next meeting (NB: Subsequently included on agenda for full Committee – Secretary).

Members also noted that a public meeting organised by the company would be taking place at the Raddisson Blu Hotel on 22 December 2011.

11.
Arriving at the Airport
The Chairman drew attention to an issue raised by an Airport user.  When a person with restricted mobility arrives at the Airport, there are assistance points in the car parks where an intercom message can be passed to Special Assistance, etc.  However, these points are in the open and a passenger can be waiting in the dark and/or inclement weather whilst waiting for the assistance to arrive.  STAL officers undertook to consider whether any form of shelter can be provided adjacent to the assistance points.

12.
STAL/STACC/Group Protocol
In the light of a number of issues discussed today, Members discussed briefly whether a formal Protocol should be introduced to set out arrangements on how STAL might consult with the Committee or either of its Groups prior to making any changes involving persons using the Airport.  In practice, this was felt to be a constructive idea.  The Chairman indicated that he was discussing this matter with Will Parkes of STAL and that an update would be given at the next meeting.
13.
Future meetings
These were confirmed for 29 February, 13 June, 12 September and 12 December 2012.

The meeting ended at 1.25 p.m.
Chairman
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