STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 28 January 2004

The meeting commenced at 10.00 a.m.

MEMBERSHIP

	*
	Mr R Gilbert (Chairman)
	Independent

	*
	Mr A Chalmers
	Representative of STACC

	
	Mr T Fegent
	Representative of STACC

	*
	Mrs B Hayter
	Independent

	*
	Mr R Mansbridge
	Independent

	*
	Mr P Odrich
	Independent


(* present)

Mr M le Fleming, Chairman of the Committee, was also present.

Representing Stansted Airport Limited (STAL)
	
	Mr N Cole
	Head of Security

	
	Ms P Heffron
	Head of Service Delivery

	
	Mr A Williams
	Head of Retail Travel Services


Representing Secretariat

	
	Ms A Day
	Essex County Council

	
	Mr G J Redgwell
	Essex County Council


1.
HM CUSTOMS SERVICE

The Group received a presentation from HM Customs Service Manager at the Airport.  He commenced by explaining his previous experience in the Service prior to moving to Stansted last April, before moving on to speak about issues in relation to Stansted.

The Group was advised:-

(a)
that there are 60 customs staff working at the Airport.  They are employed by the Treasury.

(b)
of the implications of freedom of movement within the EU, including the forthcoming expansion to 25 countries.

(c)
of the operation of ‘remote transit sheds’ as part of the work of checking freight traffic.

(d)
of the role of customs as ‘prosecuting agent’- it can arrest offenders, seize goods, undertake follow up operations, press charges and undertake the first hearing in court.

(e)
of the nature of co-operation with other agencies.

(f)
of the type of smuggling operations dealt with.

The Group thanked the Service Manager for his presentation and he now left the

meeting.

2.
MINUTES

The minutes of the meeting held on 22 October 2003 were confirmed as a true record.

3.
FORECOURT AREA

Andy Williams explained that John Moore, who had previously attended Group meetings to speak on this subject, had now moved to another post with BAA plc.  His position as Highways Manager is in the process of being filled.

Andy then updated Members on strategies for reconfiguring the forecourt area.  He reminded the Group that short-term improvements were introduced for the Summer peak operation in 2003, details of which had been presented at a previous meeting.

Following operational research studies conducted during September 2003, planning models have now been established to determine the space requirements for car set-down, taxi tank and car park transfer bus operations, respectively.

Whilst work is still progressing on the longer-term strategy, in order to meet the Summer 2004 peak operation work is being progressed to reconfigure the forecourt as follows:-

· car set-down space to be reduced.

· reclaimed set-down space to be allocated to car park transfer bus operation (this space to be used for dropping-off passengers).

· existing car park transfer bus lane to be reconfigured, to enable the entire space to be laid out for picking-up passengers.  This will enable more space to be provided for passengers waiting for car park transfer buses and increase the size of Long Stay car park bus stops.

· barrier to taxi and car park transfer bus lane to be repositioned in order to safeguard a controlled bus and taxi lane.

There will be no change to the location of the taxi rank.

A progress report on the above works will be presented at the next meeting.

4.
QUALITY SERVICE MONITOR (QSM)

A range of QSM figures were received.  The overall passenger ratings for each (out of 5) were as follows:-

	Month
	Arrivals
	Departures

	
	
	

	October 2003
	4.0
	3.9

	November 2003
	4.0
	4.0

	December 2003
	4.1
	4.0


Attention was drawn to some activities scoring 3.5 or less and it was noted that use of a coach/bus as a means of disembarkation scores particularly poorly during the winter months.  This is, however, the preferred method of certain operators.

5.
REPORT BY GENERAL MANAGER TERMINAL 

On behalf of the General Manager Terminal, Paula Heffron submitted a written report on a number of developments, which is reproduced as Annex “A” to these minutes.  Some items in the report were supplemented orally and details are set out in Minutes 6 and 7 below (to be read in conjunction with Annex “A”).  The Group welcomed progress made in resolving issues of concern raised at the last meeting.

6.
BUSINESS

There was a particular problem on one day in December due to a major failure of the TTS.

7.
SECURITY

There are now six Security Duty Managers in post.

A 14th X-ray machine will be introduced by the end of May, with further machines to be introduced in each of the next two years.

Last summers’ temporary staff have now been recruited on a permanent basis and an additional 170 staff are expected to be appointed on a temporary basis this summer.

8.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES

The Head of Retail Travel Services submitted a written report on a number of developments, which is reproduced as Annex “B” to these minutes.  Some items in the report were supplemented orally and details are set out in Minute 9 below (to be read in conjunction with Annex “B”).  The Group welcomed progress made in resolving issues of concern raised at the last meeting.

9.
CAR PARKS

Tariff changes

The new rates applicable from 1 February 2004 are: -

	Short stay
)
	£18 per day

	Mid stay
)
	£ 12.50 per day roll up/£9.50 per day pre booked.

	Long stay 
)
	1 to 5 days £7.20 per day roll up/6 days or more £6.80 per day roll up – pre booked up to 60p per day discount on the roll up tariff.


Modal split

The demand on spaces has lessened.  There are three main reasons for this: -

(a)
some 14% of passengers using the Airport are now transferring from one flight to another (compared with 7% two years ago).

(b)
the increased numbers of passengers originating from an overseas airport (i.e. with carriers such as Air Berlin).

(c)
a continuing steady increase in the use of public transport (now catering for about 34% of passengers).

QSM

Each of the bendi-buses can cater for about 100 people plus luggage.  The improved service is being reflected in the QSM figures.

LSCP entry/exit plaza

It is hoped that two or three new exit barriers can be added to the existing three barriers, with work anticipated to be completed by June.

10.
FEEDBACK CARD ANALYSIS

The Group received the monthly feedback statistics for October to December 2003.  Figures were compiled using the Blue Flag service mail system.

In retrospect, it was felt that the new form introduced in August was too complicated.  Paula Heffron submitted copies of both the blank form and an intended replacement which is now being trialled at Gatwick but which will be extended to the other BAA airports shortly.

Statistical information obtained was as follows: -

	
	Total complaints
	BAA related complaints
	BAA complaints related to number of passengers

	
	
	
	

	October 2003
	198
	175
	1:10,087

	November 2003
	133
	110
	1:13,876

	December 2003
	117
	98
	1:15,816


The Group asked that further details be provided at the next meeting regarding the type of complaints which are car park related.

11.
BAGGAGE DELIVERY STATISTICS

Figures for October to December 2003 inclusive were submitted for three companies providing baggage-handling services – Servisair, Aviance and Groundstar (split between Ryanair and non Ryanair handling).  Despite the demands on services during this period, these figures are amongst the best ever achieved by the companies.

12.
FLIGHT PUNCTUALITY STATISTICS

Figures for July to September 2003 inclusive were submitted in respect of the four major southeast airports.

The figures for Stansted can be summarised as follows (rounding up and down may mean figures do not add up to 100%):-

Percentage of Flights arriving within x of arrival time

	Month
	0-15 min
	16-30 min
	31-60 min
	61-180 min
	180 min plus

	
	
	
	
	
	

	July 2003
	76
	12
	7
	4
	0

	August 2003
	77
	12
	7
	4
	0

	September 2003
	80
	11
	6
	3
	0


These are good figures and confirm the importance of punctuality to the no frills scheduled airlines, which need to operate three cycles per day.

13.
FACILITY VISITS AND INDIVIDUAL REPORTS

A number of issues of concern and interest had already been covered in reports submitted by STAL’s officers.   Additional points were now raised by Group members and are dealt with in Minutes 14-21 below.  Where possible, responses were given, as indicated in italics.  Other issues will be pursued and progress reported at the next meeting.

14.
SECURITY ISSUES

Delays at Central Search can sometimes be substantial.  Passengers need ample notice of the need to remove outer coats prior to going through security.

It should take no more than 10 minutes from the start of the ‘snake’ (barrier area) to passing through the security check.  Additional x-ray machines can be opened up in about five minutes (subject to demand and staff availability).

Some airlines require photographic ID (ie passport/driving licence) for domestic flights.

This is not a statutory or BAA requirement but something asked for by particular airlines.  The need to produce such evidence is made clear in the paperwork sent to passengers when booking their flights.

15.
PUBLIC ANNOUNCEMENTS

These are sometimes difficult to understand.  This can cause problems, particularly if a late change of gate is being announced.

Problems in the clarity of some announcements are acknowledged.

These are now usually undertaken by air crew rather than by dedicated ground staff more experienced in the role.

16.
CLEANLINESS

Whilst the new cleaning contractors seem to be working well, there are still improvements which could be made in certain areas, such as the jetties.

17.
CATERING OUTLETS 

The importance of cleaning tables speedily was stressed.

Agreed;  Starbucks seems to be very proficient in this.

In some outlets, smoking and non smoking areas are very close together, so that smoke drifts into non smoking areas.

Pret a Manger has made a good impression since opening.

18.
SATELLITE 1 

Refurbishment of this Satellite is overdue.

Agreed; it does look ‘tired’.  A refurbishment project is included in the capital investment programme.

19.
MULTIPLE WIRELESS NETWORKS

There are sometimes problems in logging on to the BT system.

This will be made known to the operator.

20.
CAR PARKING

Equipment sometimes does not work.

The car park concessionaire, Meteor, has a contract with ASCOM to do any necessary maintenance work.  Concerns about barriers not operating or tickets not being legible will be pursued with the concessionaire.

(A particular incident involving unhelpful staff that was now reported will also be pursued.)

21.
RYANAIR

The airline seems to be using a more structured method for boarding passengers.

It now operates a numbered boarding card system.  The earlier you check in, the lower your card number and the earlier you may board the aircraft.  This is similar to the arrangements used by easyJet.

(A particular incident which occurred on a Ryanair flight that was mentioned had already been reported to STAL management by a Group member and is being pursued with the airline).

22.
GROUP MEMBERS ID CARDS

It was confirmed that these cards must now be validated within any period of 60, rather than 90, days.  This is an arrangement BAA plc is hoping to introduce across all its airports.

23.
BAA AIRPORTS VOLUNTARY COMMITMENT ON AIR PASSENGER SERVICE

The Chairman was authorised to confirm any such commitments insofar as the Committee and the Group is concerned.

Once any comments are made, and responded to, reports are sent quarterly to the DfT.

24.
DATE AND TIME OF NEXT MEETING

It was confirmed that the next meeting would be held on Wednesday, 28 April 2004, commencing at 10.00 a.m.  The first item will be a presentation on behalf of Air Berlin.

The meeting will be preceded by a tour, with Members meeting at Café Alba in the Terminal at 09.00 a.m. and looking at catering outlets in the building.  Refreshments will be provided on the day.

25.
GROUP CONSTITUTION 

At the request of the Chairman of the Committee, the Group gave some preliminary consideration to its constitution.  The Secretary explained the arrangements for appointing Members (four by BAA plc and three by the Committee) and confirmed that one vacancy for a nominee by the Committee exists at present.

26.
ROSS V RYANAIR

It was confirmed that the judgment in this test case will be delivered on Friday 30 January.

(NB:
This judgment was delivered and received extensive publicity in the media.  The Judge ruled that Ryanair acted unlawfully by not ensuring that a wheelchair was provided free of charge for Mr Ross to use at Stansted Airport.  He added that Ryanair was under a duty under the Disability Discrimination Act to make what is legally termed as a ‘reasonable adjustment’ for Mr Ross, by providing him with a free wheelchair so that he could get to his aircraft.

Ryanair has indicated its intention to appeal against the decision and subsequently imposed a 50p levy on each booking to meet the additional costs it feels that it will incur – Secretary).

The meeting finished at 12.35 p.m.

Chairman

Annex "A"

(Minute 5)

REPORT OF GENERAL MANAGER TERMINAL

MATTERS ARISING FROM THE LAST MEETING

The following is an update of issues raised by the Group on Wednesday 22 October 2003:-

	Issues raised
	Action/response

	129.
Security questions at check in
	It is usual procedure to ask these.  Handling agents have been reminded.

	129.
Front of Central Search
	New signage has been installed but is being amended so that all passengers can make use of the non-EU channel to assist passenger flows.


FACILITIES

(i) All toilets have been surveyed to identify quick improvements that can be made, such as regrouting, tile repairs, new sealant, new mirrors, etc. to refresh and brighten the facilities.  These will be actioned in the next few weeks.

(ii)
STAL has approval in the capital investment programme to carry out five key projects in the next financial year:-

Major toilet refurbishment and enlargement.

Satellite 2 heating and ventilation installation.

Satellite 1 refurbishment.

PA improvements.

Wayfinding improvements.

All are key service projects and have been approved as part of the clean, working and friendly programme.

(iii)
The security awareness video has been made and will be installed pre-Central Search in time for Easter, along with improved signage to encourage all passengers to use both EU and non-EU channels.

(iv)
Baggage reclaim – reconfiguration of the orientation zone and relocation of seats will direct passenger flow and maximise use of space.  A sixth reclaim belt (no. 7) is to be delivered in time for summer 2004.  Trolley delivery into hall has been significantly improved due to the purchase of two next generation trolley pushers (30% more capacity) which arrived last October.

(v)
Arrivals landside – a working group has been set up to look at the reconfiguration of the landside arrivals area, in order to alleviate pinch points at peak times.  This is tied into the Transport Interchange Project which is being explored currently, ready to submit for planning approval by the Autumn.

(vi)
Work commences soon to enlarge and refurbish the ladies and gents toilets in the International Baggage Reclaim hall.  This will more than double the size of the facility and provide baby change and disabled facilities.

(vii)
Two additional disabled toilets have been provided as part of the new catering facilities: one landside by O'Neill's pub, and one airside by Wetherspoons pub.

(viii)
New flight information plasma screens have been installed at the top of the escalators in Satellite 1 to improve information to passengers.

(ix)
A housekeeping programme is underway currently, tidying up all check in desks and general signage in the Terminal.

(x)
Gate 86 in Satellite 2 Domestics has been developed to allow Northern Ireland flights to arrive and depart from it, in order to avoid the clash of two flights on Gate 83 at peak times.

BUSINESS

Whilst passenger growth has slowed somewhat this financial year, the Airport is still enjoying positive growth and has exceeded 18.1 million passengers in a rolling 12 months.  The total number of passengers through Stansted in December was 1.33 million, an increase of 21.4% over last December.  This presented some challenges with some exceptionally busy days, combined with the additional burden of Christmas crackers, wrapped presents and heavy outdoors coats.  Also, the impact of Ryanair loads on its new (larger) aircraft was felt, with many passengers queuing at check in and arriving at Central Search late.

AIRLINES

Several new airlines have either commenced services in the last three months or have announced intentions to do so, as well as new routes with existing carriers:  Air Pologna to Warsaw, Posnan and Katovice started in December; Sky Europe to Budapest on 14/11; Air Berlin to Dusseldorf and Palma; and Ryanair to Tempere in Finland, Valladolid and Reus-Barcelona in Spain.  Malev, the Hungarian flag carrier, commences on 13 February.

STAL welcomes away based carriers who operate the first sector into Stansted, which will help to spread workload.

Regrettably, Flying Finn to Helsinki has withdrawn for the rest of the winter, but hopes to commence again in the summer.

Ryanair has cancelled several non-profitable routes from Stansted: Reims, Ostend, Clermont Ferrand and Maastricht.

SECURITY

The five Security Duty Managers have now settled into their role and manage the security operation on a 24-hours basis.  They are an important addition to the Security team, along with two Security Auditors and a new Head of Security, Nicholas Cole.

Extensive works are being undertaken to improve internal and external security access points, to ensure compliance and improve the working environment for staff.

The definition for public flights has been changed and STAL is now required to operate a temporary restricted zone Northside for all aircraft which exceed 10 metric tons.  This includes single charter flights or any flights where a financial transaction takes place.

CLEANING

Indigo and Initial commenced their new contracts on 3 November.  The contract has been split:  Indigo look after the IDL, Domestic Arrivals, CSA, Property and Engineering; Initial is responsible for the rest of the Terminal building and Satellites.  Considerable improvement has been seen in cleaning standards in all areas and deep cleaning is being carried out alongside regular daily cleaning.

UTTLESFORD DISTRICT DISABLED ACCESS AUDIT

This took place in November and was very successful for STAL.  The main issues that were raised related to design issues (mainly of disabled toilets) and advice is being sought on compliance with design standards for disabled facilities.  Generally, Uttlesford was very complementary about the actions taken by STAL to meet the needs of those with reduced mobility.

___________________________________

Annex "B"

(Minute 8)

REPORT BY HEAD OF RETAIL TRAVEL SERVICES

MATTERS ARISING FROM THE LAST MEETING

Limited advertising of BT Open Zone

BT has increased its advertising of its Openzone/WirelessLan product.  From December 2003 this product is now promoted on BAA’s website page, Airport Guide and advertising portals at the entrance to Central Search.

The above will be complemented during January 2004 when BT launches its national awareness week for BT Openzone (wireless broadland access).

Out of date poster sites

All out-of-date posters were removed and replaced with appropriate campaigns prior to Christmas.

Children’s Play Area

Risk assessment of this facility concluded that it would be acceptable to place responsibility on parents to supervise their children whilst using the play area on completion of the following mitigating actions:

· all soft toys to be moved.

· toys provided to be secured to the floor.

· temporary “supervision of children notices” to be replaced with permanent notices.

The above work is being undertaken during January and February.  On completion of these works, the play area will be risk assessed again to confirm completion and endorse supervision as responsibility of parents.

EXTERNAL AREAS

Cleanliness

Prior to Christmas, a major litter picking blitz of the forecourt, entrance road to the short stay car park, coach station and Terminal Road South was carried out.  This has significantly improved the cleanliness of these areas, particularly the verges and hedgerows.  Spot litter picking will continue as an interim solution whilst the Property Team tender a new contract for cleaning external areas.

Car Rental Returns Area 

The new car rental returns was suffering from illegally parked taxi drivers.  In November several measures were put in place to prevent this happening.  The barrier code is now changed regularly, large signage was put in place warning drivers of this being an authorised area only, and illegally parked vehicles are subject to clamping and/or removed.  All feedback has been positive and the new measures have reduced the problem significantly.

New Car Rental Back-up Facility 

Planning permission was granted for the construction of a new car rental back-up facility on Coopers End Road.  This facility will provide administration, vehicle fuelling and valeting infrastructure to support the Airport’s car rental operations.  It is envisaged that construction of this new facility will commence before Easter, with the new facility opening during Autumn 2004.

Car Park tariff changes

Annual tariff increases to Short, Mid and Long Stay car parks will be effective from 1 February 2004.

Long Stay Car Park

The introduction of six new Mercedes bendi-buses has increased the bendi fleet to 12 vehicles.  This has greatly improved the frequency of buses, reduced the time spent queuing for buses and has overall improved the level of service offered to customers.

A project team has been assigned to improve the entry/exit to the long stay car park, and various options have been looked at.  The development team is now pushing forward with the project to deliver an improved entry/exit for customers by summer 2004.

INTERNAL AREAS

Openings

Ted Baker has been awarded the ex-Thomas Pink site in the IDL.  This unit should open in late February 2004.

WDF is opening a Glenfiddich promotional stand at the end of January 2004.  This stand is located airside between Dixons and the World Duty Free duty paid liquor department.

DEVELOPMENTS

Plans to re-merchandise the landside international arrivals are being progressed.  The principal driver of this project is to create circulation space to cope with peak evening demand on the arrivals concourse.  To achieve this, all existing retail space will be reallocated/reconfigured on the arrivals concourse.  These works are planned to be completed for late spring 2004.

Plans to conclude the airside departure lounge development (IDL back wall) are being progressed.  Work is expected to commence during Autumn 2004 and the project is scheduled to be complete for Spring 2005.

ADVERTISING/MARKETING

Promotions

Throughout January and February promotional material will support the sale activity with various point of sale material.  During the sale period airside tax-free prices are being discounted further.

February promotion concentrates on Valentine’s Day, with activity across all retailers.  This promotion will be concentrated over the period 7 to 14 February, inclusive,

Spring promotion will commence 22 March through to 10 May to “Win a trip to the Monaco Grand Prix”.  Many other grand prix prizes are on offer as well.

Sponsorship

New sponsorship of the TTS will be introduced from 19 January.  This package will be for a 12-month period with sponsorship by National Express coach company.  Bus routes from Stansted will be promoted during this period.

______________
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