STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 25 January 2006

The meeting commenced at 10.05 a.m.

MEMBERSHIP

	*
	Mr R Gilbert (Chairman)
	Independent

	
	Mr K Artus
	Representative of STACC

	*
	Mr A Chalmers
	Representative of STACC

	*
	Mr T Fegent
	Representative of STACC

	*
	Mrs B Hayter
	Independent

	
	Mr R Mansbridge
	Independent

	*
	Mr P Odrich
	Independent


*       Mr P Leeder (substitute for Mr Artus).

(* present)

Representing Stansted Airport Limited (STAL)
	
	Ms P Heffron
	Head of Service Delivery


Representing Secretariat

	
	Mr G Redgwell
	Essex County Council (Secretary to the Group)


1.
APOLOGIES FOR ABSENCE

Apologies were submitted from Mr Artus and Mr Mansbridge.

2.
MINUTES

The Minutes of the meeting held on 26 October 2005 were confirmed as a true record.

One matter arising is dealt with in Minute 3 below.

3.
NEW TAXI OPERATOR (Minute 95/05)

Updating the information provided at the last meeting, it was confirmed that, although Checker Cars did not have a wheelchair accessible taxi available on the Airport site at present, it did propose to provide one shortly.

4.
PRE MEETING TOUR

Members were reminded of the pre-meeting tour of the Terminal, when a visit had been made to the Baggage Systems area.

5.
PRESENTATION BY STANSTED EXPRESS DIVISION OF ONE RAIL

Introduction

The Group received a presentation by Graeme Frizzell, Route Director, Stansted Express, accompanied by Dermot McGrath, Resource Manager, Stansted Express (a copy of the presentation is available on request from the Secretary).

The Group was advised of the customer base for use of this service and the respective market shares of rail and bus/coach services.

Mr Frizzell drew attention to the overriding requirements on Stansted Express, which were that customers used it either to get to the Airport to catch a flight on time or to get home as quickly as possible.  Within those overarching aims, Stansted Express/One Rail also had the following demands:

· mixing airport-related traffic with commuter traffic.

· having four peaks a day (0425-0800; 1200-1400; 1700-1900; and 2300 onwards) compared to two peaks on most rail routes.

· lack of opportunity to run services during the night, due to Network Rail undertaking track maintenance.

· pinch points on the line to London and the impossibility of funding alternative routes round these.

· competition from coach/bus services.

· difficulties of inter changing at a number of locations.

A new timetable had come into operation in December 2005 and early indications were promising.  The service now provided was four trains per hour to and from Liverpool Street, stopping at Tottenham Hale and either Bishop’s Stortford or Harlow.  All trains consisted of eight coaches – 12 coach trains were not seen as necessary at this stage of the airport’s development.

There were also more services to Stratford and to Cambridge/Birmingham (on Central Trains).

Discussion of issues of concern to Members

The remainder of the presentation concentrated on issues which the Group had raised previously.

(a)
Rolling Stock

Mr Frizzell confirmed that no new rolling stock was to be provided.  However, all class 317/1 stock was being refurbished, both internally and externally, and would be introduced at regular intervals from February onwards.

In addition, platforms 6 and 7 at Liverpool Street had now been dedicated to Stansted Express use only, and this was clearly shown at the entrance to the two platforms.

The opportunity was being taken to either upgrade, or provide new, facilities at the Airport Station.

(b)
Cleanliness

A team of six cleaners was being provided at Stansted, with other dedicated cleaners at Liverpool Street.  The new timetable had seen a revised cleaning regime put into place and higher standards of cleanliness on trains should now be achieved due to longer turn round times.  Inspections by Stansted Express staff would be backed up by ‘mystery shoppers’.

Track cleaning was the responsibility of Network Rail, whose contractor visited each two/four weeks.  (The Panel did note however that certain areas were still the responsibility of either Stansted Express or BAA plc.  It also expressed ongoing reservations about the practice of discharging toilet waste on to the track).

(c)
Fares

These were confirmed for Liverpool Street to Stansted Airport as:-

	
	
	Heathrow
	Gatwick

	Standard single
	£15
	£14.50
	£14

	Standard return
	£25
	£27
	£25

	First class return
	£40
	£45
	£38


Mr Frizzell commented that the journey length to Stansted was greater than to the other airports.

At the request of Members, Mr Frizzell undertook to provide some further information regarding fares to and from intermediate stations (see additional information below provided by Mr Frizzell – Secretary).

Fares from Stansted Airport to London: -

	Ticket type
	Standard class 2005 (£)
	First class 2005 (£)
	Standard class 2006 (£)
	First class 2006 (£)

	Single
	14.50
	22.00
	15.00
	24.00

	Return
	24.00
	38.60
	25.00
	40.00

	Cheap day return
	15.30
	N/A
	16.00
	N/A

	Weekly
	70.00
	112.00
	74.00
	118.00

	Monthly
	268.80
	430.00
	284.10
	453.12

	Annual
	2,800.00
	4,480.00
	2,960.00
	4,720.00


Fares from Bishops Stortford to London: -

	Ticket type
	Standard class 2005 (£)
	First class 2005 (£)
	Standard class 2006 (£)
	First class 2006 (£)

	Single
	9.50
	14.70
	10.30
	16.40

	Return
	15.30
	28.20
	16.50
	32.80

	Cheap day return
	10.00
	N/A
	10.00
	N/A

	Weekly
	65.50
	105.00
	69.00
	110.00

	Monthly
	251.50
	403.20
	265.00
	422.40

	Annual
	2,620.00
	4,160.00
	2,760.00
	4,400.00


The Group thanked Mr Frizzell and Mr McGrath for attending.  Members reiterated that this had been an issue of long-standing concern and that it would continue to be kept under review.  Mr Frizzell and Mr McGrath left the meeting at this point.

6.
PRESENTATION BY AIRFIELD SERVICES LIMITED

Introduction 

The Group received a presentation by Anne Syrett, Airport Manager for Airfield Services Limited, who explained the role of the company in providing services for disabled passengers.  She indicated that there were a number of issues influencing the supply of services, including:

· tightly negotiated contracts with airlines.

· the demands of customers remaining high despite the lower costs of flights.

· short turnround times demanded by airlines.

· relatively low utilisation of air bridges by some airlines.

· peaks and troughs in demand during the day.

· assistance being a labour intensive activity (it could need two/three people to assist one passenger).

· a high percentage of disabled passengers not making their needs known prior to arriving at the Airport.

She also described the management structure of the company; the training given to staff; and the range of equipment available on site.

The Future

Given the number of cases (both legal and media) which had arisen involving disabled passengers, the Group was particularly interested in what Ms Syrett saw as particular areas of concern.  She indicated that the main issues were not specific to Stansted but were problems across the airline sector as a whole.  In particular, Members were made aware of the following:

· a number of airlines operating policies did not allow pilots to ‘radio ahead’ with details of disabled passengers.

· tour operators may know of a passenger’s disability but did not pass this information on to the airline.

· aircraft operations were not covered by the terms of the Disability Discrimination Act and, in any case, some requirements of the Act conflicted with health and safety legislation.

· aircraft seating and aisles did not lend themselves to the easy movement of wheelchairs or non-ambulant passengers.

The Group concurred that it also saw these issues as major concerns.

The Group thanked Ms Syrett for her presentation, and for responding to its questions, and she left the meeting at this point.

7.
REPORT BY ENGINEERING AND TERMINAL GENERAL MANAGER

On behalf of the Engineering and Terminal General Manager, 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 8 and 9 below (to be read in conjunction with Annex “A”).

Paula explained that this post was vacant at present and that it was being replaced with a new role of Terminal Business Lead, which Nicholas Cole, Head of Security, would occupy.

8.
AIRLINES

Both Maxjet and EOS were content with the load factors being achieved.

The start date for Pakistan International Airways had yet to be confirmed.

The arrangements for an airside transfer product for Air Berlin and other interested airlines were still subject to negotiations with the Immigration Service.

9.
ARRIVALS BAY EXTENSION

This extension would be on the end of the Terminal nearest to the Radisson Hotel.

10.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES

On behalf of the Head of Retail Travel Services, Paula Heffron submitted a written report on a number of developments, which is reproduced as Annex “B” to these Minutes.  A matter arising is dealt with in Minute 11 below.

11.
SHORT STAY CAR PARK RECONFIGURATION

The Group asked to see plans for the new layout at its next meeting.

12.
QUALITY SERVICE MONITOR (QSM)
A range of QSM figures were received.  The overall passenger ratings for each month in the final quarter of 2005 (out of a maximum of 5) were as follows:-

	Month
	Arrivals
	Departures



	October 2005
	4.1
	4.1

	November 2005
	4.1
	4.1

	December 2005
	4.1
	4.1


The Group noted some particular parts of the service scoring 3.5 or less.

13.
FEEDBACK CARD ANALYSIS
The Group received the monthly feedback statistics for the final quarter of 2005. Statistical information obtained was as follows:-

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



	October 2005
	130
	81
	1:23,968

	November 2005
	111
	78
	1:22,333

	December 2005
	105
	73
	1:23,281


The Group noted that categories receiving five or more complaints in a calendar month must be reported to STAL’s Management Board.

It was also noted that in December the ratio of complaints to compliments was 3:1, the best figure achieved at Stansted.

14.
BAGGAGE DELIVERY STATISTICS
Figures for the final quarter of 2005 were submitted for both companies providing baggage-handling facilities – Servisair and Swissport (split between Ryanair and non Ryanair handling).  Despite the demands on services during this period, figures remained at a very high standard of provision other than for a few days over Christmas.

15.
FLIGHT PUNCTUALITY STATISTICS
Figures for July-September 2005 inclusive were submitted in respect of the four major southeast airports (for departures only).

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

	Percentage of Flights departing within x of time



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



	July 2005
	75
	14
	7
	3
	0

	August 2005
	79
	12
	6
	3
	0

	September 2005
	79
	12
	6
	3
	0


16.
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 17 to 24  below.  Where possible, responses were given, as indicated in italics.  Other issues with no responses would be pursued and progress reported at the next meeting.

17.
CAR PARKS

Unauthorised use of (a) Enterprise House staff car park; and (b) disabled spaces in the Short Stay Car Park, still seemed to be occurring.

On (a,) Property Services would be advised immediately and asked to take action.  On (b), NCP was enforcing this issue rigoursly and would either clamp or take away offending vehicles.

18.
CLEANLINESS

There had been a lot of litter in some car parks over Christmas.

The car park operators were aware of the need to deal with this – for example, it was part of the Service Level Agreement with NCP.

The air bridges were often untidy with litter, particularly in the early morning.

19.
FORECOURT
Cars continued to be left unattended outside the Terminal rather than being left in the Short Stay Car Park.

Traffic wardens would be reminded of the need to prevent this.

20.
HAND BAGGAGE

In response to a question by a Member, it was confirmed that easyJet now allowed unlimited weight for its hand baggage, although there was a size restriction.

The Group expressed continuing concern that very heavy items falling out of overhead lockers could cause serious injury.

21.
PUBLIC TRANSPORT

In response to a question by a Member, it was confirmed that bus/coach services operated to and from the Airport on a 24/7 basis.

22.
TAXI SERVICES

Private taxi operators appeared to be touting for trade in the Terminal.

Paula was already aware of this case and had reminded all STAL staff to be alert.  Any PSG Members seeing such activity should report it to a member of staff immediately.

23.
TERMINAL

In response to a question by a Member, it was confirmed that those staying in the Terminal overnight appeared to have a legitimate reason for doing so (i.e. people catching early flights rather than those ‘seeking a bed for the night)’.  STAL staff would move on any unauthorised users.

24.
TROLLEYS

There was sometimes a shortage of trolleys outside the Terminal.

The priority was stocking up provision in the baggage reclaim area.  The area outside the Terminal was regarded as the next priority.

25.
FUTURE PRESENTATIONS AND TOURS

The Group agreed that the pre-meeting tour in April 2006 should be a visit to the Railway Station, to check on levels of cleanliness and to look at the refurbished rolling stock.  Members should meet STAL’s officers at the Information desk in the Terminal at 09.00 am.

At the meeting there should (subject to a speaker being available) be a presentation by Ryanair.

Members also asked that information be provided at the next meeting about the new management structure for the Terminal and other passenger-related services; plus future officer support arrangements for this Group.

26.
DATE AND TIME OF NEXT MEETING

This was confirmed for 10.00 am on Wednesday, 26 April 2006.

The meeting finished at 12.30 p.m.

Chairman

ANNEX “A”

(Minute 7)

REPORT OF ENGINEERING AND TERMINAL GENERAL MANAGER

MATTERS ARISING FROM LAST MINUTES

The following is an update of issues raised at the meeting on 26 October 2005.

	Issues raised
	Action/response

	
	

	114.
Litter in project compound on forecourt.
	Builders compound had now been removed following completion of project works.

	115.
TTS cars need face-lift.
	Carpets in TTS cars would be replaced starting April.  Seating being replaced where required.  Cleaning regime to be increased.

	116.
Sat 1 seating in poor condition.
	This had been recovered/replaced.

	118.
Enterprise House car park unauthorised parking.
	Passed to Property to advise/police.

	118.
Queues for long and mid stay car park  buses.
	These were monitored and action taken if required.


AIRLINES

(a)
Maxjet, which commenced it’s one class, 102-seat business class operation from Stansted to JFK on 2 November 2005, hopes to increase services in the near future from six to seven days a week.  Also, it plans to commence a Washington service three/four times weekly in the next few weeks.

(b)
Pakistan International Airways (PIA) is intending to commence operations from Stansted in March, with seven flights per week.

(c)
Ryanair is introducing further destinations this spring to Parma (Northern Italy) in March and to Lamezia (Southern Italy), Vitoria/Gasteiz (Northern Spain) and Balaton (Hungary) in February.

(d)
Flyglobespan will add Athens to it’s destinations in May.

(e)
In November Thomsons introduced a weekly service to Sharm El Sheik.

(f)
Air Berlin commenced flights to Manchester and Glasgow in November and is offering a transfer product between these and Germany.  Whilst passengers currently have to land via Immigration and Customs and transfer landside, they do not need to check in at Stansted, as both boarding cards are issued at the originating airport.  The hope is that Immigration will approve airside transfers as this is a product that we expect to become more in demand at Stansted.  Indeed, Flyglobespan is interested in offering a transfer product.  We are preparing the transfer area for once we have approval.

FACILITIES

(a)
We will be moving the EI AL x-ray machine from Zone K concourse level to the baggage sort area by the end of January.  Not only will this free up space on the concourse, it will allow other airlines’ passengers to move freely within this zone (currently the Police do not permit other passengers to pass through the EI AI check in area).  Also, we have reached agreement with the Police that they will not insist on a total forecourt closure once the x-ray machine is relocated.

(b)
In preparation for this summer, and hopefully in time for Easter, Body Shop will be demolished, to create more space at Security search.  Whilst this will not add additional x-ray machines, it will help throughout, as it provides more space to process passengers.

(c)
New technology flight information screens/gantries have been installed in check in zones to provide clearer information to passengers and to ease congestion at the front of the Terminal.  These have provided very successful and a new, similar FIDS structure will be installed in the International Arrivals hall by the end of January, to assist with wayfinding in the reclaim hall.  New plasma screens are being located on each carousel; the telephones and car park payment machines are being relocated out of the main flow to ease congestion; and the baggage reclaim desks are being refurbished and improved wayfinding to them installed.

(d)
Phase 2 of the toilet refurbishment programme was completed pre Christmas and the final phase is due to commence in March/April, to give a “face lift” to the newer blocks within the Terminal.  Whilst these do not require the same level of works, they will benefit from improved lighting and general refreshing.

(e)
Satellite 1 arrivals route refurbishment will commence in March, to replace the carpet and wall finish and improve lighting, wayfinding and staircases.  The link bridges will be included but not the airbridges, as these are part of another programme.

(f)
By March/April we plan to have installed a large FIDS structure in the Departure lounge by Starbucks, to further improve wayfinding in the lounge.  This is part of our strategy to improve wayfinding throughout the airport.

(g)
The tunnels from the short stay car parks are due to be refurbished in conjunction with the PTI project.  Work will commence on the central two tunnels; this will then be rolled out to the outer two in due course.  It is envisaged that the work will be completed by June and should see a dramatic improvement in the lighting and ambience of the tunnels.

(h)
The PTI project commenced in June 2005 and works start in earnest in the spring, to provide an improved public transport interchange.  It is planned to be complete by the summer.

(i)
In December, we opened an Arrivals baggage out of gauge (OOG) belt to deliver OOG items to passengers in the reclaim hall.  This speeds up the delivery of OOG items and reduces manual handling by the handling agents.

(j)
We are planning to build a second departure out of gauge belt for Easter 2007 and discussions are underway with the airlines and handling agents.

(k)
It is now envisaged that the Arrivals bay extension will be required for summer 2008.

(l)
We are working closely with Ryanair and easyJet to support the introduction of internet check in from early February.  Both airlines will start with one trial route: Ryanair on Stansted to Dublin; easyJet on Stansted to Edinburgh, and for hand baggage only passengers.  Once they have been reviewed after the initial week they will introduce further flights.  In preparation we are installing bar code readers on all Security desks to scan the home printed boarding cards.

(m)
We have replaced a lot of the departure lounge seating with a new (hopefully more hard wearing) type, and redesigned the seating layouts to encourage greater occupancy.  We are now progressing to landside.

(n)
We are removing the wall at Domestic gate 83 – the Belfast gate – to create additional seating and queuing space, and opening up the area around gate 81.  This work will be complete for April and will help to ease congestion in the area at peak times.

(o)
Runway resurfacing works commenced on 20 January and will take until the end of November.  As a result on Saturday and Sunday the runway will close from midnight to 0600; on Monday, Tuesday and Wednesday the runway threshold will reduce to 1,900 metres; and on Thursday and Friday nights it will remain fully open.  The possible impact may be some late night diversions.

SAFETY ISSUES

(a)
Since escalator barriers have been installed at the top and bottom of escalators to and from the train station, to prevent passengers from taking trolleys and oversize bags onto the escalator, we have seen a reduction in the number of accidents.

(b)
By the end of March 2006 STAL will be banning smoking in all general public areas by travellers.  A working group has been set up to plan this.  We will provide an external smoking area landside, and we looking at the feasibility of creating an airside external facility.  By 2008 it is likely that all staff smoking at STAL with be banned.

SERVICE – RELATED ISSUES

(a)
Passenger numbers increased by 4.8% in December, bringing the moving annual total to 22.01 million.

(b)
Generally passenger feedback has been very positive, with one compliment being received per three complaints.  Three areas attracted more than five complaints in the month:  Security queuing, smoking area air quality and general cleanliness.  We have also seen more complaints re trolley provision than usual in the last few weeks as the pressure of wheelchair assistance requests and high arriving passenger numbers was felt.

(c)
Passengers and staff enjoyed Christmas entertainment provided by local schools, choirs and orchestras and a pantomime for charity between Christmas and New Year.

SECURITY

(a)
No deficiency or enforcement notices were received from the DfT over the period.

(b)
Whilst December was a busy month for Security and we did experience queuing at peak times and a monthly SLA of 94.6%, the SLA is currently running at 98.4% for January, with a moving annual total of 96.8% against a target of 95%.

INCIDENTS

None to report.

___________________________________

ANNEX “B”

(Minute 10)

REPORT OF HEAD OF RETAIL SERVICES

TERMINAL AREAS

Catering

The new Frankie and Benny’s airside restaurant opened on 1 December 2005 (previously Garfunkels).  This unit has been well received by customers.

JD Wetherspoon has opened in Satellite 2 and has also been well received by customers.

The Food & Beverage awards (FAB) commenced their third year from January 2006.  This award scheme will be running across all BAA airports between January and April and rewards “product and service” improvements in airport catering.  All airport catering facilities will be monitored and performance measured from a combination of mystery shopping and customer feedback.

EXTERNAL AREAS

Short Stay Car Park  (SSCP) tender – new car park operator

A new five-year SSCP contact has been awarded to NCP and the new contract commenced on 1 December 2005.  Meteor Parking Ltd will continue to operate both our Mid Stay and Long Stay car parks.  NCP successfully operate a number of on‑Airport car parks, including the short stay at Gatwick.  The new arrangement at Stansted is a management style contract that is KPI/SLA performance based.  This new style contract is currently in place at Gatwick short stay car parks, and has resulted in improved customer service.  Performance over the first month at Stansted has been very good, with significant improvements to the standards being attained in this area, in particular car park cleanliness.

Short Stay Car Park reconfiguration

Work commenced on this project on 16 January.  The reconfiguration will significantly improve the whole short stay customer experience (new barrier equipment, new CCTV, ANPR technology, new pedestrian and vehicle wayfinding signage, VMS, etc.).  Further reconfiguration will enable STAL to introduce new car park products, including Fasttrack and Valet Parking.  The majority of these works will be completed and operational before Easter, with the final completion of works scheduled for early June.

SPARK Parking and Rental Awards

SPARK 2005 (Parking and Rental Awards) was launched on 1 July 2005 for car parks and car rental operations across all BAA airports.  This award scheme was a reward and recognition scheme for the staff that work in this industry.  Customers and staff nominated teams and individuals, who demonstrated excellent customer service across several categories for the period July to September 2005.  Award categories were as follows:-

· Best team customer service

· Best overall car park

· Best overall car rental station

· Best overall car park operator

· Best overall rental operator

· Best new initiative

· Best individual customer service

· Most outstanding individual contribution to their business

We received over 20,000 entries (across all airports) and are delighted that the Budget Car Rental team at Stansted picked up the award for Best New Car Rental Initiative for the introduction for a SMS texting customer feedback facility.  Budget and all the other category winners were presented with a trophy and a cheque for £1,000 at a ceremony at the Waldorf Hilton hotel.

The SPARK awards will become an annual reward and recognition scheme for staff who deliver great customer service across all external retail businesses, with SPARK 06 set to run over six months from April this year.

MARKETING

From 1 February for four weeks, we will be installing a plasma screen showing the Olympics (sponsored by an official Olympic sponsor – Johnson & Johnson) outside Nike and Boots in the departure lounge, which will include a seating area for travellers to be able to view the events.

Germanwings will, on 14 February, be promoting its service by handing out Valentine cookies to travellers within the departure lounge.

‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑
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