STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 30 January 2008
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

	
	(* alternate Mr B Yates)
	

	*
	Mr N Harley
	Representative of STACC

	*
	Mrs B Hayter
	Independent

	*
	Mr P Leeder
	Independent

	*
	Mr P Odrich
	Independent


(* present)

Representing Stansted Airport Limited (STAL)
	
	Ms D Bland
	Operational Solutions Team

	
	Mr J English
	Head of Retail Services

	
	Mr J Harrison
	Customer Insight Manager

	
	
	


Representing Secretariat

	
	Mr G Redgwell
	Secretary to the Group


1.
PRE-MEETING TOUR
Members had undertaken a pre-meeting tour of the Terminal and Satellite buildings, to pick up on issues raised at the fire training session held on 31 October 2007.  Members had also met Neil Banks (Cleaning Co-ordinator) during the tour.
2.
APOLOGIES FOR ABSENCE
There were apologies from Tony Fegent on this occasion.  Brian Yates from the Consumers Association was attending in his place and was welcomed to the meeting.
3.
MINUTES

The Minutes of the meeting held on 31 October 2007 were confirmed as a true record.

4.
WINTER OPERATIONS
The Group received a presentation from Steve Hill, Airside Assurance Team, explaining how the Airport responded to bad weather conditions during the Winter.  During the presentation, the following information was provided:

· The Airport had 165 staff (either directly employed by BAA or employed by agents) trained to undertake anti icing and snow clearance work.  All had other duties in addition to this work.

· One centimetre of snow coverage on the runway, taxiways, aprons, aircraft standings, etc. equated to 6,454 tons of weight (the equivalent of 16 fully laden Boeing 747s).
· STAL had £5 million of specialist plant, which was the most modern and large fleet in BAA.  All was kept on site, under cover.

· Snow clearance procedures started with the runway, then moving to the taxiways and aircraft standings.  Smaller machines were used in areas where passengers needed to walk.

· Handling agents were responsible for the de icing of aircraft and equipment such as passenger steps.

· Any chemicals used were chosen for their minimal effect on the environment and aircraft’s metal structures.  For the latter reason, salt-based de icing materials could not be used.  Three types of de icing material were held on site – two in liquid form and one in solid.  To clear the runway took about 20 minutes.  Clearing ice or snow at a level of 20g/m2 used 19,923 litres of de icing agent.

· The Airport operated a Red/Amber/Green alerting system.  Expert advice was received from metrological organisations in deciding which state of alert was appropriate. 

· Most events involved de icing rather than snow clearance.  Snow falls in the UK generally provided a slushy, wet surface which was more difficult for aircraft to handle than hard compacted snow.

The Group thanked Steve for his presentation and acknowledged the impact snow and icy conditions had on the operation of a major airport.  Members stressed the importance of having staff experienced in handling such issues available during a time of organisational change in BAA.

5.
REPORT BY CUSTOMER INSIGHT MANAGER

Jeremy Harrison submitted a written report on a number of developments, which is reproduced as Annex “A” to these Minutes.  Some items in this report were supplemented orally and details are set out in Minutes 6-9 below (to be read in conjunction with Annex “A”).

6.
AIRLINES
Ryanair had withdrawn seven aircraft from use during the winter season, but these would return during the summer.  As could be seen, the airline had announced a number of new routes.

American Airlines was expecting to increase its frequency to New York to two flights per day.  It was very satisfied with its experience of Stansted so far.

In response to a question, it was indicated that the split of scheduled and chartered traffic was about 90%/10%.

7.
FACILITIES

The Group acknowledged the improvements bought about by the changes described, which were reflected in recent QSM returns and feedback from passengers.

It was confirmed that each toilet block would be out of use for four/five weeks as refurbishment was carried out.  Work would be held in abeyance during the peak Summer period.  It was also acknowledged that the standard of toilets was seen as an important gauge of how well an airport was run.

8. SAFETY: HEALTH CHECKS
It was confirmed that these checks had been available to all staff employed at the Airport, not just those employed by STAL.

9.
SECURITY
The Security SLA across 2007 as a whole had been over 97%.
10.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES
John English submitted a written report on a number of developments, which is reproduced as Annex “B” to these minutes.  Some items in this report were supplemented orally and details are set out in Minute 11 below (to be read in conjunction with Annex “B”).

11.
TERMINAL AREA
Reiss was a Ladies and Gents clothes retailer.
The forecourt offer was proposed to be available all year round.

In response to questions, it was indicated that concessions were given for three year periods.  About half of STAL’s retail income came from car parks and the other half from rental on retail units, vending machines, restaurants, etc.

The Group asked that any cash machines dispensing Euros should show clearly what exchange rates users would receive.

12.
QUALITY SERVICE MONITOR (QSM)

A range of QSM figures were received.  The overall passenger ratings for each month in the final quarter of 2007 (out of a maximum of 5) were as follows:-

	Month
	Arrivals
	Departures



	October 2007
	4.13
	3.96

	November 2007
	4.14
	4.08

	December 2007
	4.12
	4.03


13.
FEEDBACK CARD ANALYSIS

The Group received the monthly feedback statistics for the final quarter of 2007.  Statistical information obtained was as follows:-

	
	Total complaints
	BAA related complaints
	Complaints related to number of passengers



	October 2007
	319
	252
	1:6,609

	November 2007
	116
	96
	1:13,380

	December 2007
	136
	108
	1:1,857


In response to comments by Members, it was indicated that:

· the figures showed a considerable improvement over those for the same quarter in 2006, which was soon after the new security measures had  been introduced and

· the recruitment policy and training for new security staff was now more focussed on customer service.
14.
BAGGAGE DELIVERY STATISTICS
Figures for the final quarter of 2007 were submitted for companies providing baggage-handling facilities – AGS, Aviance, Servisair and Swissport (split between Ryanair and non Ryanair handling).
15.
FLIGHT PUNCTUALITY STATISTICS
Figures for July 2007 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 2007
	63
	19
	12
	6
	1


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 and by comments made by Members.  Additional points were now raised by Group members and are dealt with in Minutes 17-22 below.  Where possible, responses were given, as indicated in italics.  Other issues would be pursued and progress reported at the next meeting.
17.
PERSONS WITH RESTRICTED MOBILITY (PRMs)
In response to a question, it was reiterated that Checker Cars had taxis which could accommodate a wheelchair.

In response to a further question, it was indicated that new European legislation on assisting PRMs would come into effect in July, although STAL intended to introduce the new arrangements from 1 May 2008.  STAL would then become responsible for a person’s whole journey through the Airport, from arrival to aircraft.  Three new Ambulift vehicles were being purchased.

18.
CLEANLINESS
A generally improved standard of cleanliness had been noted.  The main areas of concern were cigarette ends outside the Terminal and discarded boarding cards and sweet wrappers in the Immigration Area.

19.
FAST TRACK SYSTEM
There was uncertainty among travellers as to who could use this facility.

Existing signage did show who could use it but would be checked to see if it could be made clearer.  Passengers should also be advised by their airlines when checking in.

20.
FLIGHT INFORMATION SCREENS
The greater clarity of these new screens was welcomed.  The ability to show messages on them (i.e. indicating prohibited items) was helpful.

21.
TERMINAL EXTENSION
In response to a question, the Group was updated on progress in extending the Terminal.  This remained on course to open on 30 June 2008 (although some retail units might open slightly later).

22.
PICKING UP AND SETTING DOWN OF PASSENGERS

In response to questions, it was indicated that the First and Last Impressions Team was aware of problems of motorists picking up passengers outside the Terminal rather then in the designated pick up areas.  There were also problems in motorists blocking the exit to the pick up area having not paid their parking charges at the appropriate point.

23.
FUTURE PRESENTATIONS AND TOURS

It was agreed that a tour of the Satellites be undertaken in April, to look at current developments (i.e. new air bridges in Satellite 1 and American Airlines lounge in Satellite 2.

It was also agreed that a presentation be received from one of the car rental providers at the Airport.

24.
DATE AND TIME OF NEXT MEETING

The next meeting was confirmed for Wednesday, 30 April 2008, starting at 10 a.m. (with tour at 9 a.m.).

25. HEALTH, SAFETY AND ENVIRONMENT HANDBOOK

A copy of this BAA publication was passed to all Group members.

The meeting finished at 12.20 p.m.

Chairman
ANNEX “A
(Minute 5)

Report by the Customer Insight Manager
MATTERS ARISING

The following is an update of issues raised at the meeting on 31 October 2007.

	Issues raised
	Action/response

	Passengers had been observed sleeping in the Satellite buildings.
	The duty team carry out regular visits to the satellites and will ensure in future there is no misuse of facilities.

	Satellite 2 was often dirty with discarded food packaging after the early morning busy period.
	The Cleaning Co-ordinator (Neil Banks) had been working very closely with the contractor on a number of improvements, including adjusting cleaning schedules to better match peak times.


AIRLINES

(a)
In the table below are the new routes that had started recently or were due to start in the next few months:-

	DESTINATION
	AIRLINE
	COUNTRY
	START DATE

	Rygge
	Norwegian
	Norway
	13 March

	Poitiers
	Ryanair
	France
	14 March

	Genoa
	Ryanair
	Italy
	16 March

	Almeria
	Ryanair
	Spain
	30 March

	Rodez
	Ryanair
	France
	30 March

	Zadar
	Ryanair
	Croatia
	31 March

	Faro
	Ryanair
	Portugal
	1 April

	Pula
	Ryanair
	Croatia
	1 April

	Angouleme
	Ryanair
	France
	1 April


(b)
The latest figures for January 2008 show:-

	Total number of Airlines (Scheduled and Charter)
	32

	Total number of Destinations (S&C)
	158

	Total number of Countries Served
	36


(c) The American Airlines New York route had been doing very well in the first three months of operation.  Hopefully the airline would be announcing future routes soon.

(d) Unfortunately, Maxjet ceased operating on 24 December 2007 after filing for Chapter 11 bankruptcy protection.

FACILITIES

(a)
Following the accident involving the coach and the PTI, the damaged area had now been repaired and re-opened to the public.  The Café Alba unit had also been installed and was fully operational.  STAL had also installed four internet desks for passenger use.
(b)
The project to improve all the way finding in the Mezzanine area was nearing completion, with most of the signage now fully illuminated.

(c)
The FIDS project continued, with all the old monitors in the three Satellites being replaced with new flat screen technology (approximately 140 screens).  So far, Satellites 2 and 3 had been completed.  Work was due to start on Satellite 1 within the next few weeks.  Part of the installation included new illuminated gate signage.

Following this work, STAL would also be installing new screens in the Satellite 3 forward lounge, which had previously only had summary screens.

The whole project should be complete by the end of March and it would deliver a fantastic improvement to the Satellite buildings, making gate identification much easier for all customers.

(d)
STAL continued to replace all the x-rays in the Hold Baggage System, which was a six/eight month project.  This required each side of a check in island to be out of service for three weeks.  The check in desks could still be used to carry out the transaction; however the bags must be transported to the second Out of Gauge Belt.  STAL worked closely with airlines to try and ensure minimal disruption to passengers.

So far, work had gone reasonably smoothly and was scheduled to be completed by June 2008.

(e)
Although, inside, STAL was seeing minimal problems with the smoking ban, it did continue to have problems out on the Terminal forecourt.  A number of initiatives were being tried to encourage passengers away from the entrances, including ‘hatched floors’, dedicated seating area, outdoor café seating and new way finding.  STAL would continue to monitor and trail initiatives.


STAL was also working with its business partners to stop staff using the forecourt, and to use the staff facilities provided.

(f)
The new role of Cleaning Co-ordinator that was created within the Logistical Team had started to pay dividends, with a visible difference in some areas.  Obviously, there was a long way to go, but the much closer working relationship with the cleaning contractor was clearly the way forward.

(g)
The complete refurbishment of the key toilet blocks to a new standard was due to commence in April, and be completed by December.  Once these were completed, STAL would roll out a programme to complete the rest over the next 18 months.  This significant capital investment demonstrated the importance placed on these key customer facilities.

(h) STAL was installing 10 new air bridges on Satellite 1, which was due to start in February and be completed in June.

SAFETY

(a)
STAL held a ‘health week’ before Christmas, which attracted 1,200 staff.  Standard health checks were provided (blood pressure, cholesterol, etc) as well as advice on a much healthier lifestyle.  The attendance was much higher than expected (nothing to do with the free curry provided) and would be repeated this year.

(b)
Following the coach accident at the PTI, a number of safety barriers had been trialled, with the selected solution to be installed shortly.

(c) STAL was in discussion with Essex Police on the safe disposal of CS Gas canisters that were discovered during security checks.

(d) STAL had received a few complaints about the noise of the recently installed hand dryers in the toilets and, as a result, carried out monitoring checks.  They were found to be compliant.  For information, it had also received a number of compliments about the same dryers, due to their effectiveness.

SERVICE

(a)
Passenger numbers decreased by 8.6% in December, bringing the moving annual total to 23.7 million.

(b)
STAL had had a very successful operation over the Christmas period, which was backed up by a security queuing SLA of 98%.
(c)
The recent trend of a normal level of complaints continued, although there had been fewer compliments than usual.  The focus was still on security waiting times and staff attitudes.

(d)
The Border and Immigration Agency reported a good operation over the Christmas period, due to the additional staff it had recruited.  Further staff were expected in time for the Summer peak.  STAL was working much closer with the agency, and was looking at ways it could use its forecasting expertise to assist the agency with its rosters, to further maximise staff efficiency.

(e) Over the last few months, STAL had seen an increase in the amount of passengers using the on-line check in, to approximately 10% of total passengers.
SECURITY

(a)
There were zero deficiency notices from the DfT over the three month period.

(b)
The Security SLA for October was 94.8%, November was 98.6%, and December was 98%, all above the target of 95%.
(c) The standardisation project continued in security, with all the new archway metal detectors now installed.  New x-rays were in the process of being installed in a phased approach, to ensure minimum disruption.  New flooring, etc. was also being installed – the idea being a standard product across all BAA airports.  As part of the product, Security Officers were trialling a new uniform.  This was expected to be rolled out in May.

INCIDENTS

There were no incidents to report, although five aircraft had been diverted as a result of the Boeing 777 incident at Heathrow on 18 January 2008.
ANNEX “B”

(Minute 10)

Report by the Head of Retail Travel Services

TERMINAL AREAS
Shops

The start of the New Year had seen French Connection close, with work going on now for Reiss to fit out the unit ready for opening just before the Easter break.  World Duty Free had started a complete refit of its main IDL unit which was due for completion in April.  Normal trading would be maintained throughout.
Catering/Food and Beverage/Smoking Ban

Pontis Forecourt Offer

Pontis was now providing a seating area and a table service offer for those passengers wishing to smoke and spend time on the forecourt.  The area currently being used was a temporary design and STAL was working with Pontis on providing an improved offer for this space.

Cafe Alba

The unit based in the waiting room of the coach station opened on 24 January.  It had been trading well and had received positive comments from both passengers and staff.

TTT/TravelEx

Bureau de Change operator TravelEx would be leaving the Airport.  TTT would be taking over all the existing TravelEx units, so there would be no loss in this provision to the passenger.  STAL was also investigating the possibility of installing cash machines which would be able to dispense Euros, thus providing a quick and easy way for passengers to but Euros.

EXTERNAL AREAS

New Car Rental Back-up Facility 

Construction work for the erection of a new fourth back-up facility on the Coopers End Road site commenced in January (slightly later that previously envisaged), with the facility being completed and operational from Summer 2008.  This scheme developed the current vacant site provided as part of the original project, which was completed in February 2006.
New Taxi Back-up Facility

Work on the old Car rental back-up facility had now been completed, creating a fit-for-purpose consolidated back-up facility for the Airport’s private hire concession.  This facility was operational from November 2007.
__________________
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