STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Thursday, 29 January 2009
The meeting commenced at 10.15 a.m.

MEMBERSHIP

	*
	Mr R Gilbert (Chairman)
	Independent

	*
	Mr A Chalmers
	Representative of STACC

	
	Mr T Fegent
	Representative of STACC

	
	Mr N Harley
	Representative of STACC

	*
	Mrs B Hayter
	Independent

	*
	Mr P Leeder
	Independent

	*
	Mr P Odrich
	Independent


(* present)

Mr K W S Ashurst, Committee Chairman, was also present.

Representing Stansted Airport Limited (STAL)
	
	Mr J English
	Head of Retail Travel Services

	
	Mr J Harrison
	Customer Insight Manager

	
	Ms L Wilson
	Performance and Planning Manager

	
	
	


Representing Secretariat

	
	Mr G Redgwell
	Secretary to the Group


1.
PRE-MEETING TOUR

Members had undertaken a pre-meeting tour of the baggage sortation area in the Undercroft and the Automated Barrier Control system in the border control area.

2.
APOLOGIES FOR ABSENCE
There were apologies from Tony Fegent and Nigel Harley on this occasion.
3.
MINUTES

The Minutes of the meeting held on 29 October 2008 were confirmed as a true record.

4.
CAR PARKING ARRANGEMENTS AT THE AIRPORT
The Group received a presentation by Kevin Midgely, Retail Manager for External Areas, who detailed the current provision at the Airport; improvement works underway; and future proposals.

Current provision

There were 25,726 spaces for public use on site at present – 18,127 in long stay, 5,149 in mid stay and 2,450 in short stay.  There were no plans in place to increase this number at present.  Although spaces were provided, BAA continued to encourage passengers to use public transport to get to and from the Airport and currently 47% of passengers did so.
The number of transactions in 2008 was 3.2 million, made up of Long Stay 666,000, Mid Stay 331,000 and Short Stay 2,175,000.

Long Stay Car Park

The long stay car park was spilt into three zones – Red 7,039 spaces, Yellow 3,500 spaces and Blue 7,588 spaces.  This arrangement allowed zones to be closed in periods of limited use and, at present, only the Blue Zone was in use.  As well as speeding up journey times, this also enabled lighting to be turned off in zones not being used and refurbishments to be undertaken in those zones in safety.

A new entry and exit plaza was being constructed, plus a new control centre, customer reception area and entry gantry.  Improvements to the CCTV system were also being undertaken.

A total of 13 buses operated between this car park and the Terminal.  Seven of these were newly purchased Mercedes Citaro articulated buses, which could each carry about 120 passengers.   These were all wheelchair accessible.  The remaining six buses from the original fleet would be refitted shortly.

The Group commented on the importance of clear signage being in place.

Mid Stay Car Park

The capacity in this area would be reduced shortly to 3,664.  However, a total of 1,485 spaces would then be reallocated to a new product, this being a premium service for business parking.  Within the business parking area, passengers arriving at the car park would instantly be picked up and transported to the Terminal, with the process being repeated on arrival back at the Airport.  A number of Mercedes sprinter buses had been purchased for this role.

The entry and exit arrangements were also being upgraded, to improve more information to customers.  New buses had been purchased to speed up transfer times.

Short Stay Car Park

Given the improvements undertaken over recent years, only limited upgrading would be required this year.  This would include a third exit lane in the Pick Up area.  The drop off facilities outside the Terminal were sometimes used incorrectly by motorists picking up arriving passengers there, but there was no access to the Forecourt after the last departing aircraft on any day had left.

Mr Midgely was thanked for his presentation and left the meeting at this point.

5.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES
John English 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 Minute 6 below (to be read in conjunction with Annex “A”).

6.
TERMINAL AREAS
Members had walked through the extended arrivals area during their tour earlier in the day and complimented STAL on the quality of the new area.

At the request of Members, John English explained the arrangements under which units were let to retailers and the respective roles of BAA both corporately and locally.
7.
REPORT BY CUSTOMER INSIGHT MANAGER

Jeremy Harrison 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 Minutes 8 –9 below (to be read in conjunction with Annex “B”).

8.
SERVICE: AUTOMATED BARRIER CONTROL
The Group noted that a similar system was also being trialled at Manchester Airport.

Approximately 93% of Stansted’s passengers are EU nationals, making this a potentially very important development for the Airport.
9.
SECURITY
It was noted that the second reference to ‘October’ should read ‘December’ (shown correctly in these minutes).
10.
QUALITY SERVICE MONITOR (QSM)

A range of QSM figures were received.  The overall passenger ratings for each month in the final quarter of 2008 (out of a maximum of 5) were as follows:-

	Month
	Arrivals
	Departures



	October 2008
	4.04
	4.07

	November 2008
	4.13
	4.04

	December 2008
	4.05
	4.02


It was noted that:

· The relatively low scores in relation to trolleys related mainly to the refundable charge rather than the availability.  About 15% of passengers made use of this provision.
· The scores for the arrivals concourse should rise now that all the area is in operation.
11.
FEEDBACK CARD ANALYSIS

The Group received the monthly feedback statistics for the final quarter of 2008.  Statistical information obtained was as follows:-

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



	October 2008
	172
	152
	1:12,997

	November 2008
	105
	88
	1:15,311

	December 2008
	160
	81
	1:17,316


In 2008, there had been 37% fewer complaints than in 2007.  During the year, the complaints to compliments ratio was 5: 1 (66 complaints per million passengers compared to 13 compliments per million passengers).

12.
BAGGAGE DELIVERY STATISTICS
Figures for the final quarter of 2008 were submitted for companies providing baggage-handling facilities – Aviance, Servisair and Swissport (split between Ryanair and non Ryanair handling).  These figures were being influenced by increasing use of the self service facility by Ryanair passengers.

It was noted that a new handling agent (Menzies) would be entering the market shortly.

The Group was disappointed that, after a long period without any major concerns, some times of up to an hour for delivery of the last bag were now being shown.

13.
FLIGHT PUNCTUALITY STATISTICS

Figures for August – October 2008 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



	August 2008
	72
	15
	9
	4
	0

	September 2008
	82
	11
	5
	1
	1

	October 2008
	75
	14
	7
	3
	1


14.
FACILITY VISITS AND INDIVIDUAL REPORTS

A large number of issues of concern and interest had already been covered in reports submitted by STAL’s officers.  A number of additional points were now raised by Group members and are dealt with in Minutes 15 – 17 below.  Where possible, responses were given, as indicated in italics.  Other issues would be pursued and progress reported at the next meeting.
15.
OVERSEAS OPERATIONS
Peter Odrich reported on a recent visit to Malaysia, where he had had the opportunity to speak to representatives of the airline Air Asia X.  The airline was well aware of the innovative nature of airline operations in the UK and had clearly prepared its business model carefully.  It was also apparent that it expected many visitors from the UK to also make use of the Air Asia network within Asia and Australasia.

Peter also reported on a recent visit to Spain and mentioned the use of 20 minute free parking for pick-ups and some innovative use of the Fastrack system.

16.
LANDSIDE SEATING

In response to a question, it was confirmed that the amount of landside seating at Stansted, as at all airports, was limited, as passengers were encouraged to go through security and move on to airside.
17.
STAFFING LEVELS
Members queried the impact on staffing levels in the light of the downturn in the number of passengers.

It was confirmed that the downturn was impacting on the numbers of both front line and managerial staff within BAA Stansted.  Jeremy commented that he would be taking the opportunity to move on, although he might still be in post by the time of the next meeting.  Liz Wilson would then become the main officer contact with the Group.

Jeremy was thanked for all his work with the Group and Members wished him well for the future.

18.
DATE AND TIME OF NEXT MEETING

It was agreed that the Group’s next meeting be held on the morning of the next STACC meeting (to be agreed later in the day but will be in April).

19.
FUTURE PRESENTATIONS AND TOURS

It was agreed that the visit in April be to the car parks at the Airport.  This would commence at 09.00 am (meeting venue to be shown on next agenda).

As this visit would take some time, the meeting would start at 10.30 am rather than 10.00 am and no presentations would be organised.

Later in the year an area for a potential visit would be to the catering area.

The meeting finished at 12.30 p.m.

Chairman

ANNEX “A”

(Minute 5)
Report by the Head of Retail Travel Services

TERMINAL AREAS

Catering

Burger King had opened its unit in the new arrivals hall at the end of December.  The unit had received very good feedback from both passengers and staff and was performing very well.

JD Wetherspoon had introduced a meeter and greeter into its IDL unit.  This member of staff would be working 04.00 to 08.00 each day (with the exception of Tuesday and Saturday).  The main objective of this individual was to assist the single passengers who visit the unit and need help in reserving tables and the ordering process.  Positive feedback had been received.

Seafood Bar had extended its seating area to include a table service away from the bar.  This had been very well received by customers and, as a result, STAL would be looking at a new refurbishment to the unit.

Shops

Moneycorp had opened its unit in the new arrivals hall during December 2008 and was performing well.

Hackett was currently refitting its unit, which would deliver a new cutting edge design.  The unit would reopen in late February.

Sunglasses Hut would be moving and again delivering a new cutting edge design.  It would be trading from its current location unit the new unit opened.

Nation was leaving the airport as its business was primarily a distribution rather than a retail model.  The exit would allow changes to layouts and the introduction of a new retailer in due course.

WHSmith Airport Exclusive Books was trading well and had received positive feedback from both staff and passengers.  Additionally, WHSmith Books had taken over the Borders unit and this had been well received by customers.

World Duty Free had achieved record breaking sales on Christmas Eve and throughout December.

EXTERNAL AREAS

National Express/Cintra

The contract to provide ground transport and car park management was awarded to National Express/Cintra from 1 October 2008.  After some minor issues during the first week, they had performed very well, providing a more frequent service from the long stay car parks and bringing a new bus fleet to the Airport.

Car Rental

All four car rental units were now in the Arrivals extension.  Europcar/National, Avis, Budget and Hertz had all invested considerable sums into making their units ‘state of the art’, ensuring customer experience was enhanced by removing the barriers of a large desk and ensuring the area was more welcome.

Taxi

Checker Cars was now operating from a new unit in the Arrivals extension and had installed new systems and processes which allow taxi controllers to know exactly where their cars are at any time and thus provide a better service.  N addition, they were changing their driver’s contracts to give better flexibility in working hours, helping the Airport provide a better response in time of peak demand.

ANNEX “B
(Minute 7)

Report by the Customer Insight Manager
MATTERS ARISING

The following is an update on an issue raised at the meeting on 29 October 2008.

	Issue raised
	Action/response

	Standard of announcements in Satellite 3.
	This feedback had been passed to the Ryanair Station Manager, who had acknowledged this and had promised to monitor the calls made by the handling agency Swissport.


AIRLINES

(a)
New routes that had started recently or were due to start in the next few months were:-

	Airline
	Destinations

	
	

	Ryanair
	Basel (December 2008) and Lourdes (December 2008)

	Pegasus
	Istanbul – increased frequency (April) and Bodrum (May)

	Aegean
	Athens – increased frequency (December 2008)

	Air Asia X
	Kuala Lumpur (March)


(b) The start of Air Asia X flights on 11 March 2009 was very exciting news for the Airport, especially due to the fact that it opened up possible routes to the long haul network, such as Australia.

FACILITIES

(a)
The refurbishment of the key toilet blocks continued, with the International Baggage reclaim toilets opened in time for the Christmas peak.  BAA had already received a number of compliments about the new standard.  BAA was currently refurbishing the Departure Lounge toilets and had temporarily converted the landside toilets by VP8 into an airside facility, so as to not lose capacity in the departures Lounge.

BAA would also be enlarging and refurbishing the Satellite 3 arrivals toilets shortly.

(b)
A project was starting shortly to replace all of the Gate desks in Satellite 3.

(c) Approval had just been granted to add four additional FIDS screens in the Landside Arrivals area, and replace the FIDS in the O’Neill’s and Wetherspoon outlets, as well as removing the old FIDS in the Pontis unit.  This work should be completed by March.

(d) The Immigration Hall had now been fully refurbished, with new carpet and tensor barriers being installed.  Improved signage on the gantry was due to be installed in February.

SAFETY

(a) A project to install a fluorescent non slip tread to the nosing of all emergency exit stairs was underway at present.

SERVICE

(a)
Passenger numbers continued to fall slightly, with the current moving annual total at 22.4 million.

(b)
BAA continued to see a good service performance over the last three months, which was backed up by improved QSM scores in most key areas.  The Christmas period was a success, with the only challenge around the Ryanair Self Service Check-in procedure.  BAA staff assisted passengers with using the kiosk during this period.

(c)
Significantly fewer complaints had been received, and an increased number of compliments.  For 2008, the ratio of complaints to compliments was 5:1, which was well below the target of 10:1 and last years performance of 13:1.

(d)
BAA had installed six ‘Automated Border Control’ gates in the Immigration Hall for use by passengers holding EU biometric passports.  The six month trial went live on 11 December 2008 and on the whole had had a successful start.  Approximately 1,000 to 1,500 passengers per day were using the gates, with very positive feedback received.  BAA was currently looking at ways to increase usage, by increasing the profiles of the gates.  The ‘hosts’ were proving to be a key role in terms of usage and performance of the gates.

(e)
The performance of the PRM service was continuing to improve, with much better communication between the service provider (MITIE) and the airlines

SECURITY

(a)
Following the DfT’s security audit of the Airport during September 2008, there had been regular follow up meetings to ensure all recommendations were actioned.

(b)
The Security SLA for October was 99.7%, November was 99.9%, and December was 99.9%, all above the target of 95%.

(c) There were no deficiency notices issued.

(d) Trials were starting shortly on looking to improve the efficiency of the security operation (such as using one archway for two x-ray machines.

INCIDENTS

The main incident was on 8 December, when approximately 50 protestors gained illegal access to the taxiway and, as a result, the Airport could not operate for a number of hours.  This caused Ryanair to cancel its whole first wave operation, which affected approximately 4,000 passengers.  Although no one was injured, and business recovery was successful, there were always lessons to be learned from such an incident.

__________________
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