STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 28 April 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 B. Yates, Chairman of the Consumers Association (and a member of Heathrow Airport Consultative Committee), was also present as a guest.

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

	
	Mr S Plent
	General Manager, Terminal 


Representing Secretariat

	
	Ms A Day
	Essex County Council

	
	Mr G J Redgwell
	Essex County Council


27.
MR BRIAN YATES

The Chairman introduced and welcomed Mr Yates, who was reciprocating a recent visit by Mr Fegent to the Heathrow Airport Consultative Committee and its Passenger Service Group.

28.
PRESENTATION BY AIR BERLIN

Introduction

Alexandra Rosiak, Manager of Ground Operations at Air Berlin, gave a presentation on the development to date of the airline and details of its current operations.

She explained that the airline’s aim is to be low cost but not no frills.  It was established in Oregon in 1978 by a former Pan Am pilot and undertook its first service (from Berlin to Palma) on 28 April 1979 (ie exactly 25 years ago).  In 1991 it moved into German ownership.

It now had 45 aircraft (34 Boeing 737-800’s, five -400’s and three -700’s and three leased Fokker 100’s).  All are quiet, economical aircraft and have a number of state of the art fitments, such as the TCAS avoidance system and winglets on the 737-800’s.

Passenger numbers in 2003 were 9.6 million and are estimated to rise to 11.6 million in this calendar year.  Income was €894 million in 2003, with an estimate of €1,000 million this year.  In December 2003, Air Berlin became the second biggest German airline, after Deutsche Lufthansa.

Operations

Air Berlin operates from 17 German airports, to a total of 45 destinations.  Three more destinations (Budapest, Constansa and Varna) will be added next month.  The Mediterranean area is a particularly important destination area, with 200 flights a week from Germany to Palma during the summer peak.  Air Berlin is now the major carrier at that airport.

Particular landmarks in operations have included:-

1989 – Joined IATA, thereby allowing interlining.

1998 – Started seat only sales.  The number of such sales was now about 50% of the total, with the remainder of tickets being sold via tour operators.

2002 – Launched ‘City Shuttle’ – a same time departure every day service between a number of German cities and eight other major cities in Europe (including London).  Stansted was chosen as the London airport and had proved popular with customers.  It suits the airline’s requirements well – there is easy access to London; the airport is very functional; prices are reasonable; and the facilities allow for quick turn round times.

Service provision

Air Berlin operates multi-booking facilities (i.e. via Internet, tele sales and travel agents), with facilities advanced seat reservation at the time of booking or seat reservation at check in.  Magazines and newspapers are available to read on board; free snacks and non alcoholic drinks are provided; and inflight shopping is available.

Particular facilities include priority treatment for unaccompanied minors and the disabled, and a frequent flyers programme with higher baggage allowance and a special check-in.  Aircraft are usually boarded via airbridges, with sequential boarding.  The handling agent has an important role to play in this and the airline’s philosophy is to appoint agents on long term contracts to ensure stability and confidence between the two parties. 

Questions and answer session

In response to questions by Members, Alexandra commented as follows:-

(a)
Apart from some flights to Egypt, all of Air Berlin’s operations are within Europe.  The longest flights are to the Canaries, which the Boeing 737-800’s can achieve without an intermediate stop.

(b)
The head office is at Berlin Tegel airport.  The company and associates has 2,200 employees.

(c)
A direct service between Stansted and Palma is now available.

(d)
Passenger loads to and from Stansted are now 65-70% and increasing.

(e)
The service to Hamburg had been closed, due to stiff competition on the route.

(f)
It is possible to link up to other routes by transiting through one of the German airports.

(g)
Earlier booking usually means a cheaper price.  Booking can be made up to 320 days in advance.

(h)
The airline had now established a strong brand name.

(i)
A new venture was being set up with Niki Lauda to establish a base at Vienna, for services to eastern Europe.

(j)
The Boeing 737-800’s cater for 184 passengers and are ideal for the airline’s needs for the time being. The – 400’s will be replaced by – 800’s shortly.

(k)
There is a limit of two unaccompanied disabled passengers on each flight for passengers needing to use a wheelchair to get to their seat, but no limit on other disabled passengers, subject to the safety of passengers as a whole not being compromised.

(l)
German airlines tend not to compete on the same routes and agree amongst themselves about which routes they will operate.

The Group thanked Ms Rosiak for her presentation and she now left the meeting.

29.
MINUTES

The minutes of the meeting held on 28 January 2004 were confirmed as a true record.

30.
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

	
	
	

	January 2004
	4.1
	4.1

	February 2004
	4.0
	4.0

	March 2004
	3.9
	4.0


Attention was drawn to some activities scoring 3.5 or less.  The effects of bad weather and peak time demands on space in the arrivals concourse were noted.  The arrival area is to be reconfigured, sacrificing a retail unit to create more space, and an extra bay will be provided in due course.  Passenger throughput is expected to reach 20 million during May and 22 million by the end of the year.

31.
REPORT BY GENERAL MANAGER TERMINAL 

The General Manager Terminal 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 32-36 below (to be read in conjunction with Annex “A”).  The Group welcomed progress made in resolving issues of concern raised at the last meeting.

32.
FACILITIES : PLASMA SCREENS

Modern technology means that the visibility of screens was now better.  No advertising would be shown on the screens but they will mention facilities available within the Airport.

33.
INTERNATIONAL ARRIVALS

The Immigration Service now checks the passports of all EU arrivals rather than the selective checks undertaken in the past.  A total of 15 additional staff were in training at present.

34.
AIRLINES

Budapest was proving to be a very popular destination.

easyJet services do not generally use ‘bridge loading’ but can make exceptions for wheelchair passengers.

35.
SECURITY

For obvious reasons, security was particularly tight for El Al flights at present.

36.
PROJECTS

More details of these projects will be provided at a future meeting.  It was noted that the London Airports Access Forum had raised some concerns about signing to and from the railway station.

37.
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.  Some items in the report were supplemented orally and details are set out in Minutes 38 and 39 below (to be read in conjunction with Annex “B”).  The Group welcomed progress made in resolving issues of concern raised at the last meeting.

Members had met the Head of Retail Services earlier in the day whilst touring catering facilities in the Terminal.

38.
CAR PARKS : ZONE G 

This will be open as an ‘overspill area’ during the summer.

39.
MAJOR SPORTING EVENTS 2004

There are likely to be chartered flights to Portugal for the Euro 2004 tournament.  Although Olympic-related promotions will be running, there are no scheduled flights to Athens and it is unlikely that chartered flights will operate to that event. 

40.
FEEDBACK CARD ANALYSIS

The Group received the monthly feedback statistics for January to March 2004.  

Statistical information obtained was as follows: -

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

	
	
	
	

	January 2004
	114
	96
	1:13,742

	February 2004
	112
	82
	1:17,776

	March 2004
	158
	111
	1:14,523


Concern had been expressed at the shortage of landside seating and efforts were being made to increase the number of seats available.  Stansted is unusual in that so many people remain landside for considerable lengths of time – it is not an issue which arises at either Heathrow or Gatwick.

41.
BAGGAGE DELIVERY STATISTICS

Figures for January to March 2004 inclusive were submitted for three companies providing baggage-handling facilities – Servisair, Aviance and Groundstar (split between Ryanair and non Ryanair handling).  Despite the demands on services during this period, figures remain at a very high standard of provision

42.
FLIGHT PUNCTUALITY STATISTICS

Figures for November-December 2003 inclusive were submitted in respect of the four major southeast airports.  It was confirmed that these are for departures only.

The figures for Stansted can be summarised as follows (rounding up and down many 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
	180 min plus

	
	
	
	
	
	

	November 2003
	79
	12
	6
	3
	0

	December 2003
	68
	17
	10
	4
	1


As requested, STAL officers will consider the possibility of providing punctuality statistics for arrivals.

43.
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 44-50 below.  Where possible, responses were given, as indicated in italics.  Other issues will be pursued and progress reported at the next meeting.

At the request of the Chairman, Mr Yates and Mr Fegent described the differences in arrangements for visits at Stansted and Heathrow Airports.  Both have adopted arrangements that suit the airport and Group in question.

44.
CAR PARKING ARRANGEMENTS

Some motorists continue to misuse the area set aside for disabled persons.

This is unacceptable and will again be raised with the car parking agents.

Bendy buses in London have been withdrawn following engine fires.  Is this a problem at Stansted?

No, but the matter with be bought to the attention of the bus operator and appropriate officers at STAL.

45.
CLEANLINESS

Whilst standards seem to have improved there are still one or two problems (ie TTS roof and overflowing bins).

Any shortcomings will be bought to the attention of the appropriate service provider.  The cleaning of the TTS roof is a difficult task but is in the schedule for this year.

Some greater clarity about the areas to be covered by the two providers is still necessary.

46.
CONNECTIONS

What percentage of passengers uses the airport to connect between flights?

It was about 12-13% at present and increasing slowly.  Should the percentage continue to increase consideration may need to be given to providing a transfer facility, but this was not an economical proposition at present.

47.
FLIGHT INFORMATION SCREENS

On occasions these sometimes show a gate as being open but, on arrival, passengers find no staff there.

It is accepted that this does happen.  Low cost carriers like to get passengers to a gate early, to help their punctuality.  Any abuses of the system will be raised with the airline concerned.

48.
FORECOURT AREA 

Some unauthorised buses were trying to stop outside the Terminal and drop passengers off.

This area is for use by buses serving the car parks only.  All other buses and coaches must use the coach park, which is advertised clearly.  Occasionally a dispensation will be given for a specified vehicle to use the area outside the Terminal (ie if carrying a large number of wheelchair-using passengers).

People still continue to use the grass area outside the Terminal.

This is not actively encouraged but is difficult to prevent.  Future proposals for the development of the forecourt and the construction of a Public Transport Interchange mean that this area will disappear in the relatively near future.

49.
PARK AND RIDE PROVISION

Will the new SAS-Radisson hotel make this provision?

This will be clarified.  Most hotels in the area offer this facility.

50.
RADAR SYSTEM

Area there any plans to update this system?

It is the subject of discussion at present (the member raising the question undertook to pursue this issue further directly with Dave Powell of STAL).

51.
RECENT INCIDENTS

In response to questions from a member, Paula Heffron explained the circumstances where:-


(a)
a traffic warden was struck by a vehicle on the forecourt; and 

(b)
a child gained access to the baggage conveyor belt system in the Terminal.

52.
DATE AND TIME OF NEXT MEETING

It was confirmed that the next meeting would be held on Wednesday, 28 July 2004, commencing at 10.30  a.m.   The meeting will be preceded by a tour, with Members meeting at the Information Desk in the Terminal at 09.00 a.m. and then visiting the SAS-Radisson Hotel, which should then be nearing completion.  It was agreed that, on this occasion, there will be no presentation at the meeting.

53.
SAS-RADISSON HOTEL

The Chairman drew attention to a letter he had received from STAL, indicating that a covered walkway was now to be provided between this hotel and the Terminal.  Members were reminded that this had been requested by the Group when the plans were first drawn up but not accepted at that time.

The meeting finished at 11.45 a.m.

Chairman

Annex “A”

(Minute 31)

REPORT OF GENERAL MANAGER TERMINAL

MATTERS ARISING FROM THE LAST MEETING 

The following is an update of issues raised by the Group on Wednesday, 28 January 2004: -

	Issues raised
	Action/response

	14.
Security Removal of Outer Coats –

Waiting Time
	A series of plasma screens showing removal of coats and packing electrical items, etc. and prohibited items is now operational.

Regulation airline service level agreement KP1 is being achieved for April.

	15.
Public Announcements
	Satellite 3 has been identified as the source of problems.  An automated system with extensive pre-recorded announcements has been included within the top five Customer Service Capital Projects for delivery in the new financial year.

	16.
Cleanliness
	Comment card numbers have reduced below the threshold number of seven complaints.

One of the two contractors is performing well and substantial progress on the deep clean programme is being made.  A contractual 90-day improvement plan has been issued for Satellites and other non-IDL areas.

	18.
Satellite 1 Refurbishment
	The formal request for capital works has been supplemented by scoping of works and is now a live project with the development team.  This project will be delivered in phases, with the departures carpet, ceiling, finishes and barriers being dealt with in the current financial year.


FACILITIES

(i)
As a trial, a contractor was arranged direct by Terminal Management to carry out a toilet make over at much lower cost than would be anticipated normally.  Both landside arrivals have been completed, with the results very effective.  Work on the 50% capacity increase to the arrivals reclaim block commenced on 8 March and will be complete by 29 May.

(ii)
A series of plasma screens has been fitted to provide enhanced passenger security information prior to central search.  This display also combines retail information concerning the offers in the lounge.

(iii)
Two plasma screens have been fitted to provide enhanced flight departure information in the orientation area in Satellite 1.  It is hoped to have a progressive upgrade of summary screens, given that many of the existing have now declined in clarity.

(iv)
On 16 February there was a roll out of a major software upgrade of the AOS flight information software to version 7.2.  This has involved the Terminal Systems Team in a great deal of work, with many early glitches now resolved, but some residual issues remain with the ARIS stand planning system.

(v)
In an effort to improve the departure lounge crowding score, the Terminal Team has joined with Retail to agree clear delineation of bucket seating areas and revise the general seating layout.  Cleaners and customer service duty teams have clear briefing as to the layout to which seating has to be re-instead.

(vi)
One of the key ‘clean working and friendly’ projects to delivery for summer concerns the upgrade of the Domestic Lounge heating and ventilation.  It seems that a long term solution cannot be concluded in time for this summer.  The Terminal Team will anticipate a properly designed temporary solution being developed and delivered in time for the warmer summer months given the severe service implications previously experienced.  

BAGGAGE

(i)
Baggage systems have been a source of considerable frustration to airlines in recent weeks due to closures as a result of the controls upgrade work and a series of unscheduled breakdowns which, in the most part, seem not to be related.

(ii)
The final phase of the baggage controls upgrade will take place between 25 April and 11 July.  The contingency arrangements are being planned with users and, as long as the remaining system remains robust, impact should be at a low level.  The departures out of gauge line with be closed 4-6 May, inclusive.  This will be very challenging and five Loppingdales staff have been arranged to support the transfer of baggage by cages via goods lift.

INTERNATIONAL ARRIVALS

International arrivals has proved to be a pinch point, such that severe passenger build up has occurred.  This has been due mostly to EU passport check process time increasing substantially.  A survey has been undertaken to quantify this impact and discussion concerning resource levels is currently taking place with the UK Immigration Service (UKIS).  A series of mitigation actions have been taken to relieve this risk.

AIRLINES 

(i)
Malev (the flag carrier airline of Hungary) has commenced a daily Budapest operation.  Sky Europe (an airline from Slovakia) has supplemented its Bratislava service with a Budapest operation, both of which are carrying strong passenger loads.

(ii)
Air Polonia has been pleased with loads on its service to Warsaw, sufficient to encourage it to add Gdansk to the Katowice and Poznan network from Stansted, Sky Europe will be operating a Warsaw service in competition from 16 June.

(iii)
easyJet has announced a drive towards a 20-minute aircraft turnaround.  In addition, it is to revert to closing check-in at scheduled time of departure less thirty minutes (rather than STD-40).  easyJet has commenced a new daily service to Basel Switzerland and a Llubljana service starts on 28 April, increasing Stansted routes to 25.

(iv)
At this Ryanair has not concluded its summer programme.  It is now using Girona and Rome Champino as away bases in addition to Frankfurt Hahn.

SECURITY

(i)
Security standards remain excellent, with no enforcement or deficiency notices issued by the DfT, who typically audit three or four times monthly.

(ii)
Threat Image Protection results have been on an improving trend and are the best in the BAA Group.  Covert tests are also very encouraging and compare favourable with most locations.

(iii)
A trial bringing forward boarding card check desks at Security central search has taken place.  This has the benefit of being able to engage with passengers at an earlier stage in the process and better control of hand baggage.

(iv)
Operation GAINLY took place recently with the security services at the airport and builds upon the new multi-agency integrated approach to risk and mitigation.  This exercise allowed hands on exposure to current potential threats and their detection.

(v)
The security section restructure is now in its final phase, with the Supervisory Team now being permanently attached to a particular area of the operation rather than covering all activities.

PROJECTS

(i)
A project to delivery increased landside arrivals concourse capacity has recently had broad project approval, with a favoured option selected.  This will essentially move Costa Coffee to the Whistlestop location, who will vacate completely.

(ii)
A first phase of domestic lounge heating and ventilation upgrade will be in place in time for the peak school holiday period.

(iii)
Work has been on-going to develop concepts to present to the May STAL Board, intended to make radical improvements to wayfinding.  Improvements have been piece meal in the past and the rather discreet approach within the Foster designed buildings is not working so well as hourly passenger flows have increased.

____________

Annex “B”

(Minute 37)

REPORT BY HEAD OF RETAIL TRAVEL SERVICES

MATTERS ARISING FROM THE LAST MEETING

Childrens Play Area

All actions from the earlier risk assessment on the play area are now complete.  In essence this means that:-

(a)
all soft toys have been removed.

(b)
new activity based toys, and touch screen entertainment and seating, is fixed to the floor.

(c)
supervision notices have been replaced.

(d)
entry-exit channel has been redesigned.

(e)
wall height has been increased.

(f)
terminal seating near the area has been placed to allow easy parental supervision.

It was concluded that it would be acceptable to place responsibility on parents to supervise their children whilst using the play area on completion of these mitigating actions.

A second risk assessment has taken place and acknowledges that the steps taken have had the desired effect to reduce risk.  It did, however, note that the supervision notices need to be re-positioned at a higher level, as they often become damaged in their current location.  This activity will be completed shortly.

EXTERNAL AREAS

Cleanliness

The Property Team is now in the final stage of the tender for the new landside cleaning contract.  In the interim, the Team has appointed a cleaning company that is carrying out litter picks on a daily basis.

Car Rental Returns Area

On 24 March the Car Rental Returns area was temporarily moved to Zone G of the Short Stay car park while Skanska completes the landscaping works for the SAS/Radisson hotel.  The Car Rental companies are scheduled to move back into their existing area on 28 April.

New Car Rental Back-up Facility

The target completion date for this new facility is Winter 2004.  The facility will provide administration, vehicle refuelling and valeting infrastructure to support the car rental operations.  Construction is anticipated to commence within the next couple of months.

Tariff Changes

The annual tariff increase went live on 1 February 2004 and affects the Short, Mid and Long Stay car parks.  Below are the new Stansted tariff charges:-

	Short Stay
	1 February 2004
	24 March 2003

	0-15 mins
	Free
	Free

	15 mins – 1 hr
	£2.60
	£2.50

	1 – 2 hrs
	£4.70
	£4.50

	2 – 3 hrs
	£5.80
	£5.50

	3 – 4 hrs
	£7.30
	£7.00

	4 – 5 hrs
	£7.80
	£7.50

	5 – 6 hrs
	£.8.30
	£8.00

	6 – 9 hrs
	£10.40
	£10.00

	9 – 12 hrs
	£11.50
	£11.00

	12 – 18 hrs
	£14.50
	£14.00

	18 – 24 hrs
	£18.00
	£17.50

	24.5 hrs
	£36.00
	£35.00

	48 hrs
	£36.00
	£35.00


	Mid Stay
	1 Feb 2004
	24 Mar 2003

	Daily roll up rate
	£12.50
	£12.00

	Daily prebook rate
	£9.50
	£8.50


	Long Stay
	1 Feb 2004
	24 Mar 2003

	Daily roll up rate

1 – 5 days
	£7.20
	£6.80

	Daily roll up rate

6 days +
	£6.80
	£6.50

	Daily Prebook (peak)
	£6.70
	£6.30

	Daily Prebook (off peak)
	£6.20
	£6.00


Long Stay Car Park

The long stay entry/exit plaza project is currently on schedule, with phase 1 due for delivery in June 2004.  These works comprise a new roundabout at the entrance (to replace the old T-junction), three new exit lanes, three new payment kiosks, improved wayfinding, a dedicated bus lane and improved lighting.

Phase (two new entry lanes) will commence shortly after the delivery of phase 1.

Short Stay Car Park

Work is being undertaken in the Short Stay car park to improve the day-to-day operation and customer experience.  Initiatives to improve way finding signage, to provide fresh new road markings and lighting, improve cleanliness, and upgrade the exit plaza, will 

INTERAL AREAS

Openings

Ted Baker opened its new unit in the IDL (ex Thomas Pink site) at the end of March.

WDF opened the Glenfiddich stand at the end of January, and received much trade press coverage following an official launch on 5 February.

Cotton Traders has been awarded the existing landside Salisbury’s site.  The new unit will open in June.

Developments

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

Catering

Caffe Alba has been awarded the Satellite 2 Domestic catering contract.  It is currently trading from a temporary unit while the fit out of its new coffee shop takes place.  This should be trading in early June.

J D Wetherspoons is going to trade an express offer from Satellite 2 International.  Designs are currently being looked at and this unit should be trading by July.  Wetherspoons is also currently trialling 24 hour trading for the airside unit.  It will be able to offer an express service that includes sandwiches, snacks, pastries and drinks between the hours of 22.00-04.30.  It is working on its kitchen operation to see if it can extend the hot food offer.  Starbucks will be manning the unit over a 24 hour period so that all flights are covered.

A Food and Beverage Award incentive scheme has been running across all BAA airports.  The purpose of the incentive is to recognise and reward all those that are performing well and to create some activity and motivation for the staff in the lead up to the summer trade.  There are six categories for awards: -

Best Overall outlet – Customer Service – Cleanliness -  Best wine by the glass – Best Breakfast – Best coffee.

The winner of each category will receive £1,000 which will be presented by Ainsley Harriet at an awards dinner in Vinopolis.  Employees of the month are also nominated from each airport and the winner will receive a cheque for £1,000.  Judging is covered by many different angles and includes:-

QSM feedback and results – Mystery shopper reports – Passenger voting – BAA Retail Operations – Sales performance – Leatherhead Food Institute – qualitative 

Passengers have the opportunity to win a meal at Gordon Ramsay’s Restaurant by completing feedback cards on their experience.  The feedback for Stansted has been very positive to date.

ADVERTISING/MARKETING

BT Open Zone

STAL is currently working with BT to have a dedicated advertised area within the IDL for laptop users, in order to help raise the awareness of the facility.  Linking in with this awareness, drinks mats have been produced for caterers.

Promotions

Spring promotion currently runs with Formula 1.  The theme around the promotion is ‘Glamour lifestyle’, with trips to Monaco 2005 to be won as well as prizes from their merchandise and Hewlett Packard products.  A mock-up Formula 1 car is in situ within the IDL outside NIKE and Boots – with supporting promotional staff to encourage passengers to participate.

As from 10 May, BAA’s Spring promotion will change to VISA Olympics.  The basis of the promotion is that, if you spend £5 or more, there is a chance to win tickets to the Athens 2004 Olympic Games courtesy of VISA.

Advertising

For the Euro 2004 football tournament, LG Electronics will be taking the area outside NIKE and Boots to install plasma screens to show the games live.  LG is also looking at sponsoring seating and handing out possible free gadgets.

Peugeot is installing a new model of car into the IDL, near to Starbucks and the TTS, for two weeks at the end of June 2004.

The Orange promotional team and stand will be back for July and August to help raise the profile of Orange during the summer months.

Terravision has renewed its contract for leafleting within the International Arrivals area.

Advertising above the Check-in desks will be rolled out to Check-in isle 5 as of mid May 2004.

EU expansion

A leaflet has been designed to inform all employees at the airport on the EU expansion and what impact it will have for BAA.  For Stansted, this is only 3% of passengers at present.

____________
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