STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 26 April 2006

The meeting commenced at 10.25 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

	
	Mr A Welch #
	Transition Leader

	
	Mr A Williams #
	Head of Retail Travel Services


(# for part of meeting only)

Representing Secretariat

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


27.
PRE MEETING TOUR
Members were reminded of the pre-meeting tour of the Terminal and Satellite One, when a visit had been made to the EOS lounge.

28.
MEMBERSHIP
The Group was advised that Ralph Gilbert and Barbara Hayter had been re-appointed by STAL to serve for a further three-year period of office commencing on 1 May 2006.
It was also noted that Keith Artus was likely to stand down from the Group as a representative of STACC when his period of office expired on 30 April.  Philip Leeder was thanked for standing in on a number of occasions as his substitute.

29.
MINUTES

The Minutes of the meeting held on 25 January 2006 were confirmed as a true record.

30.
PRESENTATION BY RYANAIR
This item was deferred, as the proposed speaker was now unavailable.

31.
INSPIRING SERVICE EXCELLENCE
The Group received a presentation from Alastair Welch, who described the reasons for the change programme currently being implemented by BAA plc at the Airport.  This was being undertaken under the name ‘Inspiring Service Excellence’.  It was confirmed that this was not a cost cutting programme, unlike those being pursued at both Heathrow and Gatwick,

As part of the changes, a new Customer Services Directorate was in the course of being set up, and the service structure for this is set out at Annex “C”.
Most Team Leader posts had been filled (as indicated in Annex “C”) and the supporting structure should be fully in place by March 2007.

The Group noted the current position and agreed to look at this issue again at the next meeting.  At that stage, it should be possible to clarify who would provide the officer support from STAL to this Group in the future.
32.
REPORT BY HEAD OF TERMINAL

On behalf of the Head of Terminal, Paula Heffron submitted a written report on a number of developments, which is reproduced as Annex “A” to these Minutes.  Some items in the report were supplemented orally and details are set out in Minute 33 below (to be read in conjunction with Annex “A”).

33.
FACILITIES

The new FIDS structure was welcomed, particularly as Ryanair no longer put gate numbers on its boarding cards.

It was noted that Internet check-in was usable by passengers with hand baggage only.  The number of passengers with substantial hand baggage was having an impact on the security QSM figures and, as a result, an additional 60 security staff were being recruited.  Staffing rosters were also being amended.

As a corporate policy, BAA plc had decided not to impose a smoking ban at its airports prior to this becoming a requirement under national legislation.  When that happened, smoking inside would be banned, but would still be possible outside the Terminal.

34.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES

The Head of Retail Travel Services submitted a written report on a number of developments, which is reproduced as Annex “B” to these Minutes.  A matter arising is dealt with in Minute 35 below.

35.
SHORT STAY CAR PARK RECONFIGURATION
Andy Williams gave further details of this project.

The work was being undertaken as the car park was no longer felt to be fit for purpose.  The six existing Zones would be merged into four new Zones, each with its own colour coding and ingress and egress.  With the work undertaken last year to expand Zone G, the final outcome would be a small increase in the number of spaces available.  There would also be much improved signage on the access roads to the car park, making it clear where spaces existed and how to reach them.

It was also reported that:

· All Zones would include an area for blue badge parking.

· The Zone designated for pick ups would still allow 15 minutes free parking but would carry a punitive charging rate for vehicles left there for longer.

· The size of the PTI area would not be affected by these changes.

· A customer service building would be provided, accessible by foot from all Zones.

· The number of payment facilities would be increased, some DDA compliant for use by people in wheelchairs.

· One Zone would include an area for motorcycle parking.

· There were no proposals to deck any parts of the car park in the foreseeable future.

Once implemented, these changes would then allow the access road to cater for through traffic.
36.
QUALITY SERVICE MONITOR (QSM)
A range of QSM figures were received.  The overall passenger ratings for each month in the first quarter of 2006 (out of a maximum of 5) were as follows:-

	Month
	Arrivals
	Departures



	January 2006
	4.1
	4.1

	February 2006
	4.0
	4.1

	March 2006
	4.1
	4.0


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

37.
FEEDBACK CARD ANALYSIS
The Group received the monthly feedback statistics for the first quarter of 2006. Statistical information obtained was as follows:-

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



	January 2006
	112
	84
	1:18,232

	February 2006
	103
	76
	1:20,846

	March 2006
	161
	121
	1:14,718


The Group noted that a large percentage of complaints received related to delays at security, and the action being taken to improve the situation was reported.  It was suggested that more announcements needed to be made when security was busy, to ensure that passengers allowed plenty of time to pass through and arrive at the departure gate in time for their flight.

38.
BAGGAGE DELIVERY STATISTICS
Figures for the first quarter of 2006 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, it was noted that figures remained at a very high standard of provision.
39.
FLIGHT PUNCTUALITY STATISTICS
Figures for October 2005 – January 2006 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



	October 2005
	81
	10
	5
	3
	1

	November 2005
	80
	10
	6
	3
	0

	December 2005
	70
	15
	10
	5
	0

	January 2006
	79
	12
	6
	3
	0


40.
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 41-46 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.

41.
FORECOURT
In response to a question, it was indicated that:-

Traffic wardens should not permit (a) cars to be left unattended on the forecourt; or (b) drivers to sit in cars and wait to pick people up.

There might be a need to close the forecourt on occasions whilst the reconfiguration work was taking place.  In that instance, drivers would be diverted to the ‘pick up’ area in the short stay car park.

42.
MAXJET
The website did not seem to be very user friendly

This could be raised when the Group visited the airline on a future tour.

43.
RAILWAY STATION

The standard of cleanliness was still poor.

ONE had been made aware of the Group’s concerns on a number of occasions and the issue could be raised again when the railway station was visited on a future tour.

44.
TAXI SERVICES

In response to questions, it was indicated that:-

(a)
Chequer Cabs was acquiring a Ford Tourneo with a manual ramp in mid May.  Until then it would continue to sub-contract work where a wheelchair accessible vehicle was required.

(b)
There had been no further problems of people touting for trade within the Terminal.  Should a local company be found doing this the appropriate licensing authority would be informed.

45.
TERMINAL
The seating in the arrivals area airside was in a poor condition.

This had been acknowledged and all furniture would be replaced over the next fortnight.

The large wheelie bins in Satellite One looked very unattractive.
There were located next to the lift shafts.  The number of locations was limited due to Fire Regulations.  The bins were intended for trade refuse rather than use by passengers.
The Starbucks premises were always very busy.

This unit was one of Starbucks busiest and was being refurbished to cater for the demands place upon it.
46.
TROLLEYS
There was sometimes a shortage of trolleys outside the Terminal.

47.
FUTURE PRESENTATIONS AND TOURS

The Group agreed that the pre-meeting tour in July 2006 should be a visit to the Maxjet Lounge (not possible earlier today).  Members should meet STAL’s officers at the Information desk in the Terminal at 09.00 a.m.

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

48.
DATE AND TIME OF NEXT MEETING
This was confirmed for 10.00 a.m. on Wednesday, 26 July 2006.

The meeting finished at 12.45 p.m.

Chairman
ANNEX “A”

(Minute 32)

REPORT OF HEAD OF TERMINAL
MATTERS ARISING FROM LAST MINUTES

The following was an update of issues raised at the meeting on 25 January 2006:-
	Issues raised
	Action/response

	
	

	18.
Litter on air bridges.
	Cleaners reminded.


AIRLINES

(A)
Maxjet, which commenced it’s 102 seat business class operation from Stansted to JFK on 2 November 2005, had commenced its Washington service four times weekly.

(b)
Pakistan International Airways had not yet confirmed an operation from Stansted.

(c)
Flyglobespan would add Athens to its destinations in May.

(d)
Blue 1, a part of SAS, launched a daily flight to Helsinki in March.

(e)
Air Berlin had commenced flights to Belfast twice daily as part of its transfer product between the UK and Germany.

(f)
Flyme had commenced a daily service to Gothenburg.

(g)
Atlantic Express would commence twice daily flights to Jersey in May.

FACILITIES
(a)
In preparation for this summer, work had started to demolish Body Shop, to create more space at Security Search.  Whilst this would not add additional x-ray machines, it would help throughput as it provided more space to process passengers.

(b)
The final phase of the toilet refurbishment programme had commenced, to give a “face lift” to the newer blocks within the Terminal.  Whilst these did not require the same level of work, they would benefit from improved lighting and general refreshing.

(c)
Satellite 1 arrivals route refurbishment would commence soon, to replace the carpet and wall finish and improve lighting, wayfinding and staircases.  The link bridges would be included, but not the airbridges, as these were part of another programme.

(d)
By summer, it was planned to have installed a large FIDS structure in the Departure Lounge by Starbucks, to further improve wayfinding in the lounge.  This was part of the strategy to improve wayfinding throughout the airport.

(e)
The tunnels from the short stay car parks were due to be refurbished in conjunction with the PTI project.  Work was commenced on the central two tunnels; this would then be rolled out to the outer two in due course.  It was envisaged that the work would be completed by June and this should see a dramatic improvement in the lighting and ambience of the tunnels.
(f)
The PTI project commenced in June 2005 and work had started in earnest to provide an improved public transport interchange.  It was planned to be complete by the autumn.

(g)
STAL was planning to build a second departure out of gauge belt for Easter 2007, and discussions were underway with the airlines and handling agents.

(h)
It was now envisaged that the Arrivals bay extension would be required for summer 2008.

(i)
Internet check-in had had a very good uptake, with 4,700 passengers using it in February and 13,400 in March.  Both Ryanair and easyJet offer it on all destinations now and feedback from passengers had been very positive.

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

(k)
At the beginning of May STAL would be moving the smoking area in Satellite 3 to the far corner (away from the main thoroughfare) to improve the atmosphere prior to a total smoking ban in public areas.  The smoking area in the FCF would be removed altogether.

SAFETY

(a)
Since escalator barriers had 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, there had been a reduction in the number of accidents.

(b)
During 2007 STAL would be banning smoking in all general public areas by travellers.  A working group had been set up to plan this.  STAL would provide an external area landside, and was looking at the feasibility of creating an airside external facility.  By 2008 it was likely that all staff smoking at STAL would be banned.

SERVICE

(a)
Passenger numbers increased by 1.3% in March, bringing the moving annual total to 22.24 million.

(b)
Generally, passenger feedback had been positive with one compliment being received per five complaints.  Three areas attracted more than five complaints in the month:  security queuing, security process and toilet cleanliness.  Security had struggled at peak times, with some lengthy queues, and a few difficult days resulted in a significant number of complaints.

SECURITY

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

(b)
Despite some difficult days, the Security SLA was running at 94.1% for April 2006, just under the target of 95%.

INCIDENTS

There were none to report.

________________________

ANNEX “B”

(Minute 34)

REPORT OF HEAD OF RETAIL SERVICES

TERMINALS AREAS

Landside 

Clarkes unit had had a refit and re-opened on 24 March.

Accessorize re-opened in the old Past Times site on 5 April with the original Monsoon/Accessorize Landside unit now converted into a Monsoon/Monsoon Kids offer as from 12 April.

La Senza opened its new unit in the old KnickerBox landside site on 2 April.

The landside Sock Shop unit had closed.  This site now had a temporary entertainment offer (Voyager) trading from the unit until a new retailer was agreed.

Airside

Catering

Prets had now completed a refurbishment of its airside unit.  The passenger flow had changed through the unit to improve the passenger experience and a new lower fridge had been installed, so as not to affect any sight lines from the Windmill pub.

Starbucks was commencing a refurbishment of its departure lounge unit.  They would be incorporating the Terminal seating area into the design which would improve standards and customer service of this area as they would be totally responsible for the cleaning of this new seating area.  During the fit out of this space, both Starbucks and Pontis would provide additional temporary offers to cope with capacity.

FAB Awards

All catering offers had been working hard towards achieving nominations for this FAB awards.  Pontis had been put through to the nominations for Best Barrista after attending a competition against all airport coffee operators.  Customer feedback from FAB awards customer redemptions showed that 83% of passengers believe the standards within catering to be excellent.

The DFT had given authorisation for metal cutlery to be reintroduced to the airside catering units.  There were specific guidelines which must be followed and a sample of the cutlery had to be submitted for approval before being bought back into the restaurant.  It was thought that Frankie and Bennie, Seafood Bar and JD Wetherspoon would be reintroducing this to improve the customer experience.

Retail Services

BHRC opened its new hotel reservation desk on International Arrivals in February and this unit had received some excellent feedback from both staff and passengers.

EXTERNAL AREAS

Short Stay Car Park reconfiguration

Work commenced on this major refurbishment project on 16 January and the project was now due to be largely complete by the end of May, with the final completion of the works scheduled for June.  The reconfiguration project would significantly improve the whole short stay customer experience (new barrier equipment, new CCTV, Automatic Number Plate Recognition (ANPR) technology, new pedestrian and vehicle wayfinding signage, VMS technology, etc).  Further, this reconfiguration and refurbishment project would enable STAL to introduce new short stay car park products, including Fasttrack and Valet Parking.  
Long Stay Car Park – Entry/Exit Road resurfacing works

Works commenced at the end of March to replace the failing blockwork between the Long Stay Entry/Exit plaza and the first roundabout (plus a small amount off each spur road).  This stretch of road would be replaced with a “black top” tar macadam road surface.  Phase 1 of these works was completed before the Easter Holidays, with the final phases due to be completed by early July.

Terminal Forecourt Reconfiguration

The Terminal forecourt reconfiguration project commenced on 24 April, with essential maintenance works being undertaken as Phase 1 between April and June.  The main reconfiguration and forecourt construction works would commence from June and were programmed to be completed during September.  Progress on this project would be covered in future reports to the Group.

New Car Rental back-up Facility

Construction of the new car rental back-up facility on Coopers End Road was complete and the new facility went into operational use from February 2006.

SPARK 2006 Parking and Rental Awards

Following the success of last years inaugural parking and rental awards SPARK 05, SPARK 06 was launched on 10 April for car parks and car rental operations across all BAA airports.  This award scheme would continue (from last years success) to reward and recognise the staff who work in this industry.  Customers and staff would nominate teams and individuals, who demonstrate excellent customer service across several categories for the period 10 April to 30 September 2006.  The award categories are as follows:
· Best overall car park operator

· Best overall car rental operator

· Most improved car park

· Most improved car rental station 

· Best team customer service – car parks

· Best team customer service – car rental

· Employee of the month/year – car parks

· Employee of the month/year – car rental 

· Best overall car park manager

· Best overall car rental manager

Category winners would be presented with a trophy and a cheque for £1,000 by Quentin Wilson (of TV and motor journalism fame) at a ceremony at the Waldorf Hilton hotel in November.
The SPARK awards had become an annual reward and recognition scheme for staff who deliver great customer service across all external retail businesses, with SPARK 06 set to exceed the great results of last year.

Annual Tariff – public car parks

In line with previous years, the annual tariff rise was applied on 1 February.  The new tariffs for each car park are shown below.  Tariffs remained at 2005 levels for customers parking up to 2 hours in the Short Stay Car Park.

Short Stay Car Park

Up to 15 mins free

15 mins–1 hour £2.80

1-2 hours £5.00

2-3 hours £6.70

3-4 hours £8.30

4-5 hours £8.80

5-6 hours £9.30

6-9 hours £11.80

9-12 hours £13.30

12-18 hours £16.90

18-24 hours £21.50

Every day thereafter £21.50

Mid Stay Car Park

£13.40 per day

Long Stay Car Park

£7.80 per day

MARKETING

Spring Campaign

March saw the implementation of the Spring campaign, commencing with the Value message for the month of March.

April supports the Taste message.  A Taste of Spring highlights products and offers from Pontis, Caviar House, WDF, Caffe Alba, F&B’s deli, JDW & Est Bar.  Retailer activity supports this campaign.

Football World Cup

This promotion would commence on 9 June and STAL would be supporting the event by showing the games within O’Neills and JDW pubs (within the IDL and Satellite 2).  Further, the TV event site installed outside NIKE and Boots would also be used to show the games.  Promotional activity would be taking place within the IDL, with promotional teams dressed in football kits and special offers within selected retail stores as well as a ‘keepy-uppy’ outside the WDF main unit.
Advertising
Hypertag had been installed as a trial concept within Satellite 2.  Hypertag offers to download a game onto your mobile phone for free.

Terravision had renewed its advertising sites and its leafleting spot within International Arrivals for the next seven months.

_____________________

Annex “C”

INSPIRING SERVICE EXCELLENCE – NEW CUSTOMER SERVICES DIRECTORATE
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Customer Services Director


[Christine Stewart}


(Mark Murphy)





Transition Leader [Alastair Welch]





Transition Leader [Chris Skelton]











Head of Operational Planning (Chris Knatt)











Airside General Manager [Dave Powell}





Head of Airside*


(Frank McCrorie)











Head of First and Last Impressions [Barry Carter}











Head of Terminal [Nick Cole]











Head of 


Security Compliance [Vacancy]











Head of Logistics


[Chris Skelton]











Head of Ops


Solutions [Kirsty Richardson]











Head of Health & Safety [Andrew Sneddon]





* Frank McCrorie, Succession Planning Appointment
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