STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 30 April 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)
	
	Mr J Harrison
	Customer Insight Manager

	
	
	


Representing Secretariat

	
	Mr G Redgwell
	Secretary to the Group


26.
PRE-MEETING TOUR
Members had undertaken a pre-meeting tour of the Satellite buildings, to pick up on recent developments.

27.
APOLOGIES FOR ABSENCE
There were apologies from Tony Fegent and Nigel Harley on this occasion.  Brian Yates from the Consumers Association was attending in Tony’s place and was welcomed to the meeting.
28.
MINUTES

The Minutes of the meeting held on 30 January 2008 were confirmed as a true record.

29. CAR RENTAL OPERATION
Introduction

The Group received a presentation from Dominic Turner of the Retail Unit accompanied by Donald Hayes of Avis and Donna Pearson of Europcar/National/Alamo.  They explained the operation in place at present, which dealt with 200,000 transactions in 2007.
Current position

The following information was considered:

· there were five operators at present, with a sixth arriving in the summer.  Each had a desk in the Terminal.

· a courtesy phone was provided for contacting off airport providers.

· the current operators had a wide range of vehicles, including some specialist vehicles for disabled drivers.  All worked together well and would recommend another provider if unable to provide a particular type of vehicle.  The relationship with STAL was also good.  Quality Service Monitoring by BAA and customer research carried out by individual companies always found a high score for this activity at Stansted.

· there were 500 park and return spaces located near the Radisson Hotel.  In addition, there were back up facilities on Coopers End Road.  Operators would look for a turn-round time of about 15 minutes.

· some operators had a ‘tie in’ with a particular operator and could be pre-booked when buying a flight ticket.

· vehicles were usually retained for six months.

· there are no upper age limits on who may hire a car (this is banned under the terms of the Disability Discrimination Act).

· each operator will have their own rules who whether to hire to drivers with penalty points on their licence.  They are not excluded from being able to hire as a matter of course.

Future provision
STAL had acknowledged that there was a need to improve facilities in the Terminal and also give companies a greater opportunity to advertise their additional services (such as the provision of satnav).  As a result, a new area for car rentals and taxi hire would be included in the Terminal extension which would be opening later this year (the current desks would be demolished and refitted for other purposes).  Each company would then have its own distinct area (pod) in company colours and be much more user friendly to the customer.  Each company would also be extending their use of internal arrangements for regular customers, enabling them to go straight to the car collection area without the need for paperwork to be carried out at the car rental pod.

The Group was pleased to hear that Stansted was seen as the leader in this activity in the BAA group.

Mr Turner, Mr Hayes and Ms Pearson left the meeting at this point.

30.
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 31 – 34 below (to be read in conjunction with Annex “A”).

31.
AIRLINES

It was confirmed that the Fly Cruise activity was comprised of charter flights.

32.
NEW AIRBRIDGES
It was indicated that this project would cost about £4 million.  Most of the steel from the old air bridges would be recycled.
33. ESCALATOR ACCIDENTS

It was reported that about 40 accidents per year took place whilst passengers were either on or were joining/leaving escalators.  The number of escalator accidents had decreased by 17% against the previous year.
34.
CHECK IN FACILITIES
It was confirmed that the on-line facility was available to passengers with hand luggage only.
Most of the automated kiosks would be sited in Zone J.  Their introduction would lead to the loss of some seating.  Security processes would be built into any kiosk system.
35.
ACCESS TO AIR TRAVEL FOR DISABLED PEOPLE AND PERSONS WITH REDUCED MOBILITY: CODE OF PRACTICE 2008
Introduction

On behalf of the Committee the Group considered a proposed revision to the existing Code, which was issued in 2003.  In addition, Jeremy Harrison updated the Group on how STAL was responding to this new Code and the related regulatory framework.  The formal implementation date was 26 July 2008, but BAA had decided to commence the new arrangements earlier.
It was clarified that, at present, the airport operator was responsible for these groups of passengers from their arrival outside the Terminal to check in.  They then become the responsibility of the airline (who uses a service provider) for all the time until the passenger had disembarked and had reclaimed their luggage.  They then become the responsibility of the airport operator again until they make their way off the airport premises.
Under the new Code the airport operator would handle the passenger throughout (i.e. from drop off point at the Airport until boarding their aircraft).  At BAA airports this arrangement would be managed by BAA but airlines would pay the costs concerned.  BAA was not allowed to make a profit from this activity.

At Stansted, STAL had appointed Mitie to undertake this work on a five year contract starting from after the last flight on 30 April 2008.  New equipment was being provided, including three Ambulifts, two minibuses, 80 wheelchairs and six c-max chairs.  Mitie would have a desk and waiting area in the Terminal and dedicated waiting areas would be provided in the Departure Lounge and Satellites.  Mitie staff would also have dedicated access to the Flight Information System.  Service Level Agreements had been set up with Mitie, in conjunction with the airlines, and these would include direct feedback from customers of the service.
Discussion
The Group made the following comments:

· The broad principles of the new Code are welcomed, as they clarify the position and remove previous ambiguities which had lead to court action.

· The Code contains a mixture of legal requirements and recommendations.  It does not, however, have formal legal status.  This is disappointing and it is hoped that a future revision of the Code may finally offer such status.
· As the actual means of transport (the aircraft) is exempt there is concern that a greatly improved situation on the ground may then be undermined by inappropriate or demeaning treatment of passengers onboard the aircraft (the Group had examples of such events).
· Passengers needed to be made aware of any derogations or special conditions contained in the Code (Paragraph 3.11) at the time of booking their flight ticket.
· It will not be practical in all aircraft to have an on-board wheelchair (paragraph 6.7).  Many of the aircraft operated out of Stansted could not do so.  Also, aircraft toilets are generally very compact and could not cater for a disabled person and helper.  This paragraph seems contradictory to Paragraph 3.16 in what is required from cabin staff.
RESOLVED:

That the Committee be advised of the comments made by the Group and invited to endorse those as its formal response to the consultation on the revised Code.

36.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES
On behalf of John English, Jeremy submitted a written report on a number of developments, which is reproduced as Annex “B” to these minutes.
37.
QUALITY SERVICE MONITOR (QSM)

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

	Month
	Arrivals
	Departures



	January 2008
	4.04
	4.16

	February 2008
	4.06
	3.99

	March 2008
	4.12
	4.03


It was noted that:

- the extension to the arrivals area in the Terminal would provide more space and alleviate some lower scores about crowding and availability of seats.

- smoking related questions would be dropped from future interviews as the Airport had no flexibility in complying with national legislation.

38.
FEEDBACK CARD ANALYSIS

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

	
	Total complaints
	BAA related complaints
	Complaints related to number of passengers



	January 2008
	128
	95
	1:15,255

	February 2008
	158
	135
	1:11,457

	March 2008
	140
	108
	1:16,891


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

· the figures showed a considerable improvement over those for the same quarter in 2007; and

· incidents on a small number of days (such as equipment breakdown) accounted for a high percentage of the complaints.

39.
BAGGAGE DELIVERY STATISTICS
Figures for the first quarter of 2008 were submitted for companies providing baggage-handling facilities – AGS, Aviance, Servisair and Swissport (split between Ryanair and non Ryanair handling).
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 and by comments made by Members.  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 would be pursued and progress reported at the next meeting.
Members referred to continued improved standards of cleanliness in a number of areas, particularly the railway station.

41.
AIRLINES
A member referred to an incident onboard a Ryanair aircraft recently and commented on how well it had been handled.

STAL would pass on this compliment.

42.
GENERAL SECURITY AWARENESS TRAINING SESSIONS
In response to a question, it was confirmed that these sessions were required under EU Regulations.

43.
CAR PARKING
Some misuse of disabled spaces was still taking place.
This had been mentioned at previous meetings.  STAL and the airport operators were working together to improve the situation.  There were occasions when a driver took their blue badge with them to use elsewhere (the car park operator should be advised of this in advance).

In response to a question it was indicated that an update on how off airport parking was being dealt with would be included in the officers’ reports at the next meeting.

44. REGULATORY REGIME
The Group noted the proposals being put forward by the Civil Aviation Authority, as the regulatory body.

45. SECURITY
The Fast track channel had been closed on some occasions.

It should be open at all times, although availability had been affected recently whilst some upgrading work took place.

46.
TROLLEYS

In response to a question, it was confirmed that STAL would start charging for trolley use later this year (probably from the end of May).  A similar system had been introduced at Gatwick recently.

The intention was to have better management of the trolleys, not to make money, as users would get their money back when leaving the trolley in clearly defined ‘parking ’areas.

About 30% of passengers made use of trolleys at present.

47.
FUTURE PRESENTATIONS AND TOURS

It was agreed that a tour of the Terminal extension be undertaken in July.

It was also agreed that a presentation be received from Mitie on the work it was undertaking (see Minute 35 above).

In October it was hoped to visit the baggage area below the Airport.

48.
DATE AND TIME OF NEXT MEETING

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

The meeting finished at 12.15 p.m.

Chairman
ANNEX “A
(Minute 30)

Report by the Customer Insight Manager
MATTERS ARISING

The following is an update on an issue raised at the meeting on 30 January 2008.

	Issue raised
	Action/response

	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.
	The forecourt was permanently staffed with a cleaner, who constantly patrols the forecourt collecting rubbish, particularly cigarette ends.

Pre-Immigration was visited on a more regular basis, after every peak movement, and would respond immediately to any calls from the Immigration Team (the area did not warrant a permanent presence but STAL would continue to monitor it.


AIRLINES

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

	DESTINATION
	AIRLINE
	COUNTRY
	START DATE

	Faro
	Ryanair
	Portugal
	1 April

	Pula
	Ryanair
	Croatia
	1 April

	Angouleme
	Ryanair
	France
	1 April

	Athens 
	Aegean Airlines
	Greece
	15 May


(b) EOS Airlines filed for Chapter 11 bankruptcy status on 26 April 2008, with the last flight leaving Stansted the following day.  This was very disappointing news for Stansted as EOS was an excellently performing airline, which had been looking to expand with planned flights to Dubai and Newark.

(c) STAL was in talks with a number of airlines, particularly concerning long haul routes, although nothing was confirmed at the moment.
(d) The Fly Cruise market was a growing business, with Fred Olsen managing a busy programme this summer.  Destinations included Miami.

FACILITIES

(a)
The project to improve all the way finding in the Mezzanine area was now complete.

(b)
The FIDS project was now complete, with all the monitors in the Satellites being replaced with new flat screen technology (approximately 140 screens).  Check in desks J and K had also had the old monitors replaced, which was providing a much sharper and more professional image for passengers.


STAL had seen an improvement in QSM scores as a result.

(c) STAL continued to replace all the x-rays in the Hold Baggage System, which was a six/eight month project.  It continued to run smoothly, without much disruption to passengers, and was on plan to be completed by June.

(d)
Cleaning continued to be a major focus, with continuous improvements being managed by the Cleaning Co-ordinator.  Recent improvements had been carried out in the Gate Area 81-88 toilets, with the air extract system.  The number of complaints about these toilets should reduce.

(e)
The proposed schedule for refurbishment of the key toilet blocks had been changed, to ensure all high capacity toilets were available over the Summer period.

(f)
The project to install 10 new air bridges on Satellite 1 continued, with the completion date of June still the target.

(g) 
The Terminal extension continued, and was still on target to handover the building on 30 June.  There would still be ongoing works after this date, especially in the Retail areas, but the majority of additional space would be available for operational use.

SAFETY

(a)
The First and Last Impressions Team had now trained all their CSAs in dealing safely with a vehicle incident on the airport grounds.  This focussed on assisting the passengers.
(b)
Following adverse customer feedback regarding the location of a trolley bay in the PTI, this had been moved to a safer location.
(c) Last year saw a 17% reduction in escalator accidents compared to 2006.  This was due to better management of flows, improved lighting, etc.  As this was the biggest passenger accident zone, STAL would continue to focus on this area.
(d) The number of reported physical assaults on staff had decreased.
(e) There had been an improvement in staff car park safety following a couple of accidents.  This was due to clear directional signage, sped limit signs, and increased monitoring.

SERVICE

(a)
Passenger numbers held steady in March, and the current the moving annual total was 23.5 million.

(b)
STAL had had a positive start to the year in terms of providing a good and efficient service to passengers, with only a handful of days where there had been some disruption – for example16bFebruary, where there had been baggage problems on island 5.  However, with the exception of those days, the rest of the service had been of a high standard, which was supported by QSM and feedback.
(c)
Significantly fewer complaints had been received, and an increased number of compliments.  The current ration of complaints to compliments was 5:1 for the first three months, which was well below the target of 10:1.
(d)
Immigration had also seen an improved service through the first few months, which again was supported by QSM and feedback.  STAL would experience some challenging days over the Summer, but was working very closely with the Immigration staff on managing those days.
(e)
The number of users of on-line check in seemed to have levelled off at approximately 15% of total passengers.
(f) Ryanair was moving to the common use check in product over the next couple of months, which would allow it to open check in earlier.  It was advising STAL that it would be looking to open all check in desks three hours before departure, compared to two hours at present.

Ryanair was also in discussion with STAL to then move on to ‘self service’ check in, whereby passengers would check in at an automated kiosk and any hold luggage would be taken to ‘hold luggage’ drop off points.  Timescales were still fluid on this, but it was likely that it would be in place towards the end of the Summer.  Approximately 80 kiosks were planned, and this would eventually be the only way that passengers would be able to check in.

(g) (Comments on Code of Practice incorporated into Minute 35.)

SECURITY

(a)
There was one deficiency notice from the DfT over the three month period.

(b)
The Security SLA for January was 98.8%, February was 98.4%, and March was 97.9%, all above the target of 95%.
(c) The standardisation project in security was almost complete. with all the new archway metal detectors and x-rays installed.  As part of the project, Security Officers were trialling a new uniform.  This was expected to be rolled out in May.

(d) Security had now been split into Teams, which it was anticipated would improve efficiency in Central Search.

INCIDENTS

There were no incidents to report.
ANNEX “B”

(Minute 36)

Report by the Head of Retail Travel Services

TERMINAL AREAS
Shops

There had not been many changes to shop units over the last quarter.  Reiss, and exciting and innovative women/menswear retailer, would open on 25 April, offering another quality clothing store.

The biggest re-fit was the work done to the main World Duty Free store, which would considerably increase the passenger experience in the store.  This was due to open on 23 May.  BAAA had sold World Duty Free but this was not expected to have a significant impact at a local level, with the store’s commitment to customer service remaining its top priority.

WH Smith would be extended in Satellite 2 and work would begin to double the size of the WH Smith unit in Satellite 3, which would relieve some of the pressure on this small store in the busiest Satellite.

Catering/Food and Beverage/Smoking Ban

Costa Coffee

Costa Coffee would replace Starbucks in Satellite 1 by the end of May.
Pontis Forecourt Offer

Pontis would be bringing new furniture into its forecourt offer, which would give it a ‘continental pavement café’ feel and look very good.  It was currently trading well and should do so with the onset of warmer weather.

Walls ice cream

STAL had recently introduced Walls Ice Cream vending machines which had been very well used.
Bureau de Change
TTT had now been re-branded to Moneycorp and would complete its refurbishment of all former TravelEx units by the middle of May.

STAL was currently identifying new sites for cash machines around the Airport, some of which would dispense Euros, as this is a basic customer need and STAL does not believe that it currently has enough machines.

EXTERNAL AREAS

Tender process
STAL was currently concluding the tender process to appoint a new operator for all public car parks at Stansted.  This contract would commence on 1 October and would be a service level agreement which rewards or penalises the operator depending on performance.  The purpose of this contractual style was that it would focus the operator on delivering for the passenger.

New facilities in Terminal
(These were explained as part of the presentation set out in Minute 29.)
Upgrading of car parks

There was a significant investment programme rolling through the next 12 months to upgrade and reconfigure both the Long and Mid Stay Car Park infrastructure.  The Mid Stay Car Park would offer two new products which address the needs of customers following research (a business offer and long stay express offer).

__________________
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