STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 30 July 2003

The meeting commenced at 09.45 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)

Representing Stansted Airport Limited (STAL)
	
	Mr S Plent
	General Manager Terminal 

	
	Mr A Williams
	Head of Retail Travel Services


Representing Secretariat

	
	Ms A Day
	Essex County Council

	
	Mr G J Redgwell
	Essex County Council


70.
TOUR

The Chairman referred to the tour of the Railway Station undertaken prior to the meeting.

71.
STANSTED EXPRESS SERVICES

The Chairman welcomed Joanne Reid, Customer Services Manager, Stansted Express, who explained work being undertaken on the line between Liverpool Street and Stansted at present.

The West Anglia Route Modernisation (WARM) programme is now three quarters completed.  This has meant the line being closed on Sundays (plus occasionally overnight) for track maintenance and resignalling.  Coaches have been provided in lieu, leaving every five minutes from adjacent to Platform 10 at Liverpool Street.  A total of 90 minutes has been allowed for the journey although, in practice, it can usually be achieved in about an hour.  Work is scheduled to continue until February 2004 but there is a strong possibility that a full shutdown will be undertaken for four/five days in October, in order to bring the completion date forward.  If this occurs, it would then require only occasional closures thereafter.

Stansted Express has responded to the large number of early flights from Stansted by providing train services at 0430 on four days a week.  There is also a 0030 service from Stansted to London.  Due to demand, bus services are being provided at similar times on the other three days (as track capacity cannot be provided then).  The rail operator would wish to provide a 0330 service should the Regulator permit it.

The current rail franchise ends in 2004 and, after that date, will be part of a larger franchise covering East Anglia.  This is the subject of bids from three ‘preferred bidders’ at present.

Members then asked a number of questions, to which the following responses were given:-

(a)
25% of the service’s customers now use Tottenham Hale station.

(b)
Tottenham Hale has a (staff escorted) lift to the Underground network but no lift for the main line station.

(c)
All fares are regulated by the Strategic Rail Authority (Joanne undertook to look further at points raised regarding fares on different sections of the line; the additional cost of first class over second class fares; the ratio of first and second class accommodation; and first class passengers not being compensated when being asked to accept second class passengers in their compartment due to the rest of the train being full up).

(d)
The operator is obliged by the Regulator to provide a mix of direct services and stopping trains.

Joanne was thanked for her presentation, and for accompanying Members on the Tour, and now left the meeting.

72.
MEMBERSHIP

The Secretary advised Members that the Committee had deferred making an appointment for its third representative on this Group for the time being.

The Chairman passed on best wishes from Richard Smith, who wished the Group well in its future work.

73.
MINUTES

The minutes of the meeting held on 30 April 2003 were confirmed as a true record.

74.
QUALITY SERVICE MONITOR (QSM)

Some QSM figures were received.  The overall passenger ratings for each (out of 5) were as follows:-

	Month(s)
	Arrivals
	Departures


	April 2003
	3.9
	N/A

	May 2003
	3.9
	N/A

	June 2002 – May 2003 (average)
	N/A
	4.02


Attention was drawn to some activities where scores had been relatively low and

the following comments were made:-

Cleanliness

(see comments in Terminal General Manager’s report.)

Getting to and from the long stay car park

Additional bendy buses are to be provided.  In addition, more Marshals will be provided outside the Terminal to assist and direct passengers and a revised system of queuing for each of the bus stops is to be trialled.  Members asked if consideration could be given to rearranging the layout of the long stay car parks so that buses can access some zones directly, which is not possible at present.

Coaching airside

This remains unpopular with passengers but is favoured by some operators.

Delays in baggage reclaim

The situation has improved since these figures were prepared.  The problems during April have been well recorded and did bring about some adverse publicity in the media.

75.
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 76-81 below (to be read in conjunction with Annex “A”).  The Group welcomed progress made in resolving issues of concern raised at the last meeting.

76.
ZONE D OF THE SHORT STAY CAR PARK

The introduction of the free 15 minute waiting period has increased the effective use of this area.

77.
TORNEX UNIT IN THE DOMESTIC LOUNGE

These units cost about £70,000 each.  They are very efficient in areas with a low ceiling but would not work well in the Terminal itself, which has a very high ceiling.

78.
PARAMEDIC SERVICE

STAL would be interested in providing the service from an earlier start time, but this is not possible at present.

79.
RYANAIR OPERATIONS

The court case against Ryanair (and BAA plc as a second party) regarding its arrangements for the carriage of disabled passengers is due to be held in November.

80.
STAFF ID

Temporary ID passes will no longer be issued for periods of over five days.

81.
CLEANING

The new cleaning contract will be redrafted and shared between two contractors.

82.
EASYJET

The Chairman welcomed Wendy Harkess, Airports Network Manager, and Lisa Roblin, Head of Airports Operations UK, who gave a presentation on the history, culture and current operations of easyJet.

Wendy advised Members of the main figures behind the creation and current operation of the airline and the major landmarks since its establishment in 1995.  The next major event is the introduction of its first Airbus aircraft in September, the airline having been a Boeing operator only to date.

(At this point the meeting was adjourned, as the building had to be evacuated. The Chairman was unable to be present upon the resumption and, with the agreement of the Group, Mr Chalmers took the chair – Committee Manager.)

The ‘culture’ of the airline is based on the following principles:-

(a) It is people-based, with individuals encouraged to be creative and to share ideas.

(b)
It is IT-based, with the aim of being a paper less company.

(c)
There is a relaxed dress code (ie. no ties).

(d)
There is a flat management structure.

(e)
The company works with ‘partners’ and tries not to be dictatorial in its relationships.

(f)
The driving principle behind the operation is:-

Safety

On Time Performance

Cost

Knowledge to deliver

Service Delivery

easyJet now has about 3,000 employees, with 5,000 more employed by partner companies.

Members raised a number of issues regarding factual information, to which the following responses were given:

(a)
The airline’s business has doubled over the last 12 months, assisted by the take over of go.

(b)
There were few routes where easyJet and go were in competition.

(c)
The airline will operate 73 aircraft by mid August, all Boeing 737’s.

(d)
The airline is looking to increase its route network. It currently flies to 38 cities and will operate to Amsterdam from October.  Some 80 airports in Europe have expressed an interest in receiving flights.  The airline is not seeking to extend its operations beyond Europe.

(e)
There are 12 overnight bases.  It is crucially important to the airline to get its ‘first wave’ of aircraft away on time.  Delays then have a knock on effect for the whole day.

(f)
easyJet now has 15 aircraft based at Stansted.  It accounts for about 16% of the Airport’s business.

Members then discussed with Wendy and Lisa how the airline had operated since its take over of go and its move to the airport.  It was acknowledged that there had been problems, particularly in relation to:-

(g)
Baggage reclaim times.

(h)
Delays occurring and passengers being unaware of the reasons why.

(i)
No senior managers being available on site, having all been transferred to Luton.

(j)
A perceived fall off in the standards achieved previously by go.

Members also questioned whether the TV programme ‘Airline’ portrayed a suitable image for the company, whilst acknowledging that it had given it much publicity.  STAL officers confirmed that they would not agree to such a programme being filmed at Stansted.

These concerns were accepted and the remedial action being taken by easyJet, including reinstituting a management structure at Stansted, was noted.

Wendy and Lisa were thanked for their presentation and now left the meeting.

83.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES

The Head of Retail Travel Services submitted an oral report on a number of developments, which was subsequently received in writing and which is attached as Annex “B” to these minutes.  Some items in the report were supplemented orally and details are set out in Minutes 84-85 below (to be read in conjunction with Annex “B”).

84.
FORECOURT AREA

A full report about the longer term strategy for reconfiguring the forecourt area will be given at the next meeting by John Moore, Highways Manager STAL.

Further details of the short-term arrangements for the forecourt are set out in Minute 74 above.

85.
CAR RENTAL RETURNS

This area is now located in Zone G.  Zone F has reverted to being a public car park.  This arrangement will need to be reviewed when the railhead shunt is to be provided.  At present no fixed timetable is in place for the commencement of this project.

86.
FEEDBACK CARD ANALYSIS

The Group received the monthly reports for April to June 2003.  The information can be summarised as follows:-

	Month
	BAA related complaints
	Non BAA complaints
	Ratio of BAA related complaints compared to number of passengers



	April
	114
	125
	1:11153

	May
	170
	127
	1:9453

	June
	256
	154
	1:6501



The complaint average from July 2002 to June 2003, on a moving annual total basis, is 1:10186 (compared to a target figure of 1:5000).

87.
BAGGAGE DELIVERY STATISTICS

Figures for April to June 2003 inclusive were submitted for three companies providing baggage-handling services – Servisair, Aviance and Groundstar (split between Ryanair and non Ryanair handling).

88.
FLIGHT PUNCTUALITY STATISTICS

Figures for February – April 2003 inclusive were submitted in respect of the four major southeast airports.

The figures for Stansted can be summarised as follows (rounding up and down may mean figures do not add up to 100): -

Percentage of Flights arriving within x of arrival time
	Month
	0-15 min
	16-30 min
	31-60 min
	61-180 min
	180 min plus

	February
	69
	15
	8
	6
	1

	March
	76
	12
	7
	4
	0

	April 
	78
	11
	7
	4
	0


89.
BAA AIRPORTS VOLUNTARY COMMITMENT ON AIR PASSENGER SERVICE
On behalf of the Committee, the Group received the Performance Report for Stansted Airport for the period April to June 2003.

No comments were made, and the Report will now be submitted to the DfT.

90.
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 91-98 below.  Where possible, responses were given, as indicated in italics.  Other issues will be pursued and progress reported at the next meeting.

91.
TERMINAL AREA

There is limited publicity and advertising for the BT Open Zone.  Starbucks also operate a different system in conjunction with T-Mobile.

There are a number of out-of-date posters which should be removed.

92.
FORECOURT AREA

People are still congregating on the grassed area - This will cease when the longer-term forecourt changes are implemented, as the grassed area will not then exist.

The number of patrols by wardens and security staff needs to be kept under review - STAL would like to take over the responsibility for the traffic warden duties but does not have the legal powers to do so.

93.
CLEANLINESS

Some areas continue to have problems with cleanliness, including the entry area from the Apron to Satellite 1; the toilets; the glass partition at the Railway Station; and rubbish bins in the car rental area.

94.
AIRLINE CHARGES

The breakdown of the cost of flights as currently shown on bills needs much greater clarity.

95.
TROLLEY PROVISION

At present there are not enough trolleys easily available for passengers being dropped off in the ‘outside’ stopping lane, which has to be used by all when the El Al flight is present – This is acknowledged and it may be possible to make extra provision at certain times.  A new style of trolleys, with a braking mechanism, is to be provided.

96.
CHECK IN PROCEDURES

There continues to be congestion at peak times, with queues ‘snaking’ across the Terminal.

97.
SECURITY DELAYS

There are still delays in passing through security at peak times – A total of 240 additional security guards have been appointed, as against an original estimate of 110, to improve throughput.  CAA guidelines have been met throughout June and July.

98.
DEPARTURE GATES CATERING FOR A NUMBER OF FLIGHTS

There is often confusion at Gates where a number of flights are being boarded in a short timescale, especially Gate 83 -  Action is being taken to remove the partitioning at Gate 83 and open up the area, which should make it much clearer for passengers.

99.
DATE OF NEXT MEETING

It was confirmed that the next meeting should be held on the morning on 22 October 2003.

100.
FUTURE TOURS AND PRESENTATIONS

It was suggested that the next meeting be preceded by a tour of the cargo area (excluding the Fedex parcel service element which has been visited previously).

Members also suggested that speakers from Essex Police and the Immigration Service should be invited to make presentations.

The meeting finished at 1.05 p.m.

Chairman

Annex “A”

(Minute 74)

REPORT OF GENERAL MANAGER TERMINAL

MATTERS ARISING FROM LAST MEETING

The following is an update of issues raised at the Group’s meeting on 30 April 2003.

	Issues raised
	Action/response

	41.
Zone D SSCP Bay markings
	The disabled bays have been remarked and resigned with clearer, more visible signage.  Also, the no parking areas have been remarked and Meteor has carried out a no tolerance policy.

	57.
Flight Information Systems
	This was raised at the AOC meeting recently and all Handling Agents were reminded of the importance of updating information if it changes.

	59.
Overnight accommodation details
	Booklets are now available at the Information Desk.


FACILITIES

A project has been undertaken to enlarge and improve the facilities in the Domestic Lounge in Satellite 2 and this is now being completed.   As well as knocking down the dividing wall to create one large area, new carpeting and lighting has been installed and the area has been redecorated.  A “Tornex” unit, a catalytic filtration system, has been installed and this has improved the QSM scores for smoking areas with non smoking passengers, although STAL has had some adverse reaction from smokers.

The new chapel will be ready for use this week.

A further additional contingency X-ray machine has been provided in the goods route as part of the central search improvement works.

BUSINESS

Whilst passenger growth has slowed somewhat this financial year, the Airport is enjoying positive growth and has exceeded 17 million passengers in a rolling 12 months.  However, passenger year-on-year growth has now slowed substantially, being around 10% at present.

STAL has seen the benefit of over 240 additional seasonal security staff who have joined the team.  This has greatly improved the service standards at Central Search.  The combined Central Search area has opened, providing 13 X-ray machines.

PARAMEDIC

The seven day a week Paramedic cover commenced in June.  There is now a paramedic based at STAL from 0800 to midnight, to provide extended cover for airport users.  STAL has provided a vehicle for their use.  STAL is delighted with this arrangement and sees it as a major step forward in customer service.  During June there were 147 first aid calls, of which 36 required visits to hospital.

AIRLINES

Several new airlines have commenced services at STAL : Flying Finn to Helsinki, Icelandic Air to Reykjavik and Sky Europe to Bratislavia.  These developments are away-based carriers who operate the first sector into Stansted, which will help to spread workload.

STAL has been working closely with easyJet, which has brought in Managers to resolve some of the problems it has been experiencing and has seen an improvement in both check in queuing and baggage delivery times.

Ryanair operation, in particular punctuality, has improved substantially compared to last year.  The former Buzz residual services, which have been combined with existing Ryanair short runway destinations into Buzz Ryanair Stansted (a separate airline), have soon settled into a reliable operation.

STAFF ID

Criminal record checks have been introduced for new staff and will be extended to existing staff at a later date.  This, along with five year reference checks, is having a considerable impact on new staff being issued with ID passes.

SECURITY

As part of a range of Heightened Security Measures, the number of library random threat images, the frequency of application and the degree of difficulty has been increased.  This is intended to provide X-ray VDU operators with ongoing development.  This has inevitably further slowed the process.

Later this year all VDU operators will be required to attain a DfT competency standard and individuals performance will be available.

Stansted continues to perform well in the attainment of both external compliance and internal standards.

The Security Management structure is being considerably bolstered by the introduction of Security Duty Managers, two compliance auditors to be led by a Head of Security reporting to the General Manager.

CLEANING

Notice has been served on the cleaning contractor, ISS, due to continued poor performance.  During the month of June STAL received 37 complaints concerning toilet cleanliness.  The current contractor is due to complete on 3 November and, as an interim measure, it is intended to use Sodexho to assist with the workload.

‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑

Annex “B”

(Minute 83)

REPORT OF HEAD OF RETAIL TRAVEL SERVICES

MATTERS ARISING FROM PREVIOUS MINUTES

Car Park Cleanliness

The cleaning regime for the SSCP has been reconfirmed with Meteor Parking Limited and the boundaries of their responsibilities have been re-identified to include Zone G. Meteor have confirmed that they are undertaking rolling litter picking programmes from Zones A to G and that this will continue with a two man team.

Est Bar – Departure Lounge

The Operations Manager has been spoken to concerning the displays in the Est Bar.  Random checks have been carried out in this area and have found that Est Bar is covering the food that is on the counter displays.  This will continue to monitored by the Retail and Duty teams.

Table Clearance

All unit Catering Managers have been spoken to concerning the level of table clearance within their units.  The Managers are working hard to try and improve the standards but are struggling with the levels of staff they have on site at this peak time of year.  The problems have been caused by the introduction of the five year referencing and the Criminal Reference checks.

EXTERNAL AREAS

SHORT STAY CAR PARK

Zone D

The disabled bays within Zone D and the Pick Up area have now been completely re-marked and the existing pick up area has been extended in size.

A new directional flow system has now been fully marked and is operational and provides two independent circulation routes for both Zone D and the Pick Up area.  The works have also included increased branding to the Pick Up area, which can be seen from the main car park through road.

Car Rental Relocation

The relocation of the Car Rental Ready Return Area from Zone F to Zone G was completed in May and Zone F has now been returned to a public car parking zone.

The car rental companies have introduced reception cabins to their respective areas in Zone G and these cabins will be operational from August.

Operational issues with passengers parking in the Ready Returns Area have now been addressed with improved wayfinding.  The introduction of a penalty for people parking in the Area has been introduced to stop professional taxi drivers from abusing this new Area.

The road signage to the Car Rental Returns Area has been completely renewed, which includes the gantry over the forecourt.  The new signage strategy routes customers over the forecourt straight into Zone G for Car Rental.

LONG STAY CAR PARK

Forecourt 

The trial layout of the forecourt commenced this week and provides three picking up bus stops for the LSCP (one for each zone).

The trial will include the use of colour coded queuing barriers in order to assist with queue management during the peaks at the weekends. Permanent bus stops are currently being designed and these will be sized in order to give passengers a main focal point to walk toward in order to await the next car park bus.

Forecourt Marshals will be introduced from 1 August to 30 September, inclusive.  It will be the job of these Marshals to manage the orderly queuing for buses and ensure that queue jumping does not occur.  The Marshals will also be able to help customers with any queries they may have and will be in direct liaison with Meteor Parking.  They can therefore radio the control office if large queues are forming.

INTERNAL AREAS

GENERAL OPENINGS

There have been several new openings recently:-

Swatch (island unit in the IDL);

Tie Rack (temporary unit in ex-Glorious Britain site in the IDL);

Impulse (temporary unit in ex Books Etc in the IDL);

Glorious Britain (new unit (relocation) in the IDL);

Hamleys (new unit in the IDL with play area to follow shortly – H & S dependent); and

Past Times (landside relocation).

DEVELOPMENTS

The following concessionaries will be opening as part of the landside catering development:-

O’Neills will be operating an Irish pub.  This is due to be opened on 15 August.

Pontis will be operating an Espresso coffee offer.  This is due to be opened in mid September.

Pret a Manger will be operating a grab ‘n’ go offer.  This is due to be opened in late September.

ADVERTISING/MARKETING 

The Disney promotion is still operating.  A £10 spend in any retailer will receive a scratch card with prizes such as beach towels/key rings/luggage tags. etc being available immediately.  The main prizes are 15 holidays for families of four to Florida, all paid for.  In conjunction with this, STAL has ‘Streetmospheres’ this week entertaining passengers’ landside.  So far there have been 52 winners of small gifts.  Free give aways are being made to children as well, to keep them entertained.

In response to all the recent new shop and catering openings, landside wayfinding maps are currently being updated.

____________
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