STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 27 July 2005

The meeting commenced at 10.00 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 Willliams
	Head of Retail Travel Services 


Representing Secretariat

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


65.
PRESENTATION BY EASYJET

Introduction

Wendy Harkess, General Manager, Stansted, updated the Group on the operations of easyJet at the Airport.  Members were reminded of Wendy’s earlier presentation (in July 2003 – Minute 82/03).  She also updated the Group on Issues effecting easyJet corporately.

Organisational issues

easyJet had decentralised many of its operations over the last two years.  As a result, Wendy had been based at Stansted since January and was responsible for the easyJet ‘product’ at the airport.  She was supported by a team, comprising:

· base captain.

· base cabin crew manager.

· service delivery manager (employed by the ground handling agent).

· five on-board performance managers.

looking after a crew base of about 500 (200 pilots and 300 cabin crew), plus dealing with staff employed by the ground handling agent, etc.

Operations out of Stansted

The airline based 13 aircraft at Stansted for the summer season and 11 for the winter.  After 2 August, all the fleet based here would be Airbus 319’s (with 156 seats and four cabin crew).  These would be all newly built aircraft.

Customer feedback so far had been very positive.  A particular benefit was that the A319 had a wider aisle than the Boeing 737, allowing easier movement within the aircraft.

A number of contracts had been changed or renegotiated this year, and Wendy drew attention to two in particular:-

(a)
ground handling : which had switched from Groundstar to Swissport in March; and 

(b)
passengers with reduced mobility : which had led to a new contract with Airfield Services.

She also drew attention to the links with BAA plc, which had improved since the last presentation.

Customer care issues

easyJet had become much stronger on customer care issues and felt that it was gaining competitive advantages from that.  This involved carrying out research to see what customers perceived as the airline’s strengths and weaknesses.  The airline had also changed its boarding processes, which had been well received by both passengers and ground handling staff, and was putting out clearer and higher quality announcements when calling forward passengers for flights.

Company issues

Wendy drew attention to the following issues:

· a number of changes at senior management level were occurring or would occur by the end of the year.

· the airline had recently carried its 100 millionth passenger.

· the airline was operating over 100 aircraft daily.

· the average turn round time for aircraft across all airports was 23 minutes (often less at smaller regional airports but greater at the busiest airports in the south east).

Questions raised by Members

The Group asked a number of questions, to which the following responses were made:

· The changes in the size of cabin luggage had been made only after extensive research and trials.  The regulating authority (the CAA) had given its approval.  The weight distribution consequences were taken into account when pilots trimmed the aircraft for flight.

· The change in the cabin luggage allowance was aimed particularly at business customers, who had no luggage to go in the hold.

· The larger cabin luggage had not caused problems for the airline other than at Christmas, where passengers had tried to take much more on board.  The rule might have to be reviewed over the next Christmas season to cope with this.

· The impact of EU Regulations on the airline when severe delays took place (as on 4 March) were considerable.  The airline had reviewed its practices in the light of events that day and would probably respond differently in the future.

· For the early morning flights, the check in desk was opened two hours before the scheduled departure time.  At other times of the day it was three hours.

· At present, the airline used Swissport’s check in system.  Changes to work with easyJet’s own system and for a ‘kiosk’ arrangement had been the subject of discussions with BAA plc.  The former system was hoped to come into operation during September.

· Internet check-in was not yet a possibility.  This was being looked at corporately by the company.

· In conjunction with Servisair, easyJet had recently opened an executive lounge.  It was too early to gauge the success of this venture.

The Group thanked Wendy for her presentation, and for responding to its questions, and she left the meeting at this point.

66.
MEMBERSHIP

The Secretary informed the Group that Messrs Fegent, Mansbridge and Odrich had been re-appointed to serve on the Group until 30 April 2008.  All were welcomed back by the Chairman.

67.
MINUTES

The Minutes of the meeting held on 27 April 2005 were confirmed as a true record.

68.
NEW CAR RENTAL BACK-UP FACILITY

Mr Williams clarified the position as reported in January (Minute 19/05) and confirmed that the location of this facility was not in the area where a road closure had been mooted.  In any case, such a closure was not envisaged at present.

69.
PRE MEETING TOUR

Members were reminded of the pre-meeting tour of the Long Stay Car Park.  Mr Williams was thanked for facilitating this visit.  Any questions raised by Members had been answered during the visit.

70.
PRESENTATION BY HEAD OF SECURITY

In the unavoidable absence of Nick Cole, this item was deferred to the next meeting.

71.
QUALITY SERVICE MONITOR (QSM)
A range of QSM figures were received.  The overall passenger ratings for each month in the second quarter of 2005 (out of 5) were as follows:-

	Month
	Arrivals
	Departures



	April 2005
	4.0
	4.1

	May 2005
	4.1
	4.0

	June 2005
	4.1
	4.0


72.
REPORT BY ENGINEERING AND TERMINAL GENERAL MANAGER
On behalf of the Engineering and Terminal General Manager, 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 Minutes 73-77 below (to be read in conjunction with Annex “A”).  The Group welcomed progress made in resolving issues of concern raised at the last meeting.

73.
BAA FUEL LEVY 

This had been incorrectly reported in parts of the press (with the decimal point having been moved and inferring that the levy was 41.2 pence per litre).

74.
TRAIN STATION CLEANING

The Group expressed its ongoing concern at the standard of cleanliness of both the station and individual trains.  ONE had agreed to monitor and carry out one-off cleans/litter picks if required, but as a rule it would have a four-weekly cleaning programme of the track and station.

75.
AIRLINES

Maxjet would be using a Boeing 767 aircraft.  Flights to Newark were due to commence in October.  Should services be successful, the airline could be operating five/six flights a day by next summer.

The Zoom service would operate on Fridays.

The Canadian Affair service was a Charter operation.

The EOS aircraft would be a 48-seater.

76.
FACILITIES : PROJECT SPARKLE

Disappointingly, the improved facilities were not yet being reflected by better QSM scores.

77.
FACILITIES : PASSENGER TRANSPORT INTERCHANGE (PTI)

The project timetable had slipped, with works now due to commence in January 2006.  It was envisaged that work would continue for 26 weeks.

78.
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.  Some items in the report were supplemented orally and details are set out in Minutes 79-82 below (to be read in conjunction with Annex “B”).  The Group welcomed progress made in resolving issues of concern raised at the last meeting.

79.
NEW TAXI OPERATOR

Mr Williams explained the fare structure and service in operation and the reasons for offering a contract to a single operator only.  He also explained the tender process and appointment of Checker Cars from 30 June for a period of five years.

80.
SHORT STAY CAR PARK (SSCP)

Some preliminary details of the SSCP reconfiguration were given, in advance of a more detailed report to the next meeting.  This would clearly be a major project.

Whilst the Group welcomed many of the proposed works, it expressed its concern at any change which might supersede the current arrangements whereby passengers can be pick up in Zone D without charge to the driver of the vehicle if done within 15 minutes.  It asked that this concern be made known to the Project Team for this proposal.

81.
CAR RENTAL BACK-UP

The proposed completion date for this project was 5 December 2005.

82.
FORECOURT

The Group asked for a presentation on the final scheme to be given at the next meeting.

83.
FEEDBACK CARD ANALYSIS
The Group received the monthly feedback statistics for April to June 2005.  Statistical information obtained was as follows:-

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



	April 2005
	104
	69
	1:25,657

	May 2005
	132
	75
	1:25,338

	June 2005
	149
	99
	1:20,307


The Group noted those categories receiving five or more complaints in a calendar month, which must be reported to STAL’s Management Board.

84.
BAGGAGE DELIVERY STATISTICS
Figures for April to June 2005 inclusive 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, figures remained at a very high standard of provision.

It was confirmed that Servisair’s main client at the Airport was Air Berlin.

85.
FLIGHT PUNCTUALITY STATISTICS
Figures for January – February 2005 inclusive were submitted in respect of the four major southeast airports (for departures only).

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 departing within x of time



	Month
	0-15 min
	16-30 min
	31-60 min
	61-180 min
	180min plus



	January 2005
	82
	10
	5
	2
	1

	February 2005
	71
	14
	9
	5
	0


86.
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 87-90 below.  Where possible, responses were given, as indicated in italics.  Other issues would be pursued and progress reported at the next meeting.

87.
CAR PARKS

The printed tickets in the SSCP often continued to be difficult to read.

This had been an ongoing problem.  It was hoped that the new arrangements reported in Annex ‘B’ would lead to an improvement.

88.
RAILWAY STATION AND TRAINS

Members continued to be disappointed at the overall standard of cleanliness.

This had also been raised earlier in the meeting – see Minute 74.  Sometimes, trains were only in the station for about 15 minutes between journeys, making it difficult to do thorough litter picks and cleaning throughout eight carriages within that time.

89.
SECURITY

Members were made aware of a recent survey of passengers, which had compared Stansted favourably with the other south east airports.

This was very pleasing.  A recent change had been an increased number of announcements about not leaving bags unattended.

Had any issues arisen following the recent changes back to using metal cutlery and being allowed some scissors in hand luggage?

No – the new arrangements seemed to be working well.

The Police seemed to be carrying out a number of stop and search checks.

This had always been the case and they were entitled to do so.  The stops can often bring to light the use of unsafe vehicles and road tax evasion.

Members also raised issues about their own security ID badges, which Paula undertook to pursue.

90.
TERMINAL FACILITIES

The current FID screens near the entrance were very helpful for people entering from the rail and bus stations.

This was noted.  However, these do lead to congestion near the entrance and, as mentioned in the Engineering and Terminal General Manager’s Report, new screens and gantries were being installed in an alternative location.

Was there any possibility of self-service check in kiosks being provided (this had also been raised during the easyJet presentation earlier)?

A system was being trialled in Terminal 3 at Heathrow.  A fundamental corporate issue needing to be resolved was whether any system should be run by BAA plc and operate across all airlines or whether individual airlines should operate their own systems.

There were often queues at the landside toilets.

This reflected the heavy demand on the Airport at present (with 80,000 passengers passing through on some days).  Project Sparkle was upgrading toilets but there were no immediate plans to provide additional blocks, although this was being reviewed.  Space constraints made this difficult to undertake.

91.
DATE AND TIME OF NEXT MEETING

The date and time of the next meeting was confirmed as Wednesday, 26 October 2005, commencing at 10.00 am.  The venue would be confirmed in due course but would probably be Enterprise House.

92.
FUTURE PRESENTATIONS AND TOURS

The Group agreed that the pre-meeting tour in October 2005 should be a visit to the Terminal, in particular to look at the new retail and catering developments and the updated Central Security Search area.  Members would meet STAL’s officers by Caffe Alba in the Terminal at 09.00 am.

At the meeting there should (subject to speakers being available) be presentations on:-

(a)
The Security Improvement Programme and the current advice being given to airport operators (Nick Cole).

(b)
Proposals for the forecourt (Matthew Finlay).

(c)
Short-stay car park reconfiguration – as part of the Report of the Head of Retail Services.

Some provisional topics for January 2006 were discussed and would be considered further in October.

The meeting finished at 12.35 pm.

Chairman

ANNEX “A”

(Minute 72)

REPORT OF ENGINEERING AND TERMINAL GENERAL MANAGER

MATTERS ARISING FROM LAST MINUTES

	Issues raised
	Action/response

	43.
BAA fuel levy
	When the new Terminal opened in 1991 new underground pipelines and facilities were built.  Fuel is cheaper piped underground than it is if brought in by truck.  There is a user charge levied at STAL, which is to pay for past, and future, fuel related infrastructure.  This is part of regulated revenue.  As from 1 April 2005 this user charge is 0.412 pence per litre.  There are six oil companies competing at Stansted and STAL’s prices are one of the cheapest in Europe.

	44 Security Improvement Programme
	Nick Cole, Head of Security, will attend the PSG in October to give a presentation.  He was due to attend in July but, with recent events, he has to attend a meeting with the Police.

	56 Ramp anti slip surfaces
	This was put down for safety purposes.  To date there have been no recorded accidents on the ramps attributed to this.

	62. Station cleaning
	Graeme Frizzell, Route Director, One, has confirmed that track cleaning takes place every four weeks by an external company who bio-spray the track.  This effectively reduces the waste to a safe substance which erodes away naturally.  The tracks are litter picked on a rolling programme every four weeks.  He confirms that they responsible for the area within the railway fence.  He can arrange for special one off cleans if required and inspects the area periodically himself.


AIRLINES

(a)
Skylink, the USA low cost carrier now called Maxjet, arrives at Stansted on Wednesday 27 July for the start of its proving flights out of Stansted on 29 July and 2 August.  First services will be to New York (Newark) and they hope to commence services to Florida in December.

(b)
Ryanair have announced nine new destinations from this Autumn:-

Grenoble and Poznan 23/09/05

Kaunas 22/09/05

Lodz, Gdansk, Bydgoszcz, Szczecin, Rzeszow, Bratislava 30/10/05.

(c)
Zoom, a Canadian carrier who operated from Stansted last summer, has transferred one flight a week from Gatwick, to operate to Vancouver for the summer.  They operate a Boeing 767 with 268 seats.

(d)
Turkish Airlines launched its new routes to Istanbul and Antalya from July, five times weekly.

(e)
Thomas Cook/Canadian Affair commenced one flight a week to Vancouver on 8 July until 14 October, an Airbus A330 with 177 seats.

(f)
EOS, a new all business class carrier from Stansted to JFK New York, commences its proving fights between 3 and 12 August.

FACILITIES

(a)
Work is now completed in the Departure Lounge to create six new retail outlets along the rear wall to complete the IDL refurbishment: Kurt Geiger, Millies Cookies, Body Shop, Accessorize, Voyager Games and Travelex.

(b)
Satellite 1 Departures refurbishment works have been completed and phase 2, to refurbish the Arrivals route, commences in September/October.  There has been a great improvement in the Satellite.

(c)
Project Sparkle – a refurbishment programme of six key toilet blocks – has been completed and has greatly improved them.  These include Sat 1 International (both blocks), Sat 1 Arrivals, Sat 2 International Arrivals, Sat 2 Domestic, and Departure Lounge East (by Windmill pub).  Phase 2 will start in mid-September, to refurbish an additional four blocks; Landside ladies and gents in check in, Arrivals pre Immigration, Sat 2 International Departures and Landside Arrivals by the Information desk.

(d)
The glass wall at Central Security search has moved forward, to allow the installation of new long feed roller beds.  The aim is to allow passengers space and time to prepare themselves for their security check and speed up processing.  A total of 11 roller beds will be in place by mid August, new flooring will replace the current blue and green flooring in the queuing area and new signage will follow for the front wall.

(e)
Escalator barriers have been installed on all escalators up and down from the train station and mezzanine levels to prevent passengers taking trolleys and oversize baggage on to escalators, with the aim of reducing accidents.  This was a health and safety project and is proving to be very successful.

(f)
New technology flight information screens/gantries are being installed in check in zones, to provide clearer information to passengers and to ease congestion at the front of the Terminal.  These will be complete by mid August.  Also, new FIDS structures are to be installed in the International Arrivals hall in October.

(g)
Onward travel information pods are to be installed in both International and Domestic arrivals halls, to allow passengers the opportunity to obtain and print out travel information.

(h)
New large onward travel signage is being installed on the glass panels at the front of the Terminal during September, to direct passengers to bus/coach/train/car parks, etc.

(i)
The old KLM lounge in Satellite 2 will soon become a Wetherspoon bar.

(j)
The tunnels from the short stay car parks are due to be refurbished in conjunction with the PTI project.  Work will commence in November/December on the central two tunnels; this will then be rolled out to the outer two in due course.

(k)
The PTI project commenced in June and works start in earnest in October, to provide an improved public transport interchange.

SERVICE

(a)
Passenger numbers increased by 9.2% in June, bringing the moving annual total to 21.58 million.

(b)
Generally, passenger feedback has been very positive with one compliment being received per three complaints.  It is pleasing to see very few complaints about security queues.  In June, no area received more than eight complaints.

SECURITY

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

(b)
Security SLA is currently running at 97.9% for July, with a moving annual total of 96.5% against a target of 95%.

(c)
This year’s seasonal Security staff recruitment commenced in April and the final course is underway.  About 80 new staff were recruited on permanent contracts.

(d)
Recent tragic events in London have resulted in even tighter vigilance at the Airport and a huge increase in the number of unattended and suspect items being reported.

INCIDENTS

There had been no major incidents to report since April.

ANNEX “B”

(Minute 78)

REPORT OF HEAD OF RETAIL SERVICES

EXTERNAL AREAS

New Taxi Operator

The airport private hire (taxi) concession agreement has been competitively tendered and, following the recent tender, a five-year contract has been awarded to a new operator.  Service, vehicle fleet, operating hours and tariffs remain unchanged for private hire customers.  Checker Cars is an experienced airport operator and is currently operating the Gatwick private hire concession.  The contract was handed over on 30 June and the transition between the incumbent and the new operator ran very smoothly.  This smooth transition was facilitated by the support received from Uttlesford District Council’s Licencing Officers.

Short stay car park reconfiguration

Options and programmes for the reconfiguration of Zones A-F are currently being explored.  It is anticipated that STAL will have a preferred option which it will seek approval for by the end of August.  Whilst STAL has no fixity on the final programme at this time it is the aspiration that these works commence by Autumn 2005 and be completed by Spring 2006.  Further details will be presented to the PSG when available in the autumn.

Short stay car park tender – new car park operator

The current Short Stay concession agreement terminates on 30 November and this contract is currently being competitively tendered.  Five car park operators have confirmed that they will be tendering for the Short Stay contract.  The new five-year contract for Short Stay Car Park will be awarded mid-August.  The incumbent Short Stay operator has not been invited to tender for this new contract.  Further, the new Short Stay contract will not be a concession style agreement as previously the case, but a management style contract which is KPI/SLA performance based.  This new style contract is currently in place at Gatwick Short Stay car parks, and has resulted in improved customer service and clean working and friendly performance.

Long Stay Entry/Exit Plaza Improvements

Installation of the new entry gantry now remains the only outstanding fit-out item for this project.  The project team and Developments are currently confirming details and programme for this remaining work.  This project has delivered enhanced levels of service and operational improvements to the Long Stay Car Park.

Car Rental Back-up

Construction works continue on this project and the completion date remains on programme for Winter 2005.  Initially this project delivers new wash, valet, fuelling and admin facilities for Europcar, Hertz and Avis car rental.  A fourth site will become operational.

Forecourt

A final forecourt scheme has now been chosen and work is progressing on the scheme’s final design.  The programme still needs to be confirmed, but it is expected that work will commence during the autumn.

SPARK Parking and Rental awards

The Parking and Rental awards (SPARK) were launched on 1 July across all BAA airports.  Over the next three months BAA will be rewarding excellent customer service across 12 categories for the Car Rental and Car Park operators.  The winners in each of the categories stand to win a cheque for £1,000 and a trophy presented by Richard Hammond (of Top Gear fame) at an awards ceremony at the Waldorf Hilton in November.

This rewards initiative has followed on from the success achieved with the catering awards scheme which has run over the last 18 months (Food and Beverage (FAB) awards).

INTERNAL AREAS

Trading hours – the summer trading hours remain in place until 29 October 2005.

Openings – STAL has opened four new specialist shops in the IDL.  These are Kurt Geiger (branded fashion footwear), Body Shop (skincare and beauty), Accessorize (female fashion accessories) and HMV (music and dvd retailer).

Refits – the landside Impulse Music store was refitted in early July 2005.

Catering

Millies Cookies has now opened as the final catering offer as part of the final phase development to the departure lounge.

Plans are still progressing for the opening of an additional JD Wetherspoon pub in Satellite 2.  STAL anticipates that this unit will be open for September 2005 and will trade as an Express Pub office.  Meanwhile, Caffe Alba continues to offer a coffee offer on a temporary basis but also now offer customers beer refreshments in both of their Satellite 2 locations.

The Restaurant Group will be taking over the old Gifts 4 All site and will be trading this as an Est Presso offer which will offer products in line with the Grab ‘n’ Go theme, which has been so successful at Stansted.  The trading date is to be confirmed but it is anticipated that this catering offer will be open by September.

The 2005 FAB awards have now come to a close.  The awards dinner was held on 23 June in Vinopolis and Stansted had nominations for five Categories, details as follows:-

	Most improved outlet
	Starbucks

	Cleanliness
	Pontis

	Best Breakfast
	O’Neills

	Customer Service
	Starbucks

	Best Wine by the Glass
	Caviar House


Stansted won the Customer Service category, with a member of Starbuck’s staff who was selected as the Employee of the Year.

Bureaux

Travelex is currently running a huge promotional campaign with Johnnie Wilkinson to promote its on-line pre order service.

TTT will be extending its trading hours in the Baggage Reclaim hall to ensure that all flights are being covered seven days per week.  Previously, trading hours have been restricted due to recruitment issues, which are now resolved.

Marketing

Summer promotion commenced 4 July and runs through to the end of August.  The promotion highlights that you can ‘find it at the airport’ – gifts for you, gifts for others, take advantage of tax free prices and shopping collection. Promotional staff and Blackjack will be helping to promote the promotion, wearing T-shirts with the coloured stripes, carrying out sampling for various retailers and caterers to add theatre to the lounge.

Harry Potter new book.  This was launched on 16 July.  Both Books etc and WHS have fully supported this launch, with various readings taking place for children within the Books etc store airside.

The Book Awards (in conjunction with Expedia.co.uk) launched on 4 July, allowing passengers to vote for their favourite read in each of the following categories – fiction, non-fiction, biography, children and travel guides.  Customers can vote by text.  On-line or voting forms are available in bookshops.  All entrants are placed into a free prize draw where they can win an Expedia.co.uk holiday to the value of £2,000.  There is a prize holiday available for each of the five book categories.  This promotion highlights the great range of books available at the airport bookshops and drives penetration into its bookshops.
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