STANSTED AIRPORT CONSULTATIVE COMMITTEE

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

The meeting commenced at 10.15 a.m.

MEMBERSHIP

	*
	Mr R Gilbert (Chairman)
	Independent

	*
	Mr A Chalmers
	Representative of STACC

	*
	Mr T Fegent
	Representative of STACC

	*
	Mr N Harley
	Representative of STACC

	*
	Mrs B Hayter
	Independent

	
	Mr R Mansbridge
	Independent

	*
	Mr P Odrich
	Independent


(* present)

Representing Stansted Airport Limited (STAL)
	
	Mr J Harrison
	Customer Insight Manager

	
	Ms P Heffron
	Head of Service Delivery

	
	Ms J Vail
	


Representing Secretariat

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


49.
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 Maxjet lounge.

50.
MEMBERSHIP
The Group was advised that Nigel Harley had been appointed by the Committee to serve for a three-year period of office commencing on 1 May 2006.  The Chairman welcomed him to this, his first, meeting.
51.
APOLOGIES FOR ABSENCE
These were submitted on behalf of Richard Mansbridge.

52.
MINUTES

The Minutes of the meeting held on 26 April 2006 were confirmed as a true record.

53.
PRESENTATION
The Group received a presentation from Mr David O’Brien (Operating Director, Ryanair), who commented:-

(a)
as a representative of the Stansted Airline Consultative Committee; and then

(b)
as a representative of Ryanair.
These are minuted separately in Minutes 54 and 55 below.
54.
PRESENTATION ON BEHALF OF STANSTED AIRLINE CONSULTATIVE COMMITTEE (SACC)

Mr O’Brien advised the Group that SACC included representatives of the major airlines at the airport, and involved senior managers working at a corporate level.  It was different from the Airline Operators Committee, which focussed on operational issues.  He then reminded members that the vast majority of traffic at the airport was short haul and by non IATA affiliated airlines.

The main focus of the presentation was on BAA’s proposals (i) to maximise use of the existing runway; and (ii) for Generation 2.  SACC had taken advice from a consultancy in preparing its position and this could be found in the ‘York Aviation Report on BAA Forecasting.’

SACC’s stance was that:

· it supported cost effective development of the airport.

· it felt that the CAA’s role as a regulator of BAA plc had been too benign.

· there were arguments for ending BAA’s monopoly position, particularly at London airports.

· the Uttlesford District Council (as local planning authority) did not need to increase the number of ATMs at present, as the current limit was not close to being reached.  On passenger numbers, it could also agree an interim figure (say 30 million passengers per year) and review that figure once that limit was being approached.

· there were serious reservations about the accuracy of BAAs forecasting on future levels of demand.

· there was opposition to the proposals generally for Generation 2, and to the favoured Option (Option A) in particular.  SACC preferred a variation of Option D and felt that this was achievable at a cost of about £1 billion, compared with the costs of £3-4 billion mentioned for Option A. SACC also felt that the costs quoted by BAA were excessive and would lead to higher fares and, consequently, less passengers using the airport than had been predicted.

SACC had made known its views to the Uttlesford District Council, the CAA, the DfT, the Office for Fair Trading and to BAA’s new owners, Ferrovial.

55.
PRESENTATION BY RYANAIR

Mr O’Brien confirmed that Ryanair supported the stance taken by SACC; and rather more forcibly on some aspects, as indicated in its press releases.  As regards the operational aspects of the airline, he drew particular attention to the following issues:
· it had 40 aircraft based at Stansted at present.

· about 5% of passengers were using the web check in facility at present, with this percentage expected to climb dramatically.

· a charge had been introduced for baggage requiring to be carried in the hold of the aircraft.

· the airline did not propose to enter the long haul market.

Mr O’Brien was thanked for his presentations and left the meeting at this point.  The Group welcomed the opportunity afforded to hear airlines views on the way forward.

56.
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 Minutes 57 – 59 below (to be read in conjunction with Annex “A”).

57.
CARS LEFT UNATTENDED ON TERMINAL FORECOURT

Members reported that this was still happening.  STAL indicated that vehicles could be towed away if necessary.  It was agreed that clamping was not a viable option, as this then led to the available dropping-off area being restricted in size.

58.
FIRST AND LAST IMPRESSIONS TEAM

It was confirmed that this Team would be responsible for all passenger-related activity on the airport site outside the Terminal building.

59.
IMMIGRATION SERVICES

It was confirmed that these remained undermanned and caused lengthy delays on occasions.  This then had knock-on effects in baggage carousels not being cleared quickly and in ‘meeters and greeters’ being unaware where arriving passengers were.
60.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES

On behalf of the Head of Retail Travel Services, Paula Heffron submitted a written report on a number of developments, which is reproduced as Annex “B” to these Minutes.

61.
QUALITY SERVICE MONITOR (QSM)

A range of QSM figures were received.  The overall passenger ratings for each month in the second quarter of 2006 (out of a maximum of 5) were as follows:-

	Month
	Arrivals
	Departures



	April 2006
	4.1
	4.0

	May 2006
	4.0
	4.0

	June 2006
	4.0
	4.0


The Group noted some particular parts of the service scoring 3.5 or less.  It was acknowledged that several of these had been affected by the heavy use made of the Terminal during this period.
62.
FEEDBACK CARD ANALYSIS
The Group received the monthly feedback statistics for the second quarter of 2006. Statistical information obtained was as follows:-

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



	April 2006
	176
	144
	1:14,197

	May 2006
	225
	155
	1:13,641

	June 2006
	220
	152
	1:14,789


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.  Where STAL was clearly at fault for passengers missing a flight, compensation could be paid.
The Group also noted that the trigger point for reporting complaints to the airport’s Management Board had been raised from five to ‘more than seven’.  This was in line with arrangements at Heathrow and Gatwick and was a fairer reflection of the passenger volume now being achieved.  Trigger points in relation to airports outside London still remained at five.
63.
BAGGAGE DELIVERY STATISTICS
Figures for the second 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, although there had been a major technical problem on 25 July which had caused delays.
64.
FLIGHT PUNCTUALITY STATISTICS
Figures for February – March 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



	February 2006
	78
	12
	6
	3
	0

	March 2006
	75
	13
	8
	4
	0


65.
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 66-70 below.  Where possible, responses were given, as indicated in italics.  Other issues would be pursued and progress reported at the next meeting.

66.
BED AND BREAKFAST FACILITIES
In response to a question, it was confirmed that:-

Brochures for bed and breakfast facilities in the Bishop’s Stortford area were available at the information desk.
67.
CAR PARK ZONE D 
There had been queues to get out of this Zone.  It seemed that drivers had gone over the 15 minutes free parking period but had not realised that until they got to the barrier.  They then had to find a pay machine but often left their cars close to the barrier which, in turn, blocked other motorists in.
STAL would look at ways of re-inforcing the message about time limits and making payments before getting to the barrier.  There was no likelihood of the 15 minutes free parking limit being increased.

68.
CLEANLINESS

Concerns were expressed about the standards of cleanliness on occasions in the Immigration waiting area; the verges on the approach to the airport; in toilets; and on the forecourt.  However, some other areas had been kept very well maintained.

STAL would deal with areas under its control.  Other agencies involved would be advised of the Group’s views.

69.
TAXI SERVICES

In response to a question, it was confirmed that:-

Any pre-booked taxi could drop off or collect passengers at the airport. However, they could not tout for trade once at the airport, as the franchise for passenger-related work had been awarded to Chequer Cars.
70.
TROLLEYS

There sometimes seemed to be a lack of trolleys on the forecourt.

Signs had been put up showing where trolleys were available, but these would be looked at again to make sure they were visible from both traffic lanes.  Staff had been reminded of the importance of keeping the trolley store fully stocked.
No trolleys would be available in the vicinity of the outside traffic lane, as the adverse camber led to them rolling into the road and creating a traffic hazard.

71.
FUTURE PRESENTATIONS AND TOURS

The Group agreed that the pre-meeting tour in October 2006 should be a visit to the railway station.  Members should meet STAL’s officers outside the station ticket office at 09.00 a.m.   At the meeting there should (subject to a speaker being available) be a presentation on the proposals for the extension to the Terminal; and on the recent changes to the forecourt and the short stay car park.
For a future meeting, Members asked for a presentation on how fuel is supplied to the airport, and then on to the individual aircraft (the security aspects of this were noted and any such presentation would be minuted discretely).

72.
FUTURE SUPPORT ARRANGEMENTS FOR THE GROUP

Members expressed their appreciation to Paula Heffron for her help to the Group and wished her well for the future.

Jeremy Harrison and Jill Vail, who had been present today, would be the main support officers in the future.

73.
DATE AND TIME OF NEXT MEETING
This was confirmed for 10.00 a.m. on Wednesday, 25 October 2006.

The meeting finished at 12.20 p.m.

Chairman
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