STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 30 July 2008
The meeting commenced at 10.10 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 P Leeder
	Independent

	*
	Mr P Odrich
	Independent


(* present)

Mr K W S Ashurst, the Chairman of the Committee, was also present.

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

	
	
	


Representing Secretariat

	
	Mr G Redgwell
	Secretary to the Group


49.
PRE-MEETING TOUR
Members had undertaken a pre-meeting tour of the recently opened extension to the Terminal building.

50.
MEMBERSHIP
The Secretary advised the Group that Peter Odrich had been re-appointed for a further three year term of office by STAL.  At it’s meeting later in the day the Committee would be invited to re-appoint Tony Fegent for a similar period (subsequently agreed – Secretary).

51.
APOLOGIES FOR ABSENCE
There were apologies from Nigel Harley on this occasion.
52.
MINUTES

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

53.
PASSENGERS WITH REDUCED MOBILITY (PRMs)

Introduction

The Group received a presentation from Matthew Fieldhouse, Sales and Commercial Manager, and Jackie Higgins, Contract Manageress at Stansted, describing the work being undertaken by MITIE following the award of the contract by BAA Stansted to MITIE to deal with all PRM passengers using the airport (see minute 35 of last meeting).  Matthew explained the company’s background (its title stands for Management Incentive Through Investment Equity) and the areas of work it is involved in.

In 2004, a division called MITIE Transport Services Limited had been created to contract for business specifically related to the transport industry.  All contracts won were run autonomously.  The contract at Stansted was the first of its type won by MITIE, who see BAA as a key client in its portfolio.

Approach to service provision
MITIE was providing a seamless service, handling passengers from arrival at the airport until being seated on the aircraft, and vice versa on return trips.  Where possible, the passenger was handled by the same member of staff throughout the process.  All staff had received extensive training on manual handling, first aid, conflict management and respect for individuals and would receive regular refresher training.  A 24 hour service was provided, split between four teams and involving 60/70 individuals.  A dedicated Special Assistance Desk and seating areas had been provided.
All new equipment had been provided, including three ambulifts, two 12-seater minibuses, 45 transit wheelchairs, 30 heavy duty wheelchairs and 20 self propelled wheelchairs, as well as a wide range of other specialist equipment.  About 10% of PRMs needed to use an ambulift.

All clients were invited to complete a customer survey questionnaire (a copy of which was circulated at the meeting).  A mystery shopper check was also being put in place.
Experience to date
MITIE had started providing the service on 1 May 2008.  The number of passengers handled so far was in the region of 7,500 to 8,000 per month.  Close liaison with airlines had increased the number of pre-booked clients up to about 80% although no PRM presenting themselves at the airport would be refused a service.  Most airlines were agreeable to PRMs boarding first but one major airline at the airport did not accept this arrangement.

MITIE was continuing to improve its provision, with the imminent introduction of upgraded computer software, which would capture and mange information better.

The Group welcomed the professional approach being shown by MITIE and the close working relationship established with STAL.  It was keen to see the existence of this service given as much publicity as possible.

Mr Fieldhouse and Ms Higgins left the meeting at this point.

Members asked to see the service in operation during its pre meeting tour in October.  Tony Fegent expressed a willingness to accompany a passenger throughout the whole process and report back his findings.  The Group thanked Tony for this offer, which would be organised in conjunction with Jackie Higgins.

54.
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 55 – 58 below (to be read in conjunction with Annex “A”).

55.
OFF AIRPORT CAR PARKING
Jeremy Harrison undertook to ascertain how Section 106 funding was being used by local councils to assist in their anti fly parking activities.  Members referred to some residents’ only/limited hours parking schemes which had been introduced, but stressed the difficulty in policing these.

56.
AIRLINES

It was confirmed that Zweibrucken was close to the German border with Luxembourg.

In the charter market a number of the larger companies had merged their flight operations.  The fly/cruise market was proving to be particularly strong.

57.
SERVICE RELATED ISSUES
The ratio of complaints to compliments had been running at 13:1 in recent years, so the current figures showed a great improvement.  It was confirmed that all the comments referred to are received in written form.

58.
SECURITY RELATED ISSUES
Members were reminded that the Security SLA is that a passenger should reach the security control point from the back of the queue within 10 minutes.  The number of trays per machine had previously been 15.
Jeremy Harrison undertook to find out why a deficiency notice had been received.

59.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES
On behalf of John English, Jeremy Harrison submitted a written report on a number of developments, which is reproduced as Annex “B” to these minutes.  Jeremy apologised for the shortness of this report.
Members agreed that it was important that a representative of the retail side of STAL should attend the next meeting.
It was noted that:

- All Saints core market was 18 to 25 year old females; and

- There were three designated smoking areas outside the Terminal building.

60.
QUALITY SERVICE MONITOR (QSM)

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

	Month
	Arrivals
	Departures



	April 2008
	4.02
	4.09

	May 2008
	4.11
	4.06

	June 2008
	4.02
	4.03


It was noted that:

- the extension to the Terminal should improve the scores about crowding.

- there were no specific areas set aside for transiting passengers.

- there continued to be an improvement in the scores relating to toilet cleanliness.

61.
FEEDBACK CARD ANALYSIS

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

	
	Total complaints
	BAA related complaints
	Complaints related to number of passengers



	April 2008
	134
	101
	1:18,455

	May 2008
	183
	150
	1:13,286

	June 2008
	166
	129
	1:17,185


In response to comments by Members, it was indicated that STAL does pick up on, and deal with, examples of poor working practice.

62.
BAGGAGE DELIVERY STATISTICS
Figures for the second quarter of 2008 were submitted for companies providing baggage-handling facilities – Aviance, Servisair and Swissport (split between Ryanair and non Ryanair handling).
It was noted that Aviance was not performing as well as the other companies.

63
FLIGHT PUNCTUALITY STATISTICS
Figures for January- April 2008 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



	January 2008
	81
	10
	8
	2
	0

	February 2008
	79
	12
	6
	2
	0

	March 2008
	77
	13
	7
	3
	0

	April 2008
	81
	12
	5
	2
	0


64.
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 65- 68 below.  Where possible, responses were given, as indicated in italics.  Other issues would be pursued and progress reported at the next meeting.
The Group welcomed the continued improvements in standards of cleanliness across the whole airport site and urged that these be maintained.

Two Members raised issues of a sensitive nature (relating to security) which were responded to but are not minuted.

65.
CAR PARKING
Some misuse of spaces allocated for users of Blue Badges was still taking place.
This had been mentioned at previous meetings.  The spaces allocated were checked each two hours but it was acknowledged that some people waited for the check to be made then used the spaces inappropriately for short periods.

In response to a question it was indicated that a new entry system was being installed at the staff car park for Enterprise House.

66. PASSENGER INFORMATION

The monitors in the Satellites sometimes showed incorrect information.
This is an automatic system providing information on scheduled flight times.  However, should a flight be delayed, etc, it needs updating by the airline/handling agent to show the true position.  This did not always happen.  STAL had met with representatives of the handling agents to point out the importance of up-to-date information being shown.

67. SECURITY
It was sometimes unclear whether the Fast Track channel was open.  When using it some staff did not seem very welcoming.
It was open at all times, although the level of use had diminished.  Staff would be reminded of the need to be welcoming and helpful.

68.
TROLLEYS

In response to a question, it was confirmed that trolley usage was currently running at about 15% of passengers.  A charging scheme was now in place where users get their money back when leaving the trolley in clearly defined ‘parking ’areas.

STAL would investigate whether an additional docking station could be provided near to the taxi rank.

69.
FUTURE PRESENTATIONS AND TOURS

It was agreed that a visit to MITIE’s operation be made in October (see Minute 53 above).  The visit to the baggage sortation area below the Airport would be deferred until January.

No presentations were finalised at this stage.

70.
DATE AND TIME OF NEXT MEETING

The next meeting was confirmed for Wednesday, 29 October 2008, starting at 10 a.m. (with tour at 9 a.m.).

71.
IMPROVING THE AIR PASSENGER EXPERIENCE
The Chairman of the Committee referred to correspondence he had had with the CAA, which was seeking meetings with passenger representatives at the larger UK airports to discuss issues around the ‘air passenger experience’.  In due course the CAA would be reporting back its findings to the Secretary of State.

The Group indicated its willingness to be involved in such a meeting.  This would be arranged by the Chairmen of the Committee and Group and, if possible, would be included as part of the October meeting.  If the timescales were too tight a separate special meeting would be arranged.  Members would be kept up-to-date with developments.

BAA would also be a consultee and the Group asked if it could be advised of any comments made as an aide memoire for its own discussions.

The meeting finished at 12.35 p.m.

Chairman
ANNEX “A
(Minute 54)

Report by the Customer Insight Manager
MATTERS ARISING

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

	Issue raised
	Action/response

	How is ‘off airport’ parking being dealt with?
	The airport undertook a study into the instances of fly parking in neighbouring authorities.  A hot line had been provided for residents to report sightings.  Results of the hot line were passed to the ‘Highways Working Group’ and it had identified incidents concentrated mainly in Bishops Stortford, Takeley and Stansted Mountfitchet.  Work was being done with the local councils to introduce schemes into those areas to prevent fly parking taking place.


AIRLINES

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

	DESTINATION
	AIRLINE
	COUNTRY
	START DATE

	Beziers
	Ryanair
	France
	June

	Rimini
	Ryanair
	Italy
	June

	Madrid
	Ryanair
	Spain
	October

	Zweibrucken 
	Ryanair
	Germany
	October


(b) The airline industry, like many others, was suffering from the current economic climate, especially in relation to the price of oil, and, as a result, Stansted had seen a slight downturn in traffic.  The loss of American Airlines has been a particular disappointment, as the airport no longer had a transatlantic route.

(c) Ryanair had announced that it would be grounding eight aircraft at Stansted for the winter period, leaving 28 aircraft in operation from Stansted.

(d) On a positive note, the Charter business from Stansted was currently doing well. with reports of strong load figures.

FACILITIES

(a)
The refurbishment of the key toilet blocks would start on 25 August, with the first block to be refurbished being the International Baggage reclaim toilets.  This was possible in the summer period as Stansted now had the new toilet block in this area that was delivered as part of the Terminal extension project.
(b)
Two lifts at the front of the building were currently being replaced, and would be back in service in October.  Following this, the next two lifts would also be replaced, which would include enabling one of the lifts to go down to the train station, when it used to stop at the mezzanine level.

(c) The Satellite 2 link bridges were currently being refurbished.
(d)
The replacement project to replace 400 damaged landside granite tiles was well underway.

(e)
The planned replacement of all the seating in Satellite 1 was now complete.  Approximately 1,000 seats had been replaced with the new standard seating.
(f)
The Terminal extension opened as planned on 30 June.  There were still ongoing works, especially in the Retail areas; however, the majority of the additional space was now in operational use.  The new facilities are additional Immigration desking and queuing area; additional baggage reclaim space and ninth reclaim belt; new toilet block in the reclaim hall; larger International Arrivals area; new toilet block; and new retail facilities.
(g)
The new desk and waiting area for the PRM service opened on 21 July.  The area was a much smarter facility, both for passengers and the service provider staff.

SAFETY

(a)
STAL had held its second ‘health week’ over a three day period, which attracted over 1,000 staff in total.  There were various stands for advice on a large number of health related topics as well as a climbing wall, Sport Essex’ mini pentathlon and coconut shy.  Live fire demonstrations were available for staff to extinguish fires in a controlled environment.
(b)
A project was well underway to improve passenger safety in the PTI area.  The project included a fixed barrier around the PTI manoeuvring/parking areas to prevent public access, fixed bollards and markings for safer consistent parking of all buses and coaches.
(c) A new Work Related Violence policy had been introduced for all BAA staff.  This included how to deal with any incident and the reporting of any such incidents.  This would ensure that all incidents were dealt with in a consistent way.  All staff had been issued with a ‘Health, safety and Environment’ handbook and de-escalatory statement card, which had been produced in conjunction with Essex Police.
(d) A project was underway to replace some of the older escalators and improve the remainder.  One main improvement was increased lighting levels on entry and exit to the escalators.
(e) Some trolley docking stations had to be removed because of their lightweight construction and inability to maintain balance in windy conditions or from any impact.  Remedial works had been completed and the stations were back in service.

(f) The Airport Fire Service was conducting two fire safety inspections per day across the airport to ensure that all parties were adhering to their fire safety responsibilities.

SERVICE

(a)
Passenger numbers remained fairly constant against forecast in June 2008, and the current moving annual total was 23.2 million.

(b)
STAL continued to see a good service performance over the last three months, which was backed up by improved QSM scores in most key areas.
(c)
Significantly fewer complaints had been received, and an increased number of compliments.  The current ratio of complaints to compliments was 5:1, which was well below the target of 10:1.
(d)
Carlisle had taken over the cleaning contract, and was currently working with the Cleaning Co-ordinator to iron out any early teething issues.
(e)
The one main area where STAL was experiencing some challenging days was in the Immigration Area, although the number of written complaints received was not as high as could be expected.  The area was now much larger, with additional desks, and STAL continued to work closely with Immigration colleagues to try and minimise the queues where possible.  The Duty Team was now well practised in attending and managing the area.
(f)
Ryanair had now installed the first phase (28) of its self service check in kiosks, which were located in Zone F.  It aimed to go live with the kiosks from mid august onwards, whereby a targeted number of flights would be trialled.  Assuming the success of the trial, Ryanair would look to install an additional 30 to 50 kiosks.  Once passengers had checked in at the kiosk, they would take any hold luggage to the ‘hold luggage’ drop off points.
(g)
(comments re PRM service already covered in presentation)
SECURITY

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

(b)
The Security SLA for April was 99.9%, May was 99.8%, and June was 99.9%, all above the target of 95%.
(c) The new uniforms for security staff should be launched shortly.
(d) A number of initiatives had happened recently, all in an attempt to raise further awareness and increase throughput through Central Search.  These included a trial to increase the number of trays per machine too 30; newly installed preparation tables in front of the x ray machines; and relocating the plastic bag dispensers at the front of Central Search.
INCIDENTS

There were no incidents to report.
ANNEX “B”

(Minute 59)

Report by the Head of Retail Travel Services

TERMINAL AREAS
Shops

Nike had rebranded to JD Sports.  The last few weeks had seen many positive customer comments as the football shirt range was a hit.  Quicksilver had just closed and a new fashion business (All Saints) was introducing itself.  Borders and WH Smith airport exclusive ranges were increasing in size.  These ranges included paperback copies of hardback new releases, thus reducing hand luggage weight and increasing the customer’s enjoyment.

The terminal extension for the retail team was well on the way, introducing a larger area for Costa Coffee and WH Smith, a new retail area for the car partners and a new design for a World Duty Free arrivals area, with more to come.

Catering/Food and Beverage/Smoking Ban

Pontis Forecourt Offer

Pontis was now providing a seating area and a table service offer for those passengers wishing to smoke and spend time on the forecourt.  The area was currently being used as a temporary design and STAL had worked with Pontis on providing an improved offer and delivering a new design and increased space.

Bureau de Change
Bureau de Change operator TravelEx would be leaving the airport.  TTT would be taking over all the existing TravelEx units, so there would be no loss of provision to passengers.
STAL was currently identifying the possibility of installing cash machines which would be able to dispense Euros, thus providing a quick and easy way for passengers to buy Euros.

EXTERNAL AREAS

No details provided on this occasion.

__________________
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