STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 25 October 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 P Odrich
	Independent

	
	(Vacancy
	Independent)


(* present)

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

	
	Ms D Bland
	Operational Solutions Team


Representing Secretariat

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


74.
PRE MEETING TOUR
Members were reminded of the pre-meeting tour of the Railway Station.
75.
ELECTION OF CHAIRMAN OF THE MEETING

In the absence of the Chairman, it was – 

RESOLVED:

That Mr Alex Chalmers be elected as Chairman of the Meeting.

(Mr Chalmers took the chair.)

76.
MEMBERSHIP
Members were advised that, due to a change in work commitments, Mr Richard Mansbridge had stood down from membership of the Group.  The Secretary indicated that he had thanked Richard for his services and members wished to place on record their appreciation of his work since taking up membership in 1996.
STAL had been asked to nominate a new representative.

77.
APOLOGIES FOR ABSENCE
These were submitted on behalf of Tony Fegent, Ralph Gilbert, Nigel Harley and Peter Odrich.

78.
MINUTES

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

79.
EXTENSION TO THE TERMINAL BUILDING
Introduction

The Group received a presentation from Mr Jason Fowler, Head of Development STAL, describing the project to extend the Terminal as part of the existing planning permission.  This would entail adding a 36 metre wide bay at the ‘arrivals’ end (nearest the Raddison - SAS Hotel), as well as commencing a review of works required for Satellite 4 and potential improvements/upgrades at the ‘departures end’ of the building.   The project was subject to final approval by BAA plc but, on the basis that this would be agreed shortly, it was envisaged that building work would commence in February/March 2007 and be completed by October 2008 (an earlier finish date might be possible if the current volatile situation in the steel supply market improved).
Project

Mr Fowler explained the work proposed, explaining the changes from where passengers arrive at the TTS Station/Satellite, through to leaving at the front of the building.  This covered four distinct areas:-

	Immigration
	This was currently a pinch point at peak periods.  The area available would be enlarged substantially and additional desks for immigration staff would be provided.

	
	

	Baggage reclaim area
	An additional belt would be provided and the extra space should help prevent overcrowding at current pinch points.  Additional toilets would be provided.

	
	

	Customs
	There would be limited changes as this was not a particular pinch point.

	
	

	Exit
	The area available for meeters and greeters would be enlarged substantially, with increased toilet capacity and catering areas.

Appropriate retail outlets would be provided as would a more clearly defined and larger area concentrating on onward travel (i.e. hotels, car hire, public transport, etc).




High quality way finding would be provided throughout all four areas.

It was envisaged that the existing outer wall could be retained whilst the extension was built, leading to limited inconvenience to passengers and fewer Health and Safety concerns.  Much of the work could be undertaken as prefabricated assemblies, leading to a high standard of finish and little disruption to the operation of the airport.
Finally, a new environmentally friendly Biomass boiler system would be provided, using locally sourced products as the fuel and reducing the overall carbon footprint for the Terminal as a whole.

The Group welcomed this project, as being beneficial for both travellers and those meeting them, and particularly welcomed the environmental measures involved in its construction.

Mr Fowler was thanked for his presentation and left the meeting at this point.

80.
REPORT BY CUSTOMER INSIGHT MANAGER

The Customer Insight Manager 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 81-84 below (to be read in conjunction with Annex “A”).
81.
IMMIGRATION QUEUES

The work proposed would increase the number of desks from 15 to 18/20.

82.
CLEANLINESS ISSUES

The standard of cleanliness in toilets in particular had declined recently (as reflected in customer feedback cards).

83.
PROVISION OF TROLLEYS
About 35% of passengers still used a trolley to carry their luggage.

84.
UK SMOKING BAN

The ban should be introduced in mid 2007, although it could be early as 1 March.  This would bring about a total ban inside all airport buildings for both passengers and staff, although smoking outside would still be permitted.

85.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES

On behalf of the Head of Retail Travel Services, Jeremy Harrison submitted a written report on a number of developments, which is reproduced as Annex “B” to these Minutes.  As Andy Williams was unable to be present, Jeremy invited members to raise any issues which he would pass on to Andy for detailed comments.

The Group noted the changes in car parking charges and asked that all areas be clearly signed so that users were clear about the charging policy for that part of the car park (especially in the short stay).

The Group also sought reassurance that the catering areas would not be overcrowded or impinge upon the movement of non customers around the Terminal.

86.
QUALITY SERVICE MONITOR (QSM)

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

	Month
	Arrivals
	Departures



	July 2006
	4.0
	4.0

	August 2006
	3.9
	4.0

	September  2006
	4.0
	3.9


The Group noted some particular parts of the service scoring 3.5 or less.  It was reported that the Facilities Manager had approved a number of small scale projects to upgrade and improve existing facilities, particularly toilets.
87.
FEEDBACK CARD ANALYSIS
The Group received the monthly feedback statistics for the third quarter of 2006. Statistical information obtained was as follows:-

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



	July 2006
	181
	114
	1:21,161

	August 2006
	208
	182
	1:13,917

	September 2006
	676
	552
	1:3,893


The Group discussed the figures for September in some detail.  The level of complaints in that month had been at an unprecedented level, with most (425) relating to issues around the enhanced security measures.  It appeared that passengers had a degree of tolerance after the measures were introduced in August but that this had turned to frustration after several weeks of stringent security.  The nature of operations at Stansted, with pressure on security being very high during three peak periods during the day, had also had an impact on these figures, with the rise in the number of complaints being greater than at other airports.

Jeremy Harrison undertook to send a copy of the current security guidelines to a member.

88
BAGGAGE DELIVERY STATISTICS
Figures for the third 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 high standard of provision, although there had been problems on occasions when several flights arrived late in the evening when staffing levels were lower.
89.
FLIGHT PUNCTUALITY STATISTICS
Figures for April - July 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



	April 2006
	71
	15
	9
	4
	0

	May 2006
	71
	15
	9
	4
	0

	June 2006
	70
	17
	9
	4
	0

	July 2006
	67
	17
	11
	5
	1


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 and by comments made by members.  Additional points were now raised by Group members and are dealt with in Minutes 91-92 below.  Where possible, responses were given, as indicated in italics.  Other issues would be pursued and progress reported at the next meeting.

91.
FORECOURT

Some motorists passing along the through road by the forecourt seemed to be ignoring the 20 mph speed limit.  Could this be enforced more strongly – possibly backed up by ‘slow down’ flashing signs?
These points would be pursued.

92.
SECURITY
Despite the number of complaints, it should not be overlooked that compliments had also been received, and that many staff had spent long hours ensuring that the airport could remain operational.
The introduction of the Welcome Hosts had seemed to work well and should continue to operate.

93.
FUTURE PRESENTATIONS AND TOURS

Subject to speakers being available, or facilities being open for visiting, the Group agreed that the following tour and presentations be included in the programme for future meetings:-
Tours

Visit to HM Customs area in arrivals.

Visit to Domestic Satellite, to see recent changes and improvement works.

Presentations

The work of the First and Last Impressions Team (Barry Carter).

Recent changes to the forecourt and short stay car park (Andy Williams).

Supply of fuel to the airport, and to individual aircraft.

The project undertaken to resurface the runway.

Details of the tour and presentation(s) for each meeting would be included on the agenda sent to Members.

94.
PROGRAMME OF MEETINGS 2007
The Group agreed that it would continue to meet on the morning of STACC meetings, with tours at 0900 a.m. and meetings at 10/10.15 a.m.

(NB:  Meetings were subsequently agreed for 24 January, 25 April, 25 July and 31 October – Secretary).

The meeting finished at 12.10 p.m.
Chairman
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