STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 31 October 2007
The meeting commenced at 09.30 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)

Representing Stansted Airport Limited (STAL)
	
	Ms D Bland
	Operational Solutions Team

	
	Mr J English
	Head of Retail Services

	
	Mr J Harrison
	Customer Insight Manager

	
	
	


Representing Secretariat

	
	Mr G Redgwell
	Secretary to the Group


73.
PRE-MEETING TOUR
Members had undertaken a pre-meeting tour in the Terminal and had received a short presentation about the Fix the Basics project.
74.
FIRE TRAINING
Members undertook a training session led by Roy Fry, Security Training Officer, STAL.
75.
APOLOGIES FOR ABSENCE
There were apologies from Nigel Harley on this occasion.
76.
MINUTES

The Minutes of the meeting held on 25 July 2007 were confirmed as a true record, subject to the word ‘Chequer’ in Minute 63 being amended to read ‘Checker’.

77.
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 78- 84 below (to be read in conjunction with Annex “A”.

78.
CLEANLINESS

Jeremy reported that the cleaning budget would be almost doubled in 2008 compared to 2007.
79. AIRLINES

American Airlines would introduce a second daily service to New York in 2008, and was looking at possible other destinations in the USA, e.g. Chicago.

80.
FACILITIES: IMMIGRATION SERVICES
The Border and Immigration Service was currently recruiting some additional staff.

STAL was still looking at how best to direct arriving passengers into a barrier queuing system in order to better organise the passengers going through Immigration.
81.
FACILITIES: HOLD BAGGAGE SYSTEM
This project would cost about £11 million in total.  Similar facilities were being introduced at other BAA Airports.
82.
CLEANING CO-ORDINATOR
Neil Banks had been appointed to this post.  Although not part of the Fix the Basics Team, he would work closely with members of that Team.
83.
SERVICE

Staff from all divisions in STAL had helped out in the Terminal during peak periods.

The Public Enquiry into the expansion of the Airport to 35 mppa (Generation 1) had just finished.  A decision by the Minister would be made early in 2008.

84.
SECURITY
In response to questions, Jeremy explained how compliance with the SLA target was measured.
The level of use of the internet check-in facility had remained consistent at about 5/6% of all passengers over the last six months.  This facility could not be used by persons travelling with hold luggage.

85.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES
John English was welcomed to the meeting and gave details of his experience in the retail trade prior to joining BAA.

John then submitted a written report on a number of developments, which is reproduced as Annex “B” to these minutes.  Some items in this report were supplemented orally and details are set out in Minutes 86-87 below (to be read in conjunction with Annex “B”).

86.
TERMINAL AREA
The Retail Team was currently carrying out negotiations with retailers interested in taking up premises in the enlarged Terminal from summer 2008 onwards.  It was likely that the car rental desks and other travel outlets would be consolidated into one area at that time.

87. EXTERNAL AREAS

It was clear that a considerable number of drivers were still picking up arriving passengers outside the Terminal rather than in the designated pick-up area.  Traffic wardens would be reminded of the need to prevent this.  In addition, STAL officers would look at ways of speeding up the exit procedure from the pick-up area and report back on any proposed changes in a future report.

The Valet Parking offer had proved to be very popular and was already twice the size of the operation at both Heathrow and Gatwick Airports.

88.
QUALITY SERVICE MONITOR (QSM)

A range of QSM figures were received.  The overall passenger ratings for each month in the third quarter of 2007 (out of a maximum of 5) were as follows:-

	Month
	Arrivals
	Departures



	July 2007
	4.0
	4.0

	August 2007
	4.0
	3.9

	September 2007
	3.97
	4.01


89.
FEEDBACK CARD ANALYSIS

The Group received the monthly feedback statistics for the third quarter of 2007.  Statistical information obtained was as follows:-

	
	Total complaints
	BAA related complaints
	Complaints related to number of passengers



	July 2007
	438
	316
	1:7,886

	August 2007
	289
	209
	1:12,288

	September 2007
	329
	240
	1:9,182


In response to comments by Members, it was indicated that:

· staff were reminded regularly of the need to be courteous to passengers; and

· the poorer figures in July reflected the pressure on some facilities at that time.
90.
BAGGAGE DELIVERY STATISTICS
Figures for the third quarter of 2007 were submitted for companies providing baggage-handling facilities – AGS, Aviance, Servisair and Swissport (split between Ryanair and non Ryanair handling).  Although the overall figures remained good it was noted that there were sometimes longer delays at the end of the day when a number of staff had finished their shifts.

91.
FLIGHT PUNCTUALITY STATISTICS
Figures for March-May 2007 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



	March 2007
	79
	12
	6
	2
	0

	April 2007
	81
	11
	6
	2
	0

	May 2007
	76
	14
	7
	3
	0


It was noted that getting departures on or close to time was very important for airlines undertaking the low cost model of operation, which usually entailed three cycles of flights per aircraft per day.
92.
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 93-96 below (NB:  Security issues discussed are not minuted – Secretary).   Where possible, responses were given, as indicated in italics.  Other issues would be pursued and progress reported at the next meeting.
93.
CAR PARKING FOR DISABLED PEOPLE
There was still some misuse of this facility.

The bays for blue badge parking had been remarked recently and the car park operator was aware of the importance of controlling use.  On some occasions, the badge holder would need to take their badge with them for use in a hire car, giving the impression of an illegally parked car.  In such circumstances, the car park operator should have been notified beforehand by the badge holder that this is the case.

94. SATELLITES

Passengers had now been observed sleeping in the Satellite buildings.
Satellite 2 was often dirty with discarded food packaging after the early morning busy period.

95. COMPLAINTS

In response to questions, it was indicated that the process of how passengers could raise a complaint with a more senior member of staff would be clarified at the next meeting.  Supervisors should have name badges on show and/or business cards to hand out.

96.
CLEANLINESS
A number of instances of dirty areas were mentioned.  It was acknowledged that STAL was aware of this (see Minutes 78 and 82 above).  The Chairman reported that, with the Managing Director, he had recently carried out a tour of areas where cleanliness had been a problem. 
97.
FUTURE PRESENTATIONS AND TOURS

It was agreed that a tour of the Terminal and Satellites be undertaken in January to look at how issues raised in the fire training session were being implemented ‘on the ground’.

There was no particular issue raised as requiring a presentation in January (NB: STAL will arrange a presentation on snow clearing procedures – Secretary).

98.
DATE AND TIME OF NEXT MEETING

The Secretary indicated that dates for 2008 would be confirmed by STACC later in the day.

(NB: The next meeting was subsequently confirmed for Wednesday, 30 January 2008, starting at 09.00 a.m. (for tour) and 10.00 a.m. (meeting proper).  Other meetings in 2008 would be held on 30 April, 30 July and 29 October. - Secretary)
The meeting finished at 12.45 p.m.

Chairman
ANNEX “A
(Minute 77)

Report by the Customer Insight Manager
MATTERS ARISING

The following is an update of issues raised at the meeting on 25 July 2007.

	Issues raised
	Action/response

	Members were concerned about the cleanliness of some areas.
	See comments below.


AIRLINES

(a)
In the table below are the new routes that had started recently or wee due to start in the next few months:-

	DESTINATION
	AIRLINE
	COUNTRY
	START DATE

	Bucharest
	Blue Air
	Romania
	5 October 2007

	New York (JFK)
	American Airlines
	USA
	29 October 2007

	Billund
	Ryanair
	Denmark
	29 October 2007

	Funchal
	easyJet
	Madeira
	29 October 2007

	Manchester
	Eastern Airways
	UK
	29 October 2007

	Belfast
	Ryanair
	UK
	29 October 2007

	Munich
	Air Berlin
	Germany
	5 November 2007

	Tromso
	Norwegian
	Norway
	8 December 2007


(b)
The latest figures for October 2007 show:-

	Total number of Airlines (Scheduled and Charter)
	41

	Total number of Destinations (S&C)
	173

	Total number of Countries Served
	37


(c) Air Berlin had stopped its schedules to/from Manchester, Glasgow and Belfast, due to a strategy change and lower than expected loads.  The Manchester and Belfast routes had been taken up by others whilst there were already other operators on the Glasgow route.

FACILITIES

(a)
Following the accident involving the coach and the PTI, STAL had been trialling safety barriers at the coach stops.  These had proved successful and were due to be installed across the station during the next few months.
(b)
Following the recent improvements to the two inner tunnels from the short stay car park to the Terminal, STAL had now also improved the two outer tunnels, with additional lighting and decoration.  The mezzanine level had also been improved, which had made this area a much more welcoming environment for customers.
(c)
The project to improve all the wayfinding in the Mezzanine area had been completed, although STAL was still waiting for the signage to be illuminated, as well as a few existing signs to be removed.
(d)
Following the successful FIDS project, delivering a number of trees in the Terminal, approval had now been granted to replace all the old monitors in the three Satellites with new flat screen technology (approximately 140 screens).  The work would commence in the next few months and should be completed by April 2008.  This would deliver a fantastic improvement to the satellite buildings, making gate identification much easier for customers.

(e)
As part of the improvements to the Immigration Area, all Immigration Officers were now wearing official uniforms, which give a more professional image.
(f)
STAL was still continuing to see period of congestion at times within the Immigration Hall, with the subsequent complaints.  The joint working party continued to meet to improve the process where possible, and pressure was still being put on the Home Office to increase staffing levels for next summer.  As part of the improvements. STAL had installed a tensor barrier queuing system within the EU passport area which, although it did not speed up the process, did make for a much more organised operation.  STAL did have some initial teething problems, with some unexpected passenger behaviour - however, the system had been modified to address these issues.
(g)
The second Out of Gauge Belt project had now been completed.  Before it was used for that purpose it would be used to assist in a much bigger project.  STAL was replacing all the x-rays in the Hold Baggage system, which is a six month project.  This would require each side of a check-in island to be out of service for three weeks.  Although the desks could still carry out transactions, bags must be transported to the second Out of Gauge Belt.  STAL was working with airlines to try and ensure minimal disruption to their passengers.  Part of the Out of Gauge project included a new dedicated ‘lost property/left luggage’ facility, which was already up and running.
(h)
STAL continued to see minimal issues arising following the introduction of the smoking ban.  It did, however, continue to have problems with cigarette litter on the Terminal forecourt and had recently introduced hatched areas around each entrance to discourage smoking at those points.
(i)
The project to replace/refurbish all of the escalators had been put on hold for the moment, due to urgent works being required at Heathrow.  All the escalators were completely safe and in operation and the project would restart in the next few months.
(j)
A new role of Cleaning Co-ordinator had been created within the Logistical Team.  This postholder would work very closely with the cleaning contractor to ensure that higher standards of cleaning were achieved consistently and all parts of the contract agreement were met.  As part of the commitment to cleaning, the budget had been increased significantly and STAL was expecting to see a much improved service in the new year.

(k)
STAL had also identified a new toilet design, which was of a higher quality and contemporary design.  STAL had identified three of its busiest blocks to be refurbished to the new standard over the next few months.  It would then set up a rolling programme over the next 18 months to refurbish all the blocks.  This was a massive investment, and clearly demonstrated the importance placed on these key customer facilities.
SAFETY

(a)
Essex Fire and Rescue had visited the Airport recently to observe the Immigration Area and the queues, and had reported that it was satisfied with the safety of the area.  This supported the view of the HSE who had also visited twice in the last six months.
(b)
Safety improvements had been trialled in the PTI area following the coach incident.  Full installation would follow over the next few months.
(c)
STAL continued to see a decrease in accidents at work reported by BAA staff.

SERVICE

(a)
Passenger numbers increased by 2.5% in September, bringing the moving annual total to 24 million.

(b)
STAL had had an overall successful Summer in terms of the service provided to all passengers.  There were some periods of queuing during July, but both August and September were relatively queue free, which was excellent news bearing in mind the increased passenger numbers and the stringent security measures.  The Airport was now just about to enter the Winter schedule which, although it sees a reduction in monthly passenger number, was still expected to be a challenge.
(c)
The recent trend of a normal level of complaints continued, although there had been a slight increase in July.

(d)
Toilet Cleanliness on Arrivals continued to be a concern, although it was hoped that this would change following the refurbishments planned.
SECURITY

(a)
STAL had had one deficiency notice from the DfT over the period, which related to passenger search in Central Search.

(b)
The Security SLA for July was 98.5%, August was 99%, and September was 97.9%, all above the target of 95%.
(c)
Internet check-in facilities had now been installed at entrances 7 and 8, which meant that passengers checking in online could now go straight to any of the entrances.
(d) New archway metal detectors had been installed in Central Search, which would improve the process.  New x-rays were due to be installed within the next few months, again improving the overall security process.
INCIDENTS

There were no incidents to report.

ANNEX “B”

(Minute 85)

Report by the Head of Retail Travel Services

TERMINAL AREAS
Shops

The last three months had seen Case and Goldsmiths close and, in their place, Mulberry, Hugo Boss and a smaller Goldsmiths.  These new units further the improvements made this year to the retail shop offer in the International Departures Lounge.

In Satellite 3, Dixons had opened a new unit so that passengers flying out from that satellite and in a rush have another option to pick up their purchase.
Catering/Food and Beverage/Smoking Ban

A new offer (Giraffe) had opened in Satellite 3. It is a juice bar offering freshly made juice drinks and a range of sandwiches/snacks, with several healthy options available.  STAL was also exploring the possibility of a coffee offer on the forecourt, which would cater to those passengers using the smoking area and those waiting for transport back to the car parks.
Vending

Additional vending machines had been installed in and around the Terminal building, including book vending, travel accessories and drinks/snacks.  STAL was also looking at the possible introduction of Euro ATMs in the Departures Lounge for those passengers wanting to get Euros quickly.
MARKETING

Shopping Collection

Shopping collection continued to provide an important value added service to customers.  August transactions showed a 4% increase year-on-year.  STAL was working with Landside retailers to encourage additional Shop and collect transactions.

New and Exclusive Campaign

This campaign commenced on 6 September, promoting new products to the Airport as well as Airport exclusives.  The campaign supports a prize of a trip to Rodeo Drive with United.  The campaign is supported with strong poster messages around the Airport, web advertising and online advertising, as well as by the Airport promotional teams.
Christmas

Christmas decorations would be installed both airside and landside from 12 November, although the retailers and BAA marketing messages would start to promote the festive season at the end of October.  The official BAA campaign would start on 31 October with promotions on the press and on radio.

EXTERNAL AREAS

Forecourt Reconfiguration

Installation of the new car park bus stop monoliths and wayfinding signs on the forecourt was now largely complete.  Works to illuminate these signs would be completed during the autumn, which would further enhance the new forecourt infrastructure and the First and Last impression of the Airport.
Short Stay Car Park Reconfiguration and Refurbishment

Final snagging works on this project were now complete.

The launch of the on-Airport Valet Parking product had been hugely popular, and STAL was now progressing project works to further enhance this car park product, which would allow it to maintain and improve the level of service to customers.
New Car Rental Back-up Facility 

Construction work for the erection of a new fourth back-up facility on the Coopers End Road site would commence from December (slightly later that previously envisaged), with the facility being completed and operational from Summer 2008.  This scheme developed the current vacant fourth site provided as part of the original project, which was completed in February 2006.
New Taxi Back-up Facility

The old Car rental back-up facility was currently being redeveloped to create a fit-for-purpose consolidated back-up facility for the Airport’s private hire concession.  This facility should be operational from November 2007.
__________________
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