STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 29 October 2008
The meeting commenced at 10.05 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 M Gough, Committee member, was also present.

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

	
	Mr T Jobson
	Retail Services

	
	
	


Representing Secretariat

	
	Mr G Redgwell
	Secretary to the Group


72.
PRE-MEETING TOUR
Members had undertaken a pre-meeting tour to look at the operations of MITIE in dealing with passengers with reduced mobility.  There had also been an opportunity to speak with an individual passenger making use of the service.

73.
APOLOGIES FOR ABSENCE
There were apologies from Nigel Harley on this occasion.
74.
MINUTES

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

75.
IMPROVING THE AIR PASSENGER EXPERIENCE
Background

At the last meeting, the Chairman of the Committee was present and 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’.  The Group had then indicated its willingness to be involved in such a meeting.
Catherine Abbott (Head of Policy) and Jackie Knight (Manager, Consumer Policy) from the CAA were present and explained the work the CAA was undertaking,  This was looking at the services provided by both airport operators and airlines and was concentrated on the four busiest airports (Heathrow, Gatwick, Stansted and Manchester).  In addition, a consultant was conducting interviews with individual passengers.  Finally, the CAA was reviewing its own rules and procedures.
The findings from all this work would be released before the end of the year and would be available on the CAA website.  A final report would then be submitted to the Secretary of State early in 2009.

The Chairman explained how the Group works and drew attention to the good and constructive relationship which existed with the airport management and staff.  Tours always took place prior to the meeting and a wide range of speakers had attended meetings to discuss all aspects of the airport operation.
Discussion
The Group discussed a wide range of issues which were noted by Catherine and Jackie.  In no particular order of priority these were:-

(1) The nature of the airline operation at Stansted led to three main peaks of activity through the day.  Most complaints related to these times.
(2) Although still in its early stages, there was an increasing use of self check in kiosks, leading to a decreased pressure on check in desks.

(3) Late evening was a busy period and could lead to delays in the Immigration Area.  This did cause queuing in a poorly lit access from Satellite 3, which might need better crowd control.

(4) The Border and Immigration Service had more desks available following the Terminal extension but there was no guarantee that these would be manned.  A system using automated gates was being piloted.

(5) Due to delays, etc. it was inevitable that the electronic information system at boarding gates did not always show the correct information.  Any updating required an override by the airline or its agents and this was often not done, leading to misleading information being provided to passengers.  Despite a number of reminders by the airport management limited progress had been made.
(6) The cleanliness of the airport in general was better than three/four years ago.

(7) A number of issues were beyond the control of the airport operator (i.e. railway service and Immigration).

(8) The four airports being reviewed all had differing styles of operation and were difficult to compare against each other.  Stansted has many more low cost operators plus a higher number of first time/infrequent flyers.
(9) There ware concerns about the costs incurred by friends and relatives picking up arriving passengers.

(10) The airport operator regarded the standards of toilets as a major customer service issue.  This was an area which received complaints but did rely on passengers themselves using them appropriately!

(11) The Group was well aware of the recent changes in dealing with persons with reduced mobility and how the airport operator had responded to the EU legislation.  A major shortcoming was that the legislation did not apply to aircraft but only access through the airport and to the aircraft door.  This was one example of an issue which needed international agreement and upon which the UK could not act unilaterally.
(12) The strict security measures in place sometimes led to tension between passengers and staff.  It invariably featured as an issue in feedback reports.

(13) The Stansted Xpress rail service was not dedicated to airport traffic only.  Some services did stop at intermediate stations and carry some commuter traffic.
With the agreement of the Chairman, Catherine and Jackie remained for the remainder of the meeting and were able to take notes of the issues arising from the Group’s ‘standard’ business.

76.
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 77 – 80 below (to be read in conjunction with Annex “A”).

77. SECURITY DEFICIENCY NOTICE

The Group noted the nature of the Notice and the remedial action taken.

78.
AIRLINES

It was noted that some routes had been suspended by airlines at the end of the summer schedule, as was the normal practice.
79.
FACILITIES
The current round of toilet refurbishments would be to a higher ’breakthrough’ standard.

80.
SERVICE RELATED ISSUES
The Group noted that:-

(a) The level of trolley usage had dropped recently.

(b) The ratio of complaints to compliments had been running at 13:1 in recent years, so the current figures showed a great improvement.
c) About 30% of UK passport holders had biometric passports.  The Automated Barrier Control trial applied to all EU holders of such passports.  Trials were also being held at Manchester and Faro (Portugal) Airports.  Members were assured that there was a human element involved in monitoring the system and that immigration staff could still stop any individual should they have concerns.  When operating fully it should take about 10 seconds to pass through the barrier.
(d) Air Berlin also used some self service check in arrangements.

81.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES
Tom Jobson 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 82 – 83 below (to be read in conjunction with Annex “B”).
82.
TERMINALAREAS
Members complimented Costa Coffee on the action it was taking to manage queues at its outlet.
The winter trading hours were 04.30 to 21.00, although some outlets remained open 24 hours a day.

Airport officers were in discussions with management of the Boots airside store about making the best use of that site, which was often very busy.

In conjunction with the airport a number of companies were working together to provide a flight ‘to see Santa’ on 12 December.

83.
EXTERNAL AREAS
Members reiterated previous concerns about the standard of railway rolling stock and waste disposal arrangements.  It was understood that upgraded (or possibly new) stock would be provided in 2009 and the current position would be investigated.  Officers also undertook to investigate whether a passenger lift was likely to be provided at Tottenham Hale Station.

At the request of Members, officers would look at the clarity of signage; information provided about charging policies; and car park entry/through route arrangements in the Short Stay Car Park area, and report back at the next meeting (see also Minute 92).

84.
QUALITY SERVICE MONITOR (QSM)

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

	Month
	Arrivals
	Departures



	July 2008
	3.93
	4.05

	August 2008
	3.99
	4.02

	September 2008
	3.96
	4.09


It was noted that:

· The extension to the Terminal was coming into use during this period but not all facilities there were yet fully operational.

· The airport was keen to see its toilet improvement programme reflected in higher scores.  A score of 4 in that category would be seen as a considerable achievement.

85.
FEEDBACK CARD ANALYSIS

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

	
	Total complaints
	BAA related complaints
	Complaints related to number of passengers



	July 2008
	185
	142
	1:16,307

	August 2008
	202
	154
	1:14,714

	September 2008
	165
	122
	1:17,213


Officers undertook to clarify whether one complaint had been double recorded (as identical wording appeared twice) and a misprint in the August comments.

It was indicated that about 40 passengers had missed flights over the last six months due to delays attributable to the airport operator.  This compared to a daily figure of 30 to 50 passengers for Ryanair (plus 10 plus for other airlines) missing flights through arriving at the boarding gate too late.

Given the number of complaints about parking charges in the Short Stay Car Park, particularly the pick up area, Members asked for details of the existing charging arrangements to be provided at the next meeting (see also Minute 92).

86.
BAGGAGE DELIVERY STATISTICS
Figures for the third quarter of 2008 were submitted for companies providing baggage-handling facilities – Aviance, Servisair and Swissport (split between Ryanair and non Ryanair handling).
Officers undertook to check that the figures for Aviance for 30 and 45 minutes were correct (there was concern that these appeared to be identical).

87.
FLIGHT PUNCTUALITY STATISTICS
Figures for May – July 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



	May 2008
	74
	15
	8
	3
	0

	June 2008
	71
	16
	10
	4
	0

	July 2008
	69
	16
	10
	5
	1


88.
FACILITY VISITS AND INDIVIDUAL REPORTS

A large number of issues of concern and interest had already been covered in reports submitted by STAL’s officers and by comments made by Members in the discussion with the CAA representatives.  A small number of additional points were now raised by Group members and are dealt with in Minutes 89 – 90 below.  Where possible, responses were given, as indicated in italics.  Other issues would be pursued and progress reported at the next meeting.
89.
STANDARDS OF CLEANLINESS
The Group welcomed the continued improvements in standards of cleanliness across the whole airport site and urged that these be maintained.  However, there were still some problem areas, such as cigarette ends in the walkway between Enterprise House and the Terminal and discharge from railway trains direct onto the track, which was felt to be inappropriate in the 21st Century.

90. ANNOUNCEMENTS

A Member referred to the standard of announcements in Satellite 3.

This was acknowledged and BAA would again raise the issue with the airline and its agents.

91.
DATE AND TIME OF NEXT MEETING

As the Committee had no dates yet scheduled for 2009, it was agreed that the Chairman and Secretary liaise to agree a date and time for the first meeting.

92.
FUTURE PRESENTATIONS AND TOURS

It was agreed that the main visit in January be to the baggage sortation area below the Undercroft.  If time permitted, Members would then look at the Automated Barrier System in the immigration area.

Given the number of issues about car parking which had arisen during today’s meeting, it was agreed that the presentation in January deal with this issue, with a visit to the car parks being made at the subsequent meeting.

The meeting finished at 12.40 p.m.

Chairman
ANNEX “A
(Minute 76)

Report by the Customer Insight Manager
MATTERS ARISING

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

	Issue raised
	Action/response

	How Section 106 funding was being used by local councils to assist in their anti fly parking activities.
	Julia Gregory (Transport Manager) had commented as follows:-

From the 15+ development BAA had funded the Takeley parking restrictions which was implemented with Essex County Council, with Uttlesford District Council (UDC) enforcing.  These issues were discussed with those Councils and Hertfordshire CC and the Highways Agency but BAA had not received any adverse comments.  It had reviewed the scheme.  These changes had bought about a dramatic reduction in complaints about fly parking.

Or the G1 development, BAA committed to providing up to £20,000 per annum to the UDC and East Herts DC to deal with fly parking issues.  If there was a specific problem this should be fed back through the appropriate UDC Committee to officers.

	Why had a security deficiency notice been issued in May 2008?
	An explanation would be given at the meeting.


AIRLINES

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

	Airline
	Destinations

	
	

	Ryanair
	Madrid (October), Zweibrucken (October), Katowice (October), Bologna (October), Malaga (October), Fuerteventura (October), Tenerife South (October), Ibiza (October), Agadir (November), Cuneo (November), Basel (December) and Lourdes (December)

	Blue Air
	Brussels (October)

	Pegasus
	Bodrum(May 2009)

	Aegean
	Athens – increased frequency (December)


(b) The airline industry, like many others, continued to suffer from the current economic climate.  BAA was working with a number of airlines on potential new routes, although it was not anticipating much new activity during the Winter.

FACILITIES

(a)
The refurbishment of the key toilet blocks continued, with the International Baggage reclaim toilets being the first block to be refurbished.  This was due to be opened before the Christmas peak.  Once delivered, BAA would then focus on the VP8 toilets.
(b)
The toilets in the pre-immigration area had had their entrance relocated, to make them much more visible to passengers.  This was part of the STEX works.

(c)
Two lifts at the front of the building were currently being replaced, and would be back in service at the end of November.  These lifts would then be trialled for a few weeks before BAA started work on the next two lifts in the New Year.  This work would enable all four lifts to go down to the train station, whereas one used to stop at the mezzanine level.

(d)
The replacement project to replace 400 damaged landside granite tiles was almost complete, with the final area in front of Prets landside the last to be completed.
(e)
BAA was currently replacing part of the floor in Satellite 3, to a much harder wearing and easier to maintain surface.  It was also replacing the flooring on the link bridges, again to a harder wearing and easier to maintain surface.
(f)
A project was starting shortly to replace all of the Gate desks in Satellite 3.
(g)
The new waiting areas for the PRM service out on the Satellites were now all operational.
SAFETY

(a) BAA Stansted had recently regained ISO14001 accreditation, following an environmental audit.

SERVICE

(a)
Passenger numbers fell slightly in September 2008, and the current moving annual total was 22.9 million.

(b)
BAA continued to see a good service performance over the last three months, which was backed up by improved QSM scores in most key areas.  Recently, the only really disappointing scores were with trolley availability.  This was following the introduction of coin operated trolleys, which had shown that there were not enough trolleys in the system.  This would be rectified shortly.
(c)
Significantly fewer complaints had been received, and an increased number of compliments.  The current ratio of complaints to compliments was 4:1, which was much better than the target of 10:1.
(d)
Carlisle had taken over the cleaning contract in July, and was currently working with the Cleaning Co-ordinator to improve ongoing standards.
(e)
BAA was installing ‘Automated Border Control’ gates in the Immigration Hall, which would be able to be used by passengers holding EU biometric passports.  This was being done as a six month trial (starting in December) and was a joint scheme between UKBA and BAA.  If successful, it could see these machines installed at most UK airports.  To enable this to take place, BAA had reconfigured the Immigration Hall, which had relocated the ‘Other Passports’ channel to the far end of the Hall.
(f)
The Ryanair self service check in kiosks had now gone live and, on the whole, had been fairly successful.  Monitoring would be carried out throughout November 2008 to ensure full benefit was realised.
(g) Whilst there had been a number of compliments from passengers about the new PRM service, BAA was experiencing some issues with the effect it was having on airline operations.  Work was being done to rectify this, to ensure all parties benefit from the service.

SECURITY

(a)
The DfT carried out a security audit of the airport during September, which on the whole went well.  They did present BAA with three deficiency notices, although these were not related to the Terminal and associated buildings.
(b)
The Security SLA for July was 99.7%, August was 98.9%, and September was 99.2%, all above the target of 95%.
(c) The new uniforms for security staff were launched in August.
INCIDENTS

There were no incidents to report in the third quarter.
ANNEX “B”

(Minute 81)

Report by the Head of Retail Travel Services

TERMINAL AREAS
Catering

Costa Coffee had opened its new arrival unit.  The space had a larger seating area and a more relaxed feel to it, with the addition of soft seating and sofas.  The unit was trading well and had received positive feedback from both staff and passengers.

Revive Juice Bar had recently taken over the Lovejuice brand and would shortly be reviving the unit with a refurbishment and re-launch.
Starbucks had recently extended its seating area within the IDL.  The extended space had been well received by passengers.
Shops

The winter trading hours became effective as of 26 October.
Moneycorp had now completed the refit of its new units and was now the single operator of the Bureau de Change business.
All Saints opened three weeks ago.  The range and quality of clothing had been warmly welcomed.  The staff team had been through a very detailed training programme specifically focussed on customer service and support.

World Duty Free had finished the refit of its main store and added two new cosmetic units (MAC and Benefit).  The store looked great and had been designed so that passengers had an easy shopping experience.

Hugo Boss, Reiss and Mulberry were all recent additions to Stansted and continue to perform well, with some passengers flying in from Scandinavia to specifically purchase handbags from Mulberry due to their excellent airport price.

WHSmith Airport Exclusive Books were trading well and had received positive feedback from both staff and passengers.

JD Sports had replaced Nike, which meant that the airport could offer all sports brands rather than just one.  This had been a great success.
EXTERNAL AREAS

The contract to provide ground transport and car park management had been awarded to National Express/Cintra. It was the first consolidated travel service contract to be awarded by BAA.  The companies would manage the short stay, mid stay, long stay, valet parking, staff car parking north side, shuttle service, Tottenham Hale staff service, airside coaching, airside retrievals, and the PTI.  BAA would be bringing new car park products on the airport in 2009, which would further enhance the passenger experience.

Three car rental units were now in the Arrivals extension.  Europcar/National, Avis and Budget had all invested considerable sums into making their units ‘state of the art’.

Checker Cars was now operating from a new unit in the Arrivals extension and had installed new systems and processes which allow taxi controllers to know exactly where their cars are at any time and thus provide a better service.

__________________
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