MEETING OF THE USER EXPERIENCE GROUP OF THE STANSTED AIRPORT CONSULTATIVE COMMITTEE, HELD AT THE AIRPORT ON 17 FEBRUARY 2010

Membership

	*
	Richard Boyd (representing passengers with restricted mobility) 

	*
	Peter Cansick (representing tourism interests)

	*
	John Clayton (representing commerce and business interests)

	* 
	Ralph Gilbert (representing East Herts District Council0

	*
	Barbara Hayter (representing airport users)

	*
	Philip Leeder (representing airport users)

	
	Peter Odrich (representing business passengers)


(* present)
Also present

Liz Wilson, STAL
Graham Redgwell, Secretary to the Committee

The meeting commenced at 11.15 am, following a tour of the Terminal and surrounding area.

1.
Membership
Members noted that the membership of the Group was still subject to change, but was currently as set out above.  The Chairman of the Committee hoped to make a further appointment shortly.
It was noted that Tony Fegent had stood down as a Member since the last meeting.

Each Member gave a brief description of their interests and areas of expertise.

2.
Apologies for absence
Apologies were submitted from Peter Odrich.

3.
Minutes of last meeting
The minutes of the meeting held on 30 September 2009 were confirmed as a correct record.

4. Regulatory framework for Aviation

The Group noted three documents published by the Department for Transport in December 2009, which sought views on a range of revised regulatory processes.  It was confirmed that these would be commented on by Airport Consultative Committees collectively in order to give a national response.
The Group was advised that one proposal was that the Secretary of State should become a consultee when an airport wished to make byelaws, rather than retaining the power to confirm such byelaws.  Members asked for clarification on which body would be entitled to monitor any such bye laws made.

5.
Feedback Card Analysis
The analysis of information received from Feedback Cards submitted by passengers during September to December 2009, inclusive, was presented (full copies available to Committee Members from the Secretary on request).
These could be summarised as follows:-

	Month
	BAA related complaints 
	Non BAA related complaints
	Ratio of BAA related complaints compared to passengers using the Airport in the month

	SEPTEMBER 2009
	110
	30
	1:16,872

	OCTOBER 2009
	74
	40
	1:24,004

	NOVEMBER 2009
	53
	17
	1:24,745

	DECEMBER 2009
	79
	44
	1:18,450


The main issues still arising were (a) concern about how security staff dealt with passengers; and (b) the time taken to get through the security checks.

With respect to (a) it was noted that conflict management training sessions had been organised for all staff.  This was seen as an important issue by STAL at present.
With respect to (b), it was confirmed that STAL did recruit additional staff for peak periods.  The Airport was achieving its time target figures and no deficiency notices had been issued by the DfT during 2009.

6.
Recent activities at the Airport
A report was submitted by Liz Wilson detailing major events and changes since the Group’s previous meeting (copy available to Committee Members from the Secretary on request).  This combined the reports previously made separately by the General Manager Terminal and the Retail Manager.
It was noted that:
· Services to Sion and Chambery had started for the winter season and routes to Bodrum, Cagliari, Dalman, Dubrovnik and Split would start in the summer season.
· The Quality Service Rebate discussed at the previous meeting was operating and a sum of £441,000 had been paid out up to the end of November 2009.

· A mobile phone check in arrangement was being trialled with Germanwings.

· Terminal Operations staff had attended a customer services programme called Face to Face.  In response to a question it was confirmed that the Airport did not use ‘Customer First’ accreditation.

· All existing Rapiscan X Ray machines had been slated for replacement.

· New and clearer documentation had been provided in the private search area, which had reduced the number of complaints received.

· The Competition Commission had submitted an appeal against the recent decision of the Competition Appeals Tribunal regarding airport ownership.

In addition, Members raised issues in respect of:
· Ryanair bag drop arrangements.

· Future use of the Diamond Hanger, as the current operator had indicated its intention to move to another location outside the UK.

· Shopping opportunities for staff on the Airport site.

· The current Section 106 arrangement insofar as it applied to car park charges.

7.
Frequent User Discount Pick Up Card
Introduction

As agreed at the last Committee meeting, Nick Barton (Commercial and Development Manager, STAL), accompanied by Kevin Midgely, attended to discuss proposals for a new card to enable frequent users of the pick up zone in the Short Stay Car Park to use that facility at a reduced charge.

The Group was reminded that observations had been made that frequent users who had no realistic public transport alternative were disadvantaged by the charging structure used in this zone.  STAL had acknowledged these concerns and looked at possible remedies.  An outline proposal was now discussed with the Group.
Proposal

The Discount Card would enable users to pay £1 for the ‘up to 15 minute period’ instead of the regular charge of £2.  Should they stay for over 15 minutes, the normal charging rates would apply.

The Card would cost £20 to purchase.  It would remain the property of STAL and could be withdrawn in the event of misuse.  The card purchaser would then top up the card at any of the Pay On Foot (POF) machines.  The minimum top up required on any occasion would be set initially at £20.
The intention was that the scheme should be self financing.

Other operational issues would be:

· Card to be available to private motorists only (i.e. not to taxi or minicab drivers).

· There would be no restrictions on where the Card user lived.  Clearly, most would be fairly local to the Airport.
· A maximum of two uses of the Card per day.

· Non transferability of Card to other individuals.

Discussion
The Group welcomed this initiative and was pleased that STAL had acted on concerns put to it.  The basis principles outlined were felt to be reasonable and a sensible way forward..

The Group asked a number of questions about the size of the pick up zone (300 spaces) and the annual usage (1,750,000 transactions), as well as the arrangements for advertising the scheme and for upgrading signage in the Car Park.

Members enquired about the possibility of introducing either a free parking period or, alternatively, lengthening the initial charging period from 15 minutes to, say, 20 or 30 minutes.  STAL officers explained that the Section 106 obligation meant that provision of free parking was not possible.   There were logistical reasons why an extension beyond 15 minutes was not possible (as now explained) and the Group, although disappointed, acknowledged the reasoning behind this argument.

On behalf of the Committee the Group AGREED that STAL should now commence a trial on the basis set out above.  The Group would review the situation at its meeting in October.

8.
Future tours and presentations
it was AGREED that the next two tours should be:-

April – North side activity and (if time) airside drive tour.

July – Fire Station and/or Control Tower.

The meeting point for these tours would be the Enterprise House reception desk.

Members were reminded that, at any time, they could make personal visits to look at aspects of the work of the Terminal.
It was also AGREED that, in April, there should be a presentation on issues around services for disabled persons (covering passengers, ‘meeters and greeters’ and staff; the work of the Airport Disability Forum; and an update on involvement with the 2012 Paralympics).

9.
Dates and times of future meetings
It was AGREED that Group meetings should now commence at 11.00 am.  Any tours arranged would now commence at 09.30 am on those days.
Meetings for the remainder of 2010 were confirmed for 7 April, 7 July and 6 October.
10.
Stansted Airport Survey 2008
John Clayton drew attention to some work the Essex Chambers of Commerce had carried out with its constituent members in 2008.  This is attached for information as the annex to these minutes.
The meeting ended at 1.15 pm.

Chairman

ANNEX

Stansted Airport Survey 2008: Results

Essex Chambers first started to consult with Members about the proposed expansion at Stansted Airport in 2006. 

Support for the development of a second runway and terminal has averaged 67% over the three-year period.

This year’s survey (289 responses) was conducted in conjunction with Populus in August 2008.

Principal findings:

· There is significantly stronger support for expansion of London Stansted Airport than opposition amongst Essex Chambers Members:

· 69% of Members support the expansion of capacity by developing an additional runway and terminal (21% oppose)

· Of the 69% who support expansion, 41% support expansion very strongly

· 82% are aware/very aware of the expansion proposals. Only 10% of businesses surveyed claimed to be unaware of the proposals

· Does your business currently use Stansted in some capacity (NB multiple choice responses possible so total exceeds 100%):

· Exporting 6%

· Importing 4%

· Yes, in another way 59%

· No 39%

· Some 25% of respondents work within 15 miles of Stansted while 20% live within 15 miles of the airport

· Essex Chambers Members use Stansted more often than other London airports:

· 57% have flown from Stansted less than twice in the last 12 months

· 42% flew from Stansted at least 3 times

· 51% of respondents would use new long haul routes for both business and personal travel. 10% would not use additional long haul routes

· Responses to various statements:

· The East of England benefits from having Stansted: 79%

· Expanding Stansted will have a positive effect on employment: 73%

· As demand for flights grows, a second runway at Stansted will be necessary: 71%

· Economic and social benefits outweigh any environmental impact of a second runway: 56%

· Expanding the capacity of Stansted Airport will benefit my business: 41%.
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