MEETING OF THE USER EXPERIENCE GROUP OF THE STANSTED AIRPORT CONSULTATIVE COMMITTEE, HELD AT THE AIRPORT ON 7 APRIL 2010

Membership

	*
	Rufus Barnes (representing non business passengers)

	
	Richard Boyd (representing passengers with restricted mobility) 

	
	Peter Cansick (representing tourism interests)

	* 
	Ralph Gilbert (representing East Herts District Council)

	*
	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 midday, following a tour of the north side of the Airport.  The Group thanked Liz for organising a particularly interesting visit and broadening Member’s knowledge of the range of activities undertaken at the Airport.
11.
Membership
(John) Rufus Barnes was welcomed to this, his first meeting.  Rufus had also been appointed to serve on the Committee.

Members noted that, at the request of the Chairman of the Committee, John Clayton was transferring across to the Environmental Issues Group.

12.
Apologies for absence
Apologies were submitted from Richard Boyd.

13.
Minutes of last meeting
The minutes of the meeting held on 17 February 2010 were confirmed as a correct record.

14. CAA Review of Access to Air Travel for People of Reduced Mobility 

The Group noted the publication of a CAA report on 1 March 2010.  This detailed progress made during the first year of operation of European Regulation 1107/2006, aimed at ensuring that disabled people and people with reduced mobility were treated equally with able bodied people when travelling by air.

Work on implementing the Regulation at the Airport would be covered in the following presentation.

15.
Services for disabled people
Introduction
The Group received a presentation by Gwyn Abbott and David Buckall of ISS Facility Services, which operates a range of services at the Airport under contract from BAA.  Since 1 December 2009, this had included providing services for People with Reduced Mobility (PRMs) flying in and out of the Airport.
It was explained that this service was provided 24/7.  The principles behind the operation were:

· service provided with respect to users.

· friendly customer service.

· strong interpersonal skills of staff.

· assistance given by same person from arrival at to departure from the Airport.

· provision of suitable equipment.

On a busy day, the service would cater for some 350 to 370 passengers.

PRM Improvement Group
ISS’s representatives described how the lessons learned over the last four months were being followed through by a PRM Improvement Group.  This was looking at what had worked well; what had not worked so well and could be improved; the nature of any improvements; training initiatives; auditing and monitoring progress; and looking at how the passenger experience could be continually improved.

Discussion
Members commented on a number of points.  Issues raised included:

- the ‘interface’ (the point when responsibility for a passenger moved between ISS (as the airport operators agent)) and an airline).
- the booking process (about 60% of passengers ‘pre booked’ their requirement for assistance.  There tended to be less pre booking with some of the airlines who made limited use of the Airport, rather than with the two main airline users).

- the challenge of tight turn round times and health and safety issues about the use of equipment on aircraft stands.
- involvement with local Disability Groups (Liz undertook to help facilitate this).

- how ISS received constructive feedback on the level of service it provided (with a possible extension of user feedback cards being suggested).

- the possible introduction of a dedicated NVQ standard training programme for ISS staff.
- the telecommunications systems available to ISS staff around the Airport.

- the location and signage of the ISS desk in the Terminal (where a possible change of name and differentiation between its desk and the main Information desk might be beneficial).

- the Pet Travel Scheme (Liz undertook to provide some more information on this in the July meeting update).
The Group was advised of work being undertaken between BAA’s Disability Awareness Group and Richard Boyd (a Member of this Group) to carry out an access audit.  A number of Group members indicated an interest in this subject and it was AGREED that both Rufus Barnes and Philip Leeder would be kept up-to-date with the audit output and subsequent improvement work.  It was also AGREED that, subject to any necessary consents, Rufus Barnes would spend half a day alongside ISS operational staff (Liz Wilson to action).
Mr Abbott and Mr Buckall were thanked for their presentation.  It was AGREED that an update would be received in nine to 12 months time.
16.
Feedback Card Analysis
The analysis of information received from Feedback Cards submitted by passengers during January and February 2010 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

	JANUARY 2010
	55
	39
	1:21,331

	FEBRUARY 2010
	64
	31
	1:18,943


The Group noted complaints being raised about carriage of hand luggage, such as cost of carrying additional bags on Ryanair flights; size of bags allowed varying between airlines; and weight allowances.

17.
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:
· The mobile phone on line check in trial had worked successfully and was likely to be extended beyond the trial airline in the future.

· The corridor to the higher numbered Gates (80 and plus) was now easier for passengers to find and therefore reducing the number of retrievals and missed flights.

· A Staff Helpfulness workshop had been held in March, with operational staff off line for four days.  A number of ways to improve the customer experience had been suggested, including the preparation of a general purpose information leaflet and better location of information desks and points.

18.
Future meetings, tours and presentations
it was AGREED that, on 7 July 2010:-

(a) the tour should be to the Control Tower; and

(b) a presentation be given at the meeting about the Continuous Improvement Programme.
It was also AGREED that, at the meeting on 6 October 2010, a presentation be made about ‘cleanliness’ at the Airport.
19.
Issues raised by Group members
Members raised three issues, to which the following responses were made:-

	Issue
	Response

	
	

	What facilities for PRMs are available on coaches?
	Most new coaches had a kneeling suspension arrangement to allow for easier access, plus a lift facility at the rear for wheelchair access. 

	
	

	Is the Frequent Car User (FCU) scheme trial still proceeding?  If so, how can an application for a User Card be made?
	(Provided subsequent to Meeting)  The FCU was launched on 15 April.  To date, uptake has been minimal.  Applications are processed via the office rather than on the spot, due to vetting requirements (this ensures that the card is for domestic not business usage).  The application process should take a maximum of one week.

	
	

	Ryanair was allowing passengers to gather on the stairs from Gates and cause unnecessary crowding whilst waiting for access to an aircraft.
	This would be investigated.


The meeting ended at 1.40 pm.

Chairman

PAGE  
1

