FIRST MEETING OF THE USER EXPERIENCE GROUP OF THE STANSTED AIRPORT CONSULTATIVE COMMITTEE, HELD AT THE AIRPORT ON 30 SEPTEMBER 2009

Membership

	*
	Richard Boyd (representing passengers with restricted mobility) 

	
	Peter Cansick (representing tourism interests)

	*
	John Clayton (representing commerce and business interests)

	
	Tony Fegent (representing airport users)

	* 
	Ralph Gilbert (representing East Herts District Council0

	*
	Barbara Hayter (representing airport users)

	*
	Philip Leeder (representing airport users)

	*
	Peter Odrich (representing business passengers)


* present

Graham Redgwell, Secretary to the Committee, was also present.

The meeting commenced at 10.30 am.

1.
Membership
Members noted that the membership of the Group was still subject to change, but was currently as set out above.

Each Member gave a brief description of their involvement with the Airport and their areas of expertise and interest.

2.
Apologies for absence
Apologies were submitted from Peter Cansick and Tony Fegent.

3.
Paperwork to be submitted to meetings
It was AGREED (a) that the only paperwork to be submitted with the agenda for future meetings should be the monthly Feedback Card Analysis reports; and (b) that the quarterly updates from the Terminal and Retail operations should continue to be circulated on the day of Group meetings and supplemented orally on the day as required.
4.
Feedback Card Analysis
The analyses of information received from Feedback Cards submitted by passengers during July and August 2009 were presented.
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

	JULY 2009
	95
	57
	1:22,976

	AUGUST 2009
	95
	58
	1:23,425


A number of items arising were discussed under minute 5 below.

5.
Discussion with General Manager Terminal
Neale Jouques, General Manager Terminal, was welcomed to the meeting.  Discussion on a wide range of issues then took place.
Management structure

Neale explained the current management structure at the Airport.  As far as day to day operation was concerned, there were two General Manager posts – Airside and Logistics, filled by Frank Mackrory, and Neale’s post.  Under the General Manager Terminal were five duty managers and other support staff.  Their role was to deal with the customer service element of the Airport’s work, from the time a passenger arrived on the Airport site until they were onboard their flight.
Both General Managers served on the Airport’s Management Board.

The airline world at present

The Group was aware of the current financial circumstances which had affected the number of airline travellers.  Numbers were predicted to continue to decline into next year, although at a slower rate.  Numbers of passengers on the main operators out of the Airport were, however, holding up well.

BAA’s appeal against the Competition Commission’s decision that it should dispose of the Airport would take place in October, with a decision due in the spring of 2010.  For the time being the Airport was operating on a ’status quo’ basis.  The planning hearing in respect of Generation 2 had been deferred until the ownership issues were resolved.

Operational issues
The Group noted the continuing changes in arrangements for passengers to check in for flights, in particular:

· That 90% of passengers now arrived with pre-printed boarding cards from airline websites.

· It was common practice amongst airlines to not have individual check in desks for particular flights but to check in any flight at any available desk.

It was also noted that:

· The number of complaints about security had declined, with staff going through a ‘Welcome to Excellence’ training package.

· Stansted was keen to be seen as the main port of entry for Olympic and Paralympic teams and visitors.

· A Market Research Team operated at the airport and undertook interviews and the preparation of Quality Service Monitor (QSM).  Some fine tuning of the questions asked was required in order to make the QSM less of a blunt tool.

· The trial with fast tracking through Immigration of persons with biometric passports had been a success.

· A Service Level Agreement had been introduced with the UK Border Agency.

It was reported that ISS would be the lead contractor for a range of ancillary services from November 2009.
Service Quality Rebate (SQR)

Neale explained how the SQR system operated, with performance figures being on public display in the Terminal.

The Group noted the high weighting placed on the core issues of security queues, baggage delays and losses and cleaning. 

6. BAA Focus Groups
The Group was appraised by Neale Jouques of the various discussion groups and individuals contacted by the Airport, as either frequent flyers or as persons indicating in correspondence with the Airport that they wished to make comments on a particular subject.

A more regular dialogue with travellers would be welcomed.

John Clayton indicated that the Essex Chamber of Commerce had carried out some research on behalf of BAA, which could be made available to this Group.

7.
Future tours and presentations
it was AGREED that no tour or presentation be organised for the next meeting.  However, Members (particularly those new to the Committee) were invited to put forward to the Secretary suggestions for potential visits or issues for discussion during 2010.
8.
Dates and times of future meetings
It was AGREED that Group meetings be held three weeks before each Committee meeting, starting at 10.30 am.  Any tours arranged would be held at 09.00 am on those days.
Neale Jouques indicated that he would hope to attend the first part of these meetings when available.  The lead officer from the Airport would be Liz Wilson.

The meeting ended at 12.40 pm.

Chairman

