MEETING OF THE USER EXPERIENCE GROUP OF THE STANSTED AIRPORT CONSULTATIVE COMMITTEE, HELD AT THE AIRPORT ON 5 OCTOBER 2011
Membership

	* 
	Rufus Barnes (representing non business passengers)

	
	Peter Cansick (representing tourism interests)

	* 
	Barbara Hayter (representing airport users)

	* 
	Philip Leeder (representing airport users)

	
	David Leigh (representing cargo interests)

	
	Peter Odrich (representing business passengers)


(* present at meeting)

Also present

Calum Anderson, STAL

Julia Gregory, STAL

Tim Hawkins, STAL
Steve Mills, STAL

Will Parkes, STAL
Graham Redgwell, Secretariat

The meeting commenced at 09.45 a.m.
1.
Apologies for non attendance
Apologies were received from Peter Cansick and Peter Odrich.  The Chairman of the Committee had also submitted his apologies.
2.
Membership
As Members were aware, this was the last meeting to be attended by Barbara.  On behalf of the Committee, the Group’s Chairman thanked her for her work on the Committee and its Groups, and in visiting the Terminal between meetings and making many pertinent observations.  On behalf of STAL, Will made a presentation as a gesture of the Airport’s gratitude for her assistance.

Members noted that Richard Boyd has also stood down as a member of both the Committee and this Group.

These changes have reduced the size of the Group considerably.  The Chairman of the Committee is aware of this and will take action to increase the size as soon as possible.
3.
Minutes of last meeting
The minutes of the meeting held on 6 July 2011 were confirmed as a correct record.
At the Group’s request, an item on ‘matters arising’ will be included on future agendas.  Three matters arising on this occasion are set out in Minutes 4 to 6 below.

4.
Visit to another Airport Consultative Committee (Minute 12/July 2011)
It was noted that the visit is being deferred until the membership of this Group has been supplemented.

5.
Waiting on stairways in Satellites (Minute 13(c)/July 2011)
It was confirmed that the position will be updated at the STACC meeting later this month.

6.
Condition of train tracks (Minute 13(f)/July 2011)
Members have noticed a distinct improvement in standards since the new trains have been introduced on the Stansted Express route.  They have retention tanks and do not need to drop any effluent away from designated areas. 

7.
Statistical data
Introduction

Data was circulated at the meeting. The reasons why this could not be sent out earlier were explained.  It was acknowledged that this creates difficulty for Members and that the situation might be remedied for both Members and STAL by the Group changing the schedule of its meetings.  It was AGREED that this will be considered further once STACC has agreed its programme of meetings for 2012.

The Group reiterated that is sees its role as being a critical friend and adding value to the monitoring process.
Comparative Airport Service Quality (ASQ) data

The data presented related to the position in June 2011.  In view of the Group’s wish to split the passenger experience into manageable chunks, and the theme for this meeting, the emphasis was on data relating to Arriving at the Airport.

The data collected does not cover surface access in detail but does note methods of arrival.  In addition, regular surveys are carried out with users of public transport.

Members were reminded that European comparators have been chosen on three criterion – passenger throughput; Terminal size; and type of airline users.  This has given a comparator group of nine airports – Dublin, Lyon, Geneva, Milan Malpensa, Palma, Vienna, Athens, Oslo and Budapest.

At the Group’s request, a comparator group of UK airports has also been drawn up.  It is accepted that the nature of operations at these airports will often make direct comparisons difficult, but it does provide a useful starting point for discussion.  These airports are Aberdeen, East Midlands, Edinburgh, Glasgow, London Gatwick, London Heathrow, Luton, Manchester and Southampton.  Birmingham has not been included as it does not ‘buy in’ to the ASQ data collection arrangements.

Surface Access
	Measure
	Position in relation to European comparators 
	Position in relation to UK comparators

	
	
	

	Ground transportation 
	Mid third
	Bottom third

	Parking facilities
	Top third
	Top third

	Parking facilities VFM
	Mid third
	Mid third

	Availability of baggage carts*
	Bottom third
	Bottom third


* It was noted that less than 10% of the passengers at Stansted wish to use a trolley, which reflects the nature of the airline operation.  Trolleys are expensive pieces of equipment and new ones will only be bought as and when necessary.

Other arrival-related data

	Measure
	Position in relation to European comparators
	Position in relation to UK comparators

	
	
	

	Restaurants
	Mid third
	Mid third

	Restaurants VFM
	Top third
	Mid third

	
	
	

	Shopping facilities
	Top third
	Mid third

	Shopping facilities VFM
	Mid third
	Top third

	
	
	

	Business/Executive Lounge
	Mid third
	Bottom third

	
	
	

	Comfort of waiting/gates areas
	Bottom third
	Bottom third

	
	
	

	Toilet availability
	Mid third
	Bottom third

	Toilet cleanliness
	Mid third
	Bottom third

	
	
	

	Overall satisfaction
	Bottom third
	Bottom third

	Cleanliness
	Mid third
	Bottom third

	Wayfinding
	Top third
	Mid third

	Airport ambience
	Bottom third
	Bottom third

	Courtesy and helpfulness of Airport staff
	Mid third
	Bottom third


Discussion
Members expressed disappointment at the low scores in a number of categories.  In response, STAL officers indicated that there had been a number of operational issues in that quarter and standards had been below the level the Airport regarded as acceptable (see also Minute 8 below).  These are being acted upon and the figures in the next quarter should reflect a much improved situation.  It was AGREED that the action plan for improvement will be included on the next Group agenda.
It was also noted that:

· ASQ data is based on a small sample size (400) which is only a quarter of the sample taken for Quality Service Monitoring (QSM) data.
· It will be clarified whether these figures reflect only ASQ returns or both ASQ and QSM data.
· STAL is in negotiation with the data compilers regarding the presentation of any confidential material to Members.  It was AGREED that this would never be minuted.

· The Chairman of the Group will be meeting his counterpart from Gatwick ACC shortly to ascertain how that Committee’s UEG equivalent operates.

· STAL would review the provision of dryers in toilets in the light of comments made about the limitations in use created by locating them in front of each basin.

8.
Terminal Managers update
An oral update was given at the meeting.  Members discussed further the operational issues referred to in Minute 7 above, which had related to the number of staff available and the rostering of those staff.  STAL acknowledged the shortcomings which had resulted from some poor pre-planning.  Preliminary evidence from July to September suggests a much improved position.
A number of new appointments were noted.  These include a new Terminal Manager (Mandy Mather), who the Chairman of the Group will be meeting shortly.  Calum will remain the main link officer to this Group for the time being.

STAL officers explained that, because the UEG and STACC meetings are quite close together, they work towards preparing the Managing Directors Report for STACC rather than a Terminal Managers Report for the UEG.  It was felt that a larger gap between the meetings would result in a more meaningful Terminal Managers Report for the UEG.  It was AGREED that the Chairman of the Group would liaise with STAL to discuss a template for a written Terminal Managers Report, which would then be circulated with the agenda in the future.

9.
Work programme – Arriving at the Airport
The Group had agreed previously to theming its meetings, based on various aspects of the passenger experience.  Today’s theme was ‘Arriving at the Airport’ and this had already been reflected in the discussions under Minutes 7 and 8 above.

A presentation was given by Julia on how people access the Airport (As a number of these issues were also raised at the following special STACC session, all the information has been included in the note of that meeting so that it can be found easily – Secretary).

The Group welcomed the work being done by STAL to encourage and support the use of public transport.
The theme at the next meeting will be ‘Going Through Check In and Security.

10.
UK Border Agency
The Group noted the text of the letter sent to the Agency as a result of previous discussions on the delays faced by arriving passengers as a result of long queues at Border Control.  A reply is still awaited and will be sought as a matter of urgency.

It was noted that BAA Heathrow has recently made a public statement about a similar concern at that airport and it was AGREED that STACC will be invited to consider this matter further should no reply be received by the date of its meeting.  The Group RECOMMENDS that, if no reply has been received by that date, a public statement should be issued by STACC.
11.
Passenger Advocacy and Complaint Handling
The Group noted the text of a letter sent to the CAA regarding the composition of the Aviation Consumer Advocacy Panel (not reproduced in these minutes).
12.
Future meetings
In the light of the discussion earlier in the meeting (Minute 7), it is RECOMMENDED that future UEG meetings should be held mid way between each STACC meeting rather than three weeks before each STACC meeting.
13.
Issues raised by Group members in relation to the Through Passenger Experience

Members raised the following issues:-
	Issue
	Response

	
	

	Can fast track security be bought as part of a package? 
	Yes, alongside car parking and use of Executive Lounges.  There is no need to pre book, although that is cheaper than buying the package on the day.

	
	

	The entry area to Immigration is often untidy and needs regular cleaning.
	There is a cleaning rota for the area – it is sometimes difficult to access because of the number of passengers present.

	
	

	The door near to Validation Point 9 is tatty.
	This is a much used access and is often used by staff with trolleys, etc. which damage the paintwork.  It is on the maintenance schedule for improvement.


The meeting ended at 11.35 a.m.
Chairman
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