MEETING OF THE MANCHESTER AIRPORT
CONSULTATIVE COMMITTEE
FRIDAY 19 OCTOBER 2018 AT 10AM
FIRST FLOOR MEETING ROOMS 8/10
OLYMPIC HOUSE
MANCHESTER AIRPORT M90 1QX
(Please use the Staff and Visitors Car Park – signposted SSP Short
Stay Park - access directly opposite T3 Multi – storey entrance).

___________________________________________
AGENDA
1

PROCEDURAL MATTERS
(a) Apologies for Absence
(b) To confirm as a correct record the Minutes of the meeting of the Committee
held on 13 July 2018.
(c) To receive the Minutes of the meeting of the Technical Advisory Group held on
21 September 2018.
(d) To receive the Minutes of the meeting of the Airport Users Advisory Group held
on 14 September 2018.
(e) Membership and Attendance – to report:
(i) the appointment by Trafford Council of Councillor Elizabeth Patel to the
Committee and Councillor Graham Witham as substitute Member. It is
recommended that Councillor Patel be appointed to the Users Advisory Group;
(ii) the acceptance by Mere Parish Council of a place on the
Committee. Their representative is Councillor Linda Reynolds and the
substitute Member is Councillor Deborah Walker. It is recommended that
Councillor Reynolds be appointed to the Technical Advisory Group.
The updated membership list for the Committee and the Advisory Groups is
attached.

2

REPORT OF THE CHIEF OPERATING OFFICER
To consider the attached report of Tricia Williams, Chief Operating Officer,
Manchester Airport.

3

CUSTOMER SERVICES BOARD
To receive a presentation from Fiona Wright, Customer Services and Security
Director, on initiatives and priorities for the Customer Services Board.

4

TERMINAL FORECOURT MANAGEMENT AND CAR PARKING
To receive –
(i) an update from Wayne Poole, Landside Operations Director, on forecourt
access and charging arrangements, the usage of JetParks One free drop off
and shuttle bus operation, and the arrangements for the hackney cab service;
and
(ii) a report from Adam Jupp and Mark Rainey (Manchester City Council) on
rogue and bogus off site car parking.

5

THE CHINA DIVIDEND
To receive a presentation from Adam Jupp, Head of External Affairs, on the
development of business links with China, following the expansion of air routes
and capacity from the Airport.

6

COMMUNITY RELATIONS
To receive from Wendy Sinfield, Community Relations Manager –
(a) the Aircraft Track and Noise Monitoring Reports for July - September, and
the latest Community Relations Workstream Reports; and
(b) any update on the Airspace Change process.

7

ANY OTHER MATTERS THAT THE CHAIRMAN CONSIDERS URGENT

Lunch is arranged for 12.30pm

Date of Next Meeting: Friday 18 January 2019 at 10.00 am
at Olympic House, Manchester Airport

Contact: Mike Flynn by either
Telephone: 0151 608 3088 or Email: manaircc.flynn@gmail.com

MINUTES OF THE MEETING OF THE MANCHESTER AIRPORT CONSULTATIVE
COMMITTEE held on Friday 13 July 2018 at Meeting Rooms 8 and 10, First Floor,
Olympic House, Manchester Airport
PRESENT: Steve Wilkinson (Chairman)
Sandra Matlow - Passenger Representative
Tony Dean - Cheshire East Council
George Walton - Cheshire East Council
Brian Clarke – Cheshire West and Chester Council
Roy Driver – Stockport Metropolitan Borough Council
John Taylor – Stockport Metropolitan Borough Council
Bernard Sharp - Trafford Metropolitan Borough Council
Mike Whetton – Trafford Metropolitan Borough Council
Paul Andrews – Manchester City Council
Keith Whitmore – Manchester City Council
Steve Parish – Warrington Borough Council
Jack Thomas – North West Region Chamber of Commerce
Peter Burns - Heald Green and Long Lane Ratepayers Association
Wyn Casey – Wythenshawe Community Housing Group
Neville Duncan – Which?
Kristina Hulme – ABTA
Andrew Ashton – Airport Employees
Robert Thompson – North West CBI
David Neill – Scheduling Committee
Colin Booth – Mobberley Parish Council
Chris Novak – Styal Parish Council

1

REPRESENTING MANCHESTER AIRPORT PLC
Ian Costigan, Adam Jupp, Andrew Saunders, Wendy Sinfield, John Twigg, Fiona Wright
SECRETARIAT:
Mike Flynn, Secretary; Denise French, Assistant Secretary
APOLOGIES:
Bill Fairfoull, Kieran McMahon, John Pantall, James Power, Bob Rudd, Guy Tennant and
Eleanor Underhill.
Tricia Williams had been called away at short notice and also sent her apologies.
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MARGARET MELROSE

The Chairman referred to the recent sad death of Margaret Melrose. Margaret had been
a longstanding Member of the Consultative Committee from 1986 – 2002 and had been
his predecessor as Chairman. A number of current members had worked with Margaret
and remembered her energy and enthusiasm and valuable contribution to the work of the
Committee over very many years. She would be sadly missed.
2

MINUTES AND MATTERS ARISING

(a) RESOLVED: That the Minutes of the meeting of the Committee held on 20 April be
approved as a correct record.
(b) The minutes of the meeting of the Technical Advisory Group held on 8 June were
received. Councillor Parish asked that his apologies be recorded as these had been
submitted prior to the meeting.
Reference was made to the A6 MARR scheme which Members noted was included within
the Chief Operating Officer’s Report.
Reference was also made to the Noise Action Plan (NAP). TAG had considered the draft
Plan in depth and made a number of comments which were recorded in the minutes.
The National Trust (NT) representatives, who had been unable to attend TAG, had made
some comments by email which had been circulated to all Members. The Committee
agreed that the points made by the NT were reflected in the comments of TAG.
Members discussed night noise quotas and reference was made to a reduction in the
quota at London Heathrow – it was suggested that this had been reduced to 2750 during
summer months. This compared with a much higher quota at Manchester. Members
noted the need to take into account the area surrounding an airport when looking at noise
impact, quota count figures and the difficulty of making comparisons. There was now
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greater understanding of the health impact of noise nuisance, and the World Health
Organisation was due to produce a report on the issues this year. Members felt the NAP
could have included more ambitious targets, and expressed the hope that they could be
made more rigorous for the final version of the Plan.
(c) The minutes of the meeting of the Users Advisory Group (UAG) held on 1 June were
received.
Reference was made to Minute 3 (b) and the Group’s extreme disappointment with the
continued decline in the Airport’s scores in all areas of performance. ASQ scores
showed that Manchester was bottom out of its Group of 14 UK airports and second to last
in the European benchmark group. The poor level of cleanliness and issues with
security queuing were areas of continuous poor performance. The Group recognised
the impact of the Transformation Programme but it was felt that focus and resource
needed to be made available for passenger experience in the meantime. The latest
scores for PRM experience were low for Manchester and the CAA’s Annual Report on
quality of assistance to PRM’s and accessibility had indicated that Manchester was ‘poor’
and the worst airport in the UK. The airport had recently awarded large dividends to
shareholders and it was felt that more financial resource needed to be directed to areas
that improved passenger experience. One example was that additional customer
services staff could be available in security to give advice on preparing to go through
security, and the same applied to the need for additional funding to support the cleaning
contract.
Adam Jupp noted the comments and advised that Fiona Wright, Customer Services and
Security Director, would cover these areas in her report later on the agenda. He
reassured the meeting that the issues raised were of concern to the airport too. There
had been changes to security rosters for the summer season. The new performance
measurement tool that was now being used was based on NPS and was considered to be
more relevant to points within the customer journey. The tool did not benchmark against
other airports but it did benchmark against other sectors in terms of customer experience
and satisfaction.
Members referred to CAA guidelines which suggested Consultative Committees should
be attended by the airport Chief Executive or Managing Director. In response, Adam
Jupp advised that Tricia Williams was a regular attender at the MACC meetings as Chief
Operating Officer and the airport saw the value of the Committee and recognised its
importance. Tricia had unexpectedly been called to an urgent meeting that morning and
had therefore had to send her apologies for this MACC meeting.
Members asked about damage to vehicles using the Meet & Greet service and whether
this issue had been fully addressed by the use of camera technology.
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(d) The Committee received the current membership list and the attendance records for
the Committee and Advisory Groups.
(e) The Secretary presented the financial report outlining financial transactions during the
past 12 months. He explained that the printing of agenda papers had been carried out
by Cheshire Community Development Trust who had now ceased to provide this service.
The Committee’s decision to move to electronic distribution for most members with the
airport printing and distributing copies to the few members who still needed paper copies
meant the printing and postage costs could be reduced to nil. The report listed estimated
expenditure including allowances for attending various consultation forums and a nominal
amount for a possible new software system for producing agendas and minutes which the
Secretary and Assistant Secretary were currently investigating.
(f) The Secretary presented a proposed list of meeting dates for 2019 – 2020.
RESOLVED: that
(a) The comments of TAG on the draft Noise Action Plan be endorsed;
(b) The draft budget for 2018 – 19 be approved; and
(c) The proposed meeting dates for the Committee and Advisory Groups for 2019-20
be approved.
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MANCHESTER AIRPORT TRANSFORMATION PROGRAMME

Ian Costigan, Business Change Director, briefed on current progress with the Manchester
Transformation Programme (MAN TP). He explained that his role was to get the airport
‘ready’ focusing on how the operation would work in the future. He worked closely with
Fiona Wright, Customer Services and Security Director, on the future passenger
experience.
He reminded the Committee of the reasons behind the Transformation Programme – 3
Terminals, T1 having difficult infrastructure on a constrained site; the increasing volume
of passengers did not give the necessary opportunities to manage growth and ensure a
good passenger experience. The airfield was also a constrained space; redesigning the
airfield meant opportunities for dual taxiways and better management of capacity.
The delivery principles behind MAN TP would provide:


An extension to T2;



Closure of T1 in the future;



Expanded airfield with more efficient layout including dual taxiways;
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Three new Piers with new gate facilities;



New car parking close to the new T2;



New baggage hall.

The contractors had now been on site for a year and current work included: demolition of
West Pier; Pier build with Pier 1 currently under construction on the former car park site;
apron expansion; building of T2 extension; demolition of the old down ramp to enable a
new forecourt in front of the new Terminal extension; construction of a new Multi Storey
Car Park (MSCP) and road improvements.
Pier 1 would be opened in April 2019 with operational readiness training commencing in
November 2018. This would involve around 3500 staff including OCS, MITIE, UKBF and
airline staff as well as airport staff. The Pier would have 11 nodes and airbridges and a
flexible layout.
Laing O’Rourke (LOR) and Galliford Try (GT) were the current two contractors on site and
worked closely in partnership.
A number of photos were shown of progress to date. The Pier would have full height
glazing on the upper level giving a view over the airfield. Arrivals would be on the lower
level. In the new Terminal 2 the Check In hall had an airy feel achieved by double height
ceilings. The security hall was a large space. The MSCP would have a ground floor
and 8 levels. It would be constructed in 2 phases with final completion scheduled for
October 2019; however, good progress was being made at the moment so completion
may be ahead of schedule.
Health and Safety was outlined including an Induction Room containing a map of the site
on the floor. There was a regular refresh of policies and VR goggles were used for
training. Both contractors had high standards of health and safety. Monthly reports
were made to MAG Board and Leadership safety tours took place on a regular basis.
Corporate Social Responsibility was an important issue. To date there had been 59
apprentices recruited to the Programme; 530 hours of volunteering work carried out in the
community; 78% of LOR expenditure was within a 35 mile radius; and 92% of waste from
GT had been diverted from landfill.
The MAN TP met regularly with representatives of the Users Advisory Group who had
contributed to discussions around various areas including Wayfinding and PRM services.
Ian outlined key milestones including:


April 2019 – Pier 1 opens;
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April 2020 – Terminal 2 extension opens and new gate opens;



April 2021 – new gate lounge and stands;



April 2022 – T2 refurbishment complete and open;



April 2024 – completion of MAN TP.

Members asked questions on the presentation as follows:


How would departures and arrivals be managed on airbridges? Ian explained
that departures and arrivals would not occur at the same time and space
constraints meant there had to be vertical stacking on the airbridges;



Had the good progress on site meant the timeline had been brought forward? Ian
explained the timeline remained as originally planned other than the possible early
opening of the MSCP;



What was the depth of the oil interceptor? Ian advised he did not know the actual
depth but it was buried beneath the airfield;



The Committee had requested a visit to the MAN TP developments for all
Members at the April meeting, and a date for this to be arranged was awaited from
the Transformation Team.

RESOLVED: that the presentation be received and noted.
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REPORT OF THE CHIEF OPERATING OFFICER

The Committee considered the report of Tricia Williams, Chief Operating Officer,
presented by Fiona Wright, Customer Services and Security Director and Adam Jupp,
Head of External Affairs. The report identified major issues affecting the business,
updated Members on the current level of Airport activity and measures being taken to
improve service delivery. The following issues were highlighted:


Eightieth Birthday Celebrations – birthday celebrations were taking place
throughout the year but the actual date of 25th June had resulted in a week of
celebrations and national coverage of the airport. A birthday card had been
designed by Ringway Primary School. The airport had commissioned a film ‘Time
Flies’ in collaboration with poet Tony Walsh, featuring historic and current footage.
The film was shown to the meeting;



Aviation Strategy – the Government had now published its response to the call for
evidence on the Aviation Strategy. The Government had made no reference to the
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key policy objective which Manchester had emphasised ie ‘making best use’ of
existing capacity. The Aviation Minister had visited Manchester. MAG now felt
there would be recognition of growth capacity of certain regional airports.


The annual financial results for MAG had been published on 5 th July with revenues
and profits both up on the previous year. This was partly due to increased
passenger numbers. The local Council shareholders had benefitted in MAG’s
success through payment of a substantial dividend.



Forecourt management had been the subject of a presentation to the April meeting
and the changes had gone live on 10th July. This meant a free drop off point with
a bus facility to the Terminals or a charge of £3.00 for 5 minutes or £4.00 for 10
minutes to drop off at the Terminal forecourt. Any vehicles who were found to be
recirculating the site would be subject to a charge of £25.00. This reflected that
recirculating vehicles was one of the major causes of congestion on the site. Cars
who were picking up passengers were directed to the Multi Storey short stay car
parks. To date the impact of the changes had been positive.



There was an issue with changes to the Hackney Carriage pick up areas with
drivers being unhappy with the new location of the Terminal 3 taxi rank. MAN had
spent time trying to obtain the best outcome and believed this had been achieved;
the new location was well sign posted. Taxi drivers had been offered measures
including a review in 6 weeks time and data sharing but this had been refused.



Rail services had created delays for some passengers accessing the airport by
rail. Northern Rail had fewer services to the airport at the moment.
Transpennine Express had also had issues with the launch of their new timetable
and services from Leeds and York via the Ordsall Chord were taking an additional
10 minutes.



A significant focus at present was on the experience of PRMs and joint working
was taking place with colleagues, OCS and the CAA. MAG was unhappy with the
rating given by the CAA in the Annual Report for 2017/18 and were working closely
with them to improve to a good service. The establishment of the Accessibility
Forum which had good representation was helping to understand requirements of
PRMs in the present and future. The Forum’s work had contributed to the
Improvement Plan and was being reported to each User Group meeting. The CAA
scoring was heavily weighted towards time taken for assistance and MAN scored
poorly in this respect. MAN’s own surveys showed positive feedback on the
service received and engagement with OCS staff was positive.



A query had been raised before the meeting regarding flight cancellations by
EasyJet. Discussions had taken place between the airport, EasyJet and the
7

ground handler regarding how to manage cancellations. The specific issue
raised had been impacted by the French Air Traffic Control service. EasyJet
explained that they tried to pre-empt cancellations and there were 3 levels of
cancellation – before arrival at the airport; before Check In; and at the gate. If the
cancellation was due to Air Traffic Control issues then it was difficult to rebook onto
an alternative flight. There was support available from the Customer Information
Desks.


Operational Data - On Time Performance - OTP for all flights was below target of
85% in April, May and June but above target for first wave in April. Flights across
Europe had experienced delays in April due to a system failure at EuroControl. In
June there had been a strike by Air Traffic Controllers in Italy which had caused
delays.



Customer Service and Security Issues – The total complaints per 10k passengers
for April was reported as 3.81; in May it was 4.3 and in June was 5.5. Some
complaints could be attributed to the continued road congestion on the network
outside the airport estate causing delays. Complaints relating to damage caused
in the Meet & Greet car parks attributed to the airport had been high in April
compared to March, lower in May and then high again in June. Security
performance in June had been challenging. The airport profile had changed
following the demise of Monarch so that congestion was more in Terminals 1 and
3, rather than Terminal 2. The peak demand had also changed from summer
2017 so that demand was now more focused on the weekend. This had led to a
review of resource with an impact on staff rosters. Time had been needed to
consult on such changes which meant the right resource was not always in place
at the right time, and this had impacted adversely particularly in June. New
rosters had been implemented from 28th June which had seen improvements in
performance. Security performance was now showing 96.2% of passengers
being processed in less than 15 minutes. In relation to Immigration performance,
UKBF performed well against the SLA. At present the airport was looking at
specific arrangements to support overseas students who would shortly be arriving
to commence studies.



Community Matters – the Outreach programme had continued including a stand at
the Royal Cheshire County Show. Dates for autumn communication and
consultation events would be published in August. The Team had hosted a visit in
May by 12 Borough/Parish Councillors which had included visiting works to patch
and resurface Taxiway Alpha, maintenance tasks on Runway 1 and the
Transformation works. The visit had received positive feedback. A number of
tea parties had been hosted for over 180 people over the age of 65 in Heald
Green, Knutsford and Bramhall. A project called ‘What’s my Line’ had taken
place in 2 primary schools in Wythenshawe where airport colleagues had
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promoted the range of careers available at the airport delivered in a speed dating
style. The Community Trust Fund had awarded £42,652 to fourteen local
organisations including £3,000 to Cheshire East Girl Guiding Activity Centre
towards play equipment; £2,268 to Shopmobility, Stockport towards mobility
scooters; and £1,000 towards Village 135 Wythenshawe towards fruit trees for the
orchard.
The monthly traffic statistics for April, May and June were included in the report.
In discussing the report the following issues/questions were raised:


Was signage for the new free drop off facilities located on the M56, and also from
the Station to T3? John Twigg believed that signage was in place but agreed to
check;



Reference was made to the introduction of the forecourt charging process and a
request made for feedback on this and the free drop off option to a future meeting,
which was agreed;



Members asked about progress with the dispute involving hackney carriage
drivers. Adam Jupp explained that the dispute was mainly over the pick up point
at T3. There was also a dedicated drop off area and access to a discount
scheme. The Private Hire companies had not submitted any complaints
following the changed arrangements;



Reference was made to the impact on congestion at the airport on the surrounding
communities. Some passengers were dropped off at the train station in Heald
Green which was quicker than sitting in a queue in the taxi but caused congestion
on local roads. Adam advised that congestion was due to a combination of
factors but some improvement had recently been made on Ringway Road;



Rail access to the airport was still poor. The Ordsall Chord had not achieved the
expected improvements through Oxford Road and Piccadilly stations. The Rail
Minister, Chris Grayling MP, had launched an inquiry into new timetables and their
negative impact on rail services. The committee was assured that the airport was
vocal in raising the issues of the timetabling and the impact on passengers who
travelled by train and were subject to delays sometimes resulting in missed flight
departures. The recent hot weather had caused points to melt which had affected
rail services to the south of the airport; the replacement bus service had been
impacted by the A6 MARR roadworks;



It was suggested by members that there was too great a focus on the
Transformation programme to the detriment of current passenger experience and
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service. A degree of inconvenience was to be expected but low standards of
cleanliness were not acceptable. This issue had been raised many times
particularly in relation to the toilet facilities. If more passengers were using the
facilities then it seemed to follow that more cleaners would be needed to keep
them to an acceptable standard. There was a need to invest more in staff and the
contracts to ensure that the airport was kept clean. It was noted that the Customer
Services Board had been established in August 2017 but so far there appeared to
be little evidence of improvements. The Committee sought reassurance that
improvements could be achieved without having to wait for the completion of the
Transformation programme.


The Committee was advised that the SLA for outbound security performance had
been achieved up to May. There had been significant problems in June but since
then the airport was confident that the right level of service would be delivered. In
relation to cleanliness and the facilities, work was ongoing to drive up standards
with MITIE who were the provider of all soft and hard facility management services,
which included cleaning. There was to be additional staffing resource over the
summer period, and the impact of moving resource to address these problems was
being considered. Staff would be allocated to the areas which needed most
attention. In addition, equipment would be looked at to ensure it was used to
optimum efficiency. If there were bad odours in bathrooms this could be due to
ventilation so this was being addressed. Some of the infrastructure was ageing
and this could give a negative perception. The Customer Board had a long list of
initiatives, some of which had been achieved such as improved access to WiFi;
others would need infrastructure improvements so took longer to implement. An
update on the Customer Board initiatives and priorities would be made to the next
meeting.



Reference was made to press reports on the length of outbound security queues.
Fiona Wright reported that there was one occasion when the longest queue time
was 1 hour and 10 minutes. This was due to increased passenger volume and
lack of security staffing resource. The airport used forecast tools including aircraft
movements, load factors, and show up profile. Members asked if details could be
provided on the previously submitted written request for information showing the
daily queue length in June for each of the Terminals and it was agreed that this
would be submitted to next meeting of the Users Group.



In relation to the cancelled EasyJet flights ABTA had raised a number of concerns
over cancellation at the Gate and the lack of support available to passengers
affected. Members asked if a Code of Conduct advising passengers of their rights
could be made available. Passengers had felt trapped and after 6pm there was
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no one to speak to from the airport as the Customer Contact Centre was closed for
the day. Fiona agreed the incident on 10th June in particular had been poor
passenger experience, as even the airline handling agents did not appear to be
available. The airport did work with airlines and ground handlers and Disruption
Desks were provided to help passengers, who would have a choice in these
situations as to whether they wished to remain in the departure area or come back
through the UK Border. The airport worked with UKBF on ‘de-control’ for
passengers returning through the UK Border after a cancelled flight and MAG staff
who could assist with rearranging bookings. ABTA had asked how many flights
were cancelled at the gate and this would be provided outside the meeting.


A question was asked about off site car parking provision and non – airport related
operators. including whether drop off areas for reputable companies were
provided. Members felt that such facilities should be withdrawn under a “code of
conduct” where independent operators were not complying with the required
standards. In response, Members were advised that the airport had to comply with
competition arrangements and so did offer dedicated drop off areas for reputable
3rd party providers. One disreputable company was to be taken to court which
was hoped would act as a deterrent to other such companies. There was visible
enforcement on local streets outside the airport to discourage non - acceptable
parking behaviours. Adam Jupp advised that the airport had funded a parking
permit scheme and offered a discount to private hire companies for drop off on the
forecourt. Members reported that some rogue parking companies used airport
logos and Adam advised that any cases of misuse of airport logos were challenged
and pursued, to avoid damage to the airport’s reputation.



Was Fast Track available in Terminal 1? There were Fast Track lanes being
trialled on level Bravo with a view to increasing the provision; this service was an
additional service rather than a reduction in what was currently offered.



Why did the airport not offer compensation for PRMs who missed flights? Fiona
explained that all incidents where passengers missed flights were thoroughly
investigated. There were a number of factors that could cause a PRM to miss
their flight including late arrival and occasional poor service from OCS; each case
was looked at on its own merits. There was no policy to offer compensation but
service level recovery would be undertaken through rebooking and support. It
may be that accommodation or transport would be paid for or a gift sent by way of
apology.

Lastly, John Twigg updated on the A6 MARR scheme. The original scheduled date by
which the road would open had been December 2017; this had then been delayed to
March 2018 and now no definite date was stated. The airport had urged progress with
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both the client (Stockport Metropolitan Borough Council - SMBC) and contractor including
requesting that a short section between Ringway Road and Styal Road leading to the
airport site be fast-tracked, but this request had been refused. Traffic problems on the
site had been exacerbated by the installation of 4 - way temporary traffic lights that were
scheduled to be in place for 3 weeks from February but had been operational for around 5
months causing serious traffic delays. This had caused extreme problems for the airport
with aircrews being late for departure slots and passengers missing flights. The airport
had tried to alleviate the issues in a number of ways including by making changes to car
parking provision.
There had been queues on Ringway Road due to the forecourt bottleneck and
recirculating traffic at Terminal 3; the situation had improved since the new forecourt
charging arrangements had gone live. There were now two - way flows on Styal Road
which had also resulted in improvements to traffic movements across the site.
It was reported that Styal Parish Council had raised their concerns with SMBC but were
advised that the planning permission required the whole of the A6 MARR to be opened at
the same time and opening a section was not permissible. It was suggested that a
variation to the planning permission could have been sought; it was not known if this was
done.
RESOLVED: that:
(a) the report be received.;
(b) feedback on the introduction of forecourt charges and the free bus service from Jet
Parks 1 be made to a future meeting;
(c) an update on the work of the Customer Services Board be made to the next
meeting;
(d) information on numbers of flights cancelled at the gate be circulated outside the
meeting; and
(e) a letter be sent on behalf of the Consultative Committee to Stockport Metropolitan
Council regarding the length of time taken to complete the A6 MARR scheme and
its impact on airlines, passengers and staff at the airport.
5

GROUND TRANSPORT INTERCHANGE (GTI) DEVELOPMENT PLAN

Andy Saunders and John Twigg updated. The Feasibility Study into the railway station
and GTI was now complete. There was accordingly a preferred option regarding the
changes and the findings of the study and the preferred option would be presented to a
future meeting.
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Andy updated on modal share: there was no change and both ‘Kiss and Fly’ and taxi drop
off figures were still too high.
The redevelopment of the GTI was proposed for a number of reasons:


Airport City North – there was a need for a new designated gateway to link the new
‘green’ bridge and the land to the north;



Improved customer experience;



The growth in passengers and airport users including Airport City staff;



Address modal share issues.

Andy showed plans for the site which would include a new build for the entrance.
There would be a new style of ticketing on offer to include options to purchase Metrolink
and National Express coach tickets. Floor walkers with ipads would be available for
passenger assistance. Extra information screens would be installed along with
increased numbers of ticket machines.
There would be a revised layout for the concourse. This would include the removal of old
lifts and escalators and replacement with new giving a modern and fresh look and feel.
The layout and number of rail platforms would also be revised.
Members asked about the timescale for the improvement works. Andy advised that
there were 3 packages of work – (i) Airport City North; (ii) ticket and retail improvements;
and (iii) platform and building work. Packages (i) and (ii) would be provided in the next
few years with the third package in around 7-8 years.
Reference was made to the Local Enterprise Partnership involving Cheshire West and
Chester, Cheshire East, Warrington Borough Councils and the support for the Western
Rail Link. John confirmed that this was taken into account and the land for the link was
safeguarded.
RESOLVED: that the update be noted and a presentation on the preferred option be
made to a future meeting of the Committee.
6

ANNUAL LIAISON MEETING OF AIRPORT CONSULTATIVE COMMITTEES

The Committee received the minutes of the UKACCS Annual Liaison Meeting which had
been held at London Heathrow Airport on 6th – 7th June. The Chairman and Secretary
highlighted a few areas of relevance which had arisen at the meeting. These included
the view that there was a need for more robust planning policy guidance since the loss of
PPG24 to assist planning authorities, developers and airports; and a suggestion that
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guidance was needed for Consultative Committee members about how they should
report back to their nominating organisation on matters raised at meetings.
The Chairman had written to the Department for Transport (DfT) on the representational
role of Consultative Committees in airspace and noise policies.
RESOLVED: that the minutes and letter to the DfT be received and noted.
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COMMUNITY RELATIONS STATISTICAL REPORTING

Wendy Sinfield, Community Relations Manager, presented the MANTIS reports for April May and the Noise Complaints summary report for June. There were some issues with
managing the data for MANTIS which meant there was no full report for June but this was
being worked on with the software suppliers. The total number of complaints for April
was lower this year compared to the same time period the previous year. There had
been a high number of complaints in May and June. There had been 3 Noise Infringement
fines during April. Wendy explained that there had been unusually high usage of
easterly operations leading to the higher number of complaints over this time period.
Hours of Runway 2 operation had changed in the week commencing 9th July but it was too
early to assess any impact. The Stakeholder Reference Group would next meet in
September and would analyse the data and report into TAG.
Members asked about flexibility in dates for runway works. Wendy explained that certain
work needed to be undertaken on a monthly basis and once dates were arranged,
contractors would be booked so the dates could not be adjusted. It may be possible to
look at avoiding certain days or programming works for other days or dates.
Community Activity had included a Jobs Fair in April; improvement works in the grounds
of Peel Hall Primary School, Wythenshawe – including making a new bench and
refurbishing a picnic table; fixing vegetable boxes; cutting back trees and restoring
footpaths; and hosting a Technology Masterclass for 85 students from Greater
Manchester and Cheshire.
RESOLVED: that:
(a) the report be received and noted; and
(b) flexibility around Runway 2 operational timings and the SRG consideration of the
impact of the changes in hours be discussed at the next TAG.
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OTHER BUSINESS

Peter Burns explained he had attended the CAA Community Development Forum on 10
July where matters discussed included airspace change and the CAA Portal; noise
related impacts and compensation; and there had also been a round table discussion
where a number of representatives cited examples of poor practice from other
Consultative Committees.

DATE OF NEXT MEETING: Friday 19 October 2018 at 10.00am.
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MINUTES OF THE MEETING OF THE TECHNICAL ADVISORY GROUP held on Friday 21
September at Meeting Room 10, 1st Floor, Olympic House, Manchester Airport
PRESENT:

Mr Peter Burns (in the Chair)
Cllr Colin Booth
Mr Alan Hubbard
Cllr Chris Novak
Cllr Bernard Sharp
Cllr George Walton

REPRESENTING MANCHESTER AIRPORT PLC
Jon Bottomley, David Foote, Wendy Sinfield, Chris Wild
John Mayhew (NATS)
SECRETARIAT:
Mike Flynn, Secretary; Denise French, Assistant Secretary
ALSO PRESENT
Margaret Hopley and Nick Kelly, Environmental Advisors, Cheshire East Council (CEC)
APOLOGIES:
Cllr Roy Driver, Mr David Neill, Cllr Steve Parish, Cllr James Power, Ms Eleanor Underhill and Mr
Steve Wilkinson
1

MINUTES AND MATTERS ARISING

The minutes of the Meeting held on 8 June were considered.
All matters arising were covered on the agenda.
RESOLVED: That the Minutes of the meeting of the Group held on 8 June be approved as a
correct record.
2
PLANNING AND DEVELOPMENT UPDATE AND AIRPORT MODERNISATION
PROGRAMME
(a) Jon Bottomley updated on Planning and Development:
•

Aviation Policy – following the call for evidence, the Government had published its
response which showed its commitment to a strategy based on key core objectives
including commitment to customer experience; ensuring safety and security; and support
1

for growth while also tackling environmental impacts. There would be a period of
engagement leading to a Green Paper later this year and an expected new Aviation
Strategy in the first half of 2019. Members asked about the opportunities for the
Consultative Committee (MACC) to be engaged in the proposals. It was explained that
regular updates would continue to be submitted to TAG but any major items would be
reported to the Consultative Committee.
•

Manchester Airport Transformation Programme (MAN-TP) – Jon reminded the Group of
the main features of MAN-TP – extension to T2 on the west of the building; new multi
storey car park; new airfield and piers. Work was progressing at pace with Pier 1 build
underway and operational from April 2019. Survey work was underway for the other
Piers. There was a constant challenge to undertake building works within a live operation
and a constrained site. The Secretary advised that the Consultative Committee had
asked for a site visit and a provisional date of Thursday 4th October had been proposed;
the date would be confirmed shortly.

•

Airport City – work was underway at the Global Logistics Hub to construct a Petrol Filling
Station and Costa unit. At Airport City the first part of a new £15m link road had been
completed which would help unlock future development plots across the northern part of
the site. The ‘green bridge’ which was a pedestrian and cycle link between the main site
and the central business zone was progressing – Manchester City Council had now
completed the bridging license. An announcement had been made on 17th September
that the global Headquarters of The Hut Group was to locate at Airport City. This would
lead to substantial employment opportunities. Additional car parking would be provided
via a decked solution to start with followed by a more permanent multi storey car park;

•

A6 MARR – this was nearing completion with an opening event planned for 7th October.
The Secretary explained that following a request by the MACC, he had written to
Stockport MBC making representations on behalf of the Committee regarding the impact
on the airport caused by the delays in the timescale and the disruption caused by the
ongoing roadworks. He had received a detailed response which had been circulated to
all Committee members.

(b) S106 Agreement – Nick Kelly updated:
Nick introduced his colleague Margaret Hopley; both he and Margaret would support the
Committee and TAG in terms of environmental advice. Nick would be able to provide an update
to the next TAG as relevant officers had been out of the office over recent months. Jon
Bottomley explained that there would be discussions between the airport and CEC regarding the
content of the S106 and that the original Agreement made reference to consultation and links with
MACC and it was expected that similar provision would be in the new Agreement. The parties to
the Agreement would need to have discussions first and then MACC could be involved. It would
be important to cover the governance arrangements and to give TAG and MACC the opportunity
to comment in the early stages of the revised draft Agreement. Nick agreed to pass these views
onto CEC officers.
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(c) Environmental Health Officers Group – Nick Kelly updated:
The last meeting had been held on 6th July and Jonathan Challis of Community Relations had
presented on airport operations; planning; air quality; Noise Action Plan. Stephanie Bierwas of
CEC had attended and CEC was committed to supporting these meetings. The next meeting
was 9th November.
RESOLVED:
(a) The update be noted; and
(b) The review of the S106 Agreement, including governance arrangements, remain on the
agenda for future TAG meetings.
3

AERODROME OPERATIONS

(a) The Group considered a briefing presented by Chris Wild:
•

The numbers for the financial year to date (18th September) were outlined: passengers
-15,418,959; air transport movements – 104,775;

•

There were 11 Mandatory Occurrence Reports (MOR) and the details were presented.
One incident had been flagged up by 2 colleagues who had received an award from the
airport in recognition that they were observant and took responsibility; this was the culture
that the airport wished to promote;

(b) Chris updated on matters relating to drones:
•

The Department for Transport had issued a consultation paper on the future of drones and
the airport had coordinated its response with Stansted, East Midlands and MAG
Corporate Affairs. The Group’s response covered the following points:
o supported the age limit of 18 for small drone operators;
o felt the 1km restriction was not sufficient and that 2km would be preferred
at Manchester;
o supported the use of a flight information and notification system (FINS)
prior to and/or whilst flying and stated this should be a mandatory system;
o supported the proposals around Police powers including the ability to seize
a drone and issue Fixed Penalty Notices;
o supported the counter drone technology questions and suggestions.

(c) Operation Zenith – this was a demonstration on 21st November of cooperative and
uncooperative manned and unmanned aircraft in various scenarios around the airport and would
be live streamed to invited guests in London. The demonstration would include drone detection;
drone operations by a cooperative recreational user and non cooperative users; Police drone
search; creation of a surveillance picture; a business jet flying an approach that has to abort and
low level military helicopter.
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(d) Current airfield projects •

MAN-TP works – these included the creation of the new Taxiway Echo; construction of
new substation; fuel hydrant shutdown.

•

Overnight repairs to Taxiways Delta and November and improved taxiway lighting.

•

The number of “go arounds” was reducing, there having been 8 each month in June and
July, and only 2 in Augus

Members asked questions as follows:
•

•

•

•
•

•

Who had responsibility for issues relating to drones? In response the Group was advised
that the Police had powers and a case whereby a recreational drone user near Cheadle
who had caused issues at the airport was now being taken through the legal process. The
question was raised as to whether Local Authorities might also have enforcement powers.
Had any studies been carried out of the impact of a drone hitting an aircraft? Members
were advised that the Airline Pilots Association had looked at collision severity and
reported their findings to the Department for Transport and this information was publicly
available.
Who should drone issues be reported to? If someone was concerned about a drone
currently being operated then this should be reported to the Police; if there was an
ongoing issue then this could be raised with the airport.
Was work on the airfield carried out at night time? Chris responded that much work was
undertaken at night to minimise disruption.
Were there other fuel hydrants and would tankers be used to cover periods of shutdown?
Members were advised that there were other fuel hydrants and it was unlikely that tankers
would be used; there were only 2 tankers on site.
Was taxiway redesignation taking place? This had been postponed and was likely to
take place in March 2019, due to the need to ensure supply of new signs – some double
designation could now be involved.

RESOLVED: that the report be noted.
4

REVIEW OF THE NOISE ACTION PLAN

(a) David Foote updated: the consultation period had now ended and Defra guidelines indicated
that they were happy for a ‘light touch’ consultation which was in proportion to the changes
proposed.
Manchester had received 24 responses on the following themes:
•
•

Baselines – the use of the 2001 position as a baseline was considered unacceptable and
not sufficiently ambitious;
Night Noise – the majority of responses were in relation to night noise and were in support
of fewer movements at night and requested the airport not to operate 24 hours a day.
Some representations felt that the airport had policies that encouraged night flights.
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•

•
•

An increase in the number of noise monitors. David explained that it may be useful to
locate some noise monitors at a further distance from the airport – the monitors currently
farthest away were in Hale, Mobberley and Stockport. He explained that installing
monitors was straightforward but the difficulties were in reaching agreement with
landowners.
Dual runway – responses supported the dual runway use during the day and showed a
preference for R1 over R2 between 0600 -0700.
Mitigation – it may be useful to include in the Plan the SIGS compensation scheme
including take up.

The next steps were to produce a summary of all responses and then submit a revised draft
NAP to Defra for adoption. Once adopted, the Noise Action Plan must be published by the
Airport Operator as a public document in an electronic format, within 28 days of being
informed by Defra. Members asked that a summary of the Airport’s responses to the points
raised by TAG and MACC be prepared and provided to the next TAG meeting.
(b) Quota Count Data – this information covering the last 5 years, together with fleet mix
data,would be circulated to Members outside the meeting. It was noted that the Airport’s
Commercial Team would, as previously requested, report to a future meeting on pricing
structures and airline margins. Members also asked about whether noise fines should be
increased? The Group was informed that noise fines were intended to be an incentive rather
than a penalty.
RESOLVED: That:
(a) The update be noted; and
(b) A report be made to the next meeting on the airport’s response to the points made by
TAG and MACC in relation to the draft Noise Action Plan as set out in the minutes of
the last meeting held on 8th June.
5

COMMUNITY RELATIONS DEPARTMENT

(a) Wendy Sinfield presented an analysis of dual runway use from 1st April – 31st August 2018.
The airport had increased the opening hours for Runway 2 from April 2018 and the extended
hours were shown. During this period there were increased complaints compared to the same
period last year. There was also a higher number of easterly operations than in the same period
in 2017 – 26% this year compared to less than 17% in 2017. The increase in complaints was
therefore largely attributed to inbound aircraft due to the large number of easterly operations
associated with the unusually fine weather.
There had been extensive local consultations about the change and a Communication Plan
notified communities about the changes in advance of implementation and what differences they
would experience. This had led to 20 emails seeking clarification of the changes. After
implementation there had been a small number of complaints but no frequent complainers.
Overall the impact of the increased use of R2 had been minimal, the Communication Plan had
worked well, and the input of the Stakeholder Reference Group had been valuable.
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(b) Wendy presented the MANTIS reports for May, June and July and the Noise Summary Report
for August. There had been 5 noise infringement fines over the period. Members were advised
that complaints were recorded as they were reported – ie. if someone reported that an aircraft was
off track it would be recorded as such. Members asked if it was possible to identify which runway
was used in relation to a complaint and Wendy advised this was possible if the time could be
given. However, complaints tended to be more general. If the complaint was via a phone call
then Community Relations staff would ask if the complainant could identify the specific time but
complaints tended to be received mostly by email.
(c) Airspace Change Project - Wendy explained that the airport was in the process of setting up a
team to undertake the Project to be operational by January 2019. There was a good working
relationship on airspace issues with Liverpool John Lennon Airport and processes would be
aligned between the 2 airports.
The process was set out in the CAA’s CAP1616 which outlined stages as below:
•
•
•
•
•
•

Stage 1 – notification to the CAA
Stage 2 – design principles presented to stakeholders;
Stage 3 – design development;
Stage 4 – consultation;
Stage 5 – submission of proposal to the CAA;
Implementation – 6 months after submission.

Wendy explained that if the process ran smoothly it would take 2 years, but depending on the
CA’s responses it could take longer. The airport team would work with the Stakeholder
Reference Group which may become 2 groups – one for each end of the Runway. There would
be updates to each TAG meeting, and possibly an initial report on the Design Principles to the
March meeting.
The Secretary reported that the UKACCS had sent in a collective response to the DfT on the
Airspace Change consultations covering many of the points made by TAG and MACC.
(d) Stakeholder Reference Group – the minutes of the last meeting held on 17th September would
be circulated outside the meeting.
RESOLVED: that the Community Relations update be noted.
NEXT MEETING: Friday 7 December at 10.00am.
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MINUTES OF THE MEETING OF THE AIRPORT USERS ADVISORY GROUP held on Friday
14th September 2018 at Meeting Room 11, First Floor, Olympic House, Manchester Airport
PRESENT:

Mr J Thomas (in the Chair)
Ms W Casey
Cllr T Dean
Mr N Duncan
Mr K McMahon
Cllr J Pantall
Cllr E Patel
Mr R Thompson

REPRESENTING MANCHESTER AIRPORT PLC
C Heyes, A Horsefall, C Hughes, A Kelly, L Kerry, L Lane, P Upton, F Wright
ALSO PRESENT
A Knight, UKBF
SECRETARIAT:
MF Flynn, Secretary and D J French, Assistant Secretary
APOLOGIES:
Mrs K Hulme, Mrs S Matlow, D Neill, G Tennant and K Whitmore
1

MINUTES AND MATTERS ARISING

The Chairman noted that all Matters Arising were covered as individual items on the agenda.
RESOLVED: That the Minutes of the meeting of the Group held on 1 June 2018 be approved as
a correct record.
2

CUSTOMER CONTACT CENTRE

Leanne Kerry, Head of Customer Experience, updated on the Customer Contact Centre (CCC).
The changes to the CCC continued to show improvements in performance - call answering times
showed an increase in performance against the SLA from 13% in July 2017 to 47% in July 2018.
Call abandonement rates had decreased greatly from approximately half the calls into the CCC
being abandoned to around 1% of calls being abandoned in March 2018.

1

The period of April – August 2018 had seen call volumes of around 90,000. The introduction of a
call reduction strategy, had resulted in a new telephony system which had led to a decrease of
around 30% in numbers of calls.
The CCC was open from 9.00am - 6.00pm on Monday – Friday and 9.00am – 3.00pm on
Saturdays and Sundays. Leanne explained that it was not cost effective to operate out of hours.
The social media team worked between 7.00am – 10.00pm and were an additional source of
information. Members asked about how queries were dealt with from passengers arriving for
first wave flights. Leanne explained that research had identified the Top 5 queries and these
were all answered via an automated service. In addition, a customer services representative was
always present in the terminal. The website provided a live chat facility and signposting
information was also provided. An agent could undertake a number of live chats simultaneously.
The CCC answered calls for all MAG airports with the majority of calls coming from Manchester
(43%); calls from Stansted had increased to 40% and there were 12% from East Midlands. The
CCC also dealt with calls relating to Jet Parks which accounted for 5% of calls. The average
handling time at August 2018 was 160 seconds compared with 222 seconds in April 2018. After
each call a customer satisfaction survey was undertaken and satisfaction rate was currently 80%.
The call agent was able to access a great deal of information which meant they could deal with
many queries quickly and effectively; queries that could not be answered by the agent could be
signposted elsewhere.
Data capture showed that 30% of calls were relating to confirmation of bookings; other reasons
were general enquires about car parking and amendments to existing bookings.
The in-house Sales Team had been set up in April 2018. It had a target to achieve £1m in sales
in the first year but this figure had been achieved on 7th September. The Team sold MAG
products including Fast Track, car parking and passenger lounges. The majority of products
sold were for Manchester Airport at 55%, with 32% of sales for Stansted and 12% for East
Midlands.
The CCC had recently taken over the Looking4Parking product and this had generated £50k in
revenue since July 2018.
Members were given the opportunity to ask questions and raise issues as follows:
•

Were many queries raised regarding public transport and was this option promoted on the
website? Members were advised that Stansted received most use of public transport
due to having Stansted Express. There were few queries to the CCC regarding public
transport unless there were specific issues such as the forthcoming weekend when all car
parking spaces were booked. Fiona Wright explained that there were few public
transport links serving early departures. It was also noted that there were few transport
links from the west and south of the airport.

•

Were resources allocated more to the Sales Team than Customer Services? It was
explained that this was not the case, but staff needed to be sufficiently flexible to respond
to difficult external events, such as strikes and Air Traffic Control problems outside the
2

country and control of the Airport..
•

Did the airport still offer a cycle to work scheme with a free maintenance service? Fiona
responded that she did not think this scheme was still offered although cycling to work was
supported through the provision of bike sheds and shower facilities. She agreed to report
on incentives to cycle to work outside the meeting.

•

What was the role of the Customer Services Board and was its purpose similar to UAG?
Fiona explained that the Board had been established a year ago and was intended to
provide speedy responses to items which were identified through various sources of
information. The Board had produced a number of Improvement Plans.

•

Kieran McMahon asked that thanks be conveyed to Andrew Saunders for attending the
Disability and Access Forum held in Stockport to discuss Ground Transport matters.

RESOLVED: that the update on the Customer Contact Centre be received and noted.
3

UK BORDER FORCE

Adam Knight updated on Border Force:
•

Operational matters – UKBF had developed a good working relationship with MAG and
had replicated MAG’s lines of responsibility with senior Border Force leads located in each
Terminal;

•

Initiatives – additional budget resource had enabled an increase in seasonal workforce at
Manchester, many of whom were ex police officers. There had been an additional 27
Border Force staff working in various roles including support desk roles and based in
terminals. A Student Reception Area had been set up where UKBF staff provided a
welcome and document check prior to passengers attending the control desk.

•

E-gates – there had been issues with rejection rates especially in T3 which were being
looked at by an engineer. There were also issues due to reflections from windows.

Members raised queries and issues as follows:
•

What capacity planning was taken for the summer peak period? Adam explained that
UKBF used a Dynamic Resourcing Tool which used live data from airlines to obtain
passenger profiles, walking times and transaction times to undertake planning. Fiona
referred to resource capacity and asset capacity. Each year consideration would be
given to performance against assets and resources. There was greater transparency
and information sharing between MAG and UKBF. Adam referred to the impact of
additional casework being higher than expected – if an interaction resulted in a case this
required staff resource whereby staff were taken out of the Terminal in order to deal with
the issue concerned.
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•

Could waiting time information be provided via an app so as to help manage
expectations? It was noted that some of the Fastrack income was used to bring in
additional resources, and that BF and the Airport were working together over the use of
the Blip technology to ensure that queue measurement and performance times were
consistent.

•

What qualitative feedback was gathered? This was obtained via social media and the
other general reporting mechanisms for the airport. Fiona explained that most comments
were on the subject of wait times; passengers viewed the whole passenger journey as an
airport issue so any feedback on security queues was often received by the airport. NPS
gave information on queue times; however, the perception did not always match the
reality. Signage indicating wait times needed to be based on accurate information and
located in the most useful position.

RESOLVED: that the update from Adam Knight be noted.
4

REPORT OF THE CUSTOMER SERVICES DIRECTOR

The Group considered the report of Fiona Wright, Director of Customer Services and Security:
(a) PRM issues – Ashley Horsefall updated on current issues.
•

PRM statistics – pre-notification rates had remained static for May – July at around 89%
pre-notifications.

•

Service Level Agreement – figures for July were presented and showed that performance
against the SLA was static. Ashley explained that the performance against KPI 2.1 which
related to PRM arriving passengers had risen from 86.9% for July to 92.1% for August.

•

OCS – the management restructure was presented including a new Operations Lead.

•

Missed flights – there had been 8 PRMs who had missed flights during the reporting
period. Of these, 2 were due to OCS failure – one was caused by a system failure and
the other due to the controller inappropriately allocating the task. Both had been
reallocated to alternative flights. Members asked whether compensation was given.
Fiona explained that MAG had no plans to provide compensation in such circumstances
but passengers were fully assisted, accommodation would be provided if required and any
additional expenses would be covered. All missed flights were investigated. The other
6 missed flights were due to the passengers arriving late to the airport.

•

Accessibility Forum – the minutes of the meeting held on 4th July had been circulated.
The meetings were very beneficial and were enabling good working relationships with
different organisations. The Forum had set up a Performance Group which met monthly
and included representation from the airlines.

•

Ambi-lifts - a 9th Ambi-lift had now been brought into service. OCS had outsourced
vehicle provision which had lead to service improvements. An airside mechanic had
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been employed to resolve minor maintenance issues and conduct compliance auditing.
•

CAA Report – the airport was disappointed with the CAA report that gave Manchester a
low rating in relation to its PRM service. The main issue was due to data capture and
OCS had now recruited a data analyst. In addition regular meetings were held with Fiona
Wright and Tricia Williams and the Special Assistance Management Team which was
headed up by Michelle Foster. Fiona explained that there was a focus by the CAA on
how quickly a PRM was met but MAG did not feel that this was necessarily an indicator of
a good service.
Members raised the issue of the help points and asked that usage be tracked and Fiona
agreed that information would be included in future reports to the Group. Capex had
been allocated so that help points could be refreshed.

(b) NPS scores – Chris Hughes updated:
The airport was no longer using ASQ but its own version of NPS. NPS scores for May July were presented – the overall scores were below target but this could be partly due to
the change in survey methodology. The overall satisfaction was at 3.54, out of a possible
score of 5. T2 continued to score highest in satisfaction at 3.87. The NPS survey was
sent out to people who had booked car parking and had now been made suitable for use
on a mobile phone; had a cleaner look and was sent out one day after the customer
returned from their trip rather than 4 days. The NPS scores that were below target
satisfaction included queue times in T1 and T3 in June although these scores had
improved in July; wayfinding to car parks scored low; T3 departure journey scored poorly
for June due to security queues, lack of seating in the Departure lounge and crowded food
and beverage areas. T2 Meet & Greet parking scored well including compliments about
the ease of the process; T2 immigration also scored above target and had seen a big
improvement compared to the previous year.
Members asked whether the target for the new in-house NPS (which had replaced the
ASQ) was lower than the previous measure. Chris explained that the target had been
amended in April 2018 and had been lowered but this was so as to set a realistic
measurement while still aiming for improvements. Members asked how the information
was used and Chris explained that the Customer Board took the NPS scores along with
other information and feedback to identify action and improvements. Members asked
about use of qualitative data and information from other airports. Fiona explained that
best practice was sought from both other airports and other sectors in terms of customer
experience. Passengers would also share their own examples of good practice from
other airports.
(c) Car parking – Lee Lane updated:
The Group had asked for further information on responsibility for damage to vehicles using
M&G following the high number of damage complaints. Lee explained that not all damage
was the responsibility of the M&G team; some vehicles already had damage when arriving at
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the airport of which the vehicle owner may not be aware. Upon entry to the M&G car park
there was VCC capture with 8 cameras per lane. In the event of a complaint the claims team
would check information from the cameras. Recent figures showed that in May, 99 out of 160
claims were accepted as valid; in June there were 111 out of 172 where the airport accepted
liability and in July there were 148 out of 259 valid claims. This represented 0.16% of the total
bookings during the period. In recent months there had been a spate of vandalism which
Greater Manchester Police had investigated resulting in 4 arrests. Following this the fence
height around the M&G storage area had increased and there was also 24 hour security.
MAG had paid for repairs to vehicles that had been damaged as a result of vandalism.
(d) Security queuing – Fiona Wright updated on the background to security queue issues :
The demise of Monarch airlines in October 2017 had resulted in Monarch passengers moving
to other airlines and Terminals. There had been higher passenger volumes in summer 2018
compared to summer 2017 in Terminals 1 and 3 with additional aircraft to accommodate the
additional demand. The security rosters had been based on Monarch airlines still being in
operation in T2. This had meant large scale changes were needed and staff contracts did
include provision for changes to rosters. There had been significant strength of feeling
against the new rosters which required engagement with security officers and led to a delay in
implementing any changes. This meant that in May and June the airport was operating with
winter rosters but experiencing summer demand. From 26 June the new summer roster was
implemented which saw significant improvement in performance. There was continous
discussion with security staff around rosters. September was a challenging month due to a
different profile of passengers particularly families with children below school age and
passengers requiring special assistance. The airport was confident the future performance
would mean the GSS target would be met. A particularly difficult day was experienced on
11th September and 7 passengers had missed flights; these cases were all being investigated.
Members asked if queue times of 2 hours had occurred? Fiona explained that the maximum
queue time at security had been just over one hour; this was outside the SLA, but had been
quickly recovered. She explained that an incident had occurred on the Friday evening of the
August Bank Holiday weekend which had resulted in a fire evacuation at T3. This had
resulted in the IMC Centre being opened over the Bank Holiday weekend to track and monitor
resource including ground handlers.
(e) Cleanliness/Terminal Appearance – Paul Upton updated and attended with new
colleagues Carla Heyes and Andy Kell:
Passenger numbers were now significantly higher than the same period last year. NPS
cleanliness scores in both departures and arrivals had dropped year on year. The airport had
now allocated £300k for the direct deployment of cleaning staff which would provide 36
additional staff including admin help and management support. MITIE had appointed a new
Account Director who had been in post for 4 months. He had previously worked at East
Midlands Airport so had good knowldege of airport issues.
Members referred to continual issues that arose at walkabouts such as bad odours and
whether there were investigations carried out or just quick fixes. Paul explained that
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investigations were undertaken and odours could be due to various reasons including
ventilation problems and the airport understood the importance of the toilet areas being clean.
Members asked if managers undertook regular walkabouts and whether the Group
walkabouts were as effective as they could be when they had to be planned and undertaken
on set dates meaning the airport could prepare. Paul explained that across the huge site it
was difficult to direct resource specifically to the walkabout area. Fiona explained that
Customer Service Ambassadors picked up issues in Terminals and reported them, including
undertaking internal daily checks. It was not possible for the Group to undertake unplanned
inspections as security staff needed to be aware when groups of people were attending to
undertake an inspection.
(f) Customer Services Board – Fiona updated:
The Board was chaired by Tricia Williams and attended by Fiona, other Directors and Heads
of Service. The Board looked at areas of importance to customers and identified any areas
that were failing. Key aspects of the Board’s initiatives were described to the Group. The
Board had identified some ‘quick wins’ such as putting Customer Service Ambassadors in
pink hi vis vests with CSA on the back so they could be clearly and quickly identified. Other
items were fed in via the MAN-TP to be addressed as part of the transformation.
Members asked if the CS Board could approach the MAG Board for additional resource and
whether it had a budget? Fiona explained that the Board focus was to look for outcomes.
Members asked whether the Board was time limited and referred to an earlier presentation
where it was explained that its focus was for ‘quick responses’. Fiona explained that some
quick initiatives had occurred such as the hi vis for CS Ambassadors; relocation of PRM
points; additional provision of free WiFi. She agreed to report back to the next meeting on
Board outcomes to date.
Members felt that some issues raised by the Group over the years had now come to fruition.
There was a good relationship with MAN-TP and issues raised for consideration were listened
to. Members felt that the next Walkabout on 15th November could usefully visit some areas
where improvements had been made as a result of the Board’s work, provided that the Airport
would identify the appropriate sites and deal with the logistics involved.

RESOLVED : that:
(a) the report of the Customer Services Director be received and noted; and
(b) the Director report back to the next meeting on outcomes of the Customer Services Board.
NEXT MEETING: Friday 30 November at 10.00am.
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Tameside Metropolitan
Borough Council

User Adv Group
Community Trust Fund
Substitute Member

Knutsford Town
Council

Councillor J Power
Councillor J Goodrich

Tech Adv Group
Substitute Member

Mobberley Parish
Council

Councillor C Booth
Councillor D Swan

Tech Adv Group
Substitute Member

Styal Parish Council

Passenger
Representative

Councillor C Novak
Councillor R Dixon
Councillor L Reynolds
Councillor D Walker
Mrs S Matlow
(Vice Chairman)

Tech Adv Group
Substitute Member
Tech Adv Group
Substitute Member
User Adv Group (Chairman)
Tech Adv Group (Ex Officio)

Disability Stockport

Mr K McMahon

User Adv Group

WHICH?

Mr N Duncan

User Adv Group

National Trust

Ms E Underhill
Mr A Hubbard

Tech Adv Group
Substitute Member

SUMMARY

TOTAL = 32

Chairman = 1
Airport Users/Reps = 10
Town and Parish
Councils = 4

Local Authority Reps = 15
Community Reps = 2

Mere Parish Council

September 2018

MANCHESTER AIRPORT
Manchester Airport Consultative Committee
19 OCTOBER 2018
REPORT OF THE CHIEF OPERATING OFFICER
1.

INTRODUCTION
This paper highlights major issues affecting the business, updates members on the current level of
Airport activity and measures being taken to improve service delivery.

2.

POLICY MATTERS
China Dividend Report: Two Years In
The China Dividend Report: ‘Two Years In’, follows on from the first study (released last year)
measuring the economic impact of direct flights between Manchester and Beijing. The relevance of this
two-year report is that it demonstrates that the impacts are more pronounced. Both economic and social
benefits have widened in scope and deepened in terms of impact; in comparison to before the launch
of the direct route and to the benefits felt in the first year.
As well as capturing the economic impact from the second year of direct flights, this study also looked
to develop an improved understanding of the China outbound market and the future potential to develop
these relationships. Some key statistics from the report include:
 Exports have grown 40% versus two years prior, while the national average is 30%.
 Student numbers are up 9% in Greater Manchester and 6% across the North versus 4% nationally.
 Visits by Chinese tourists are up 40% and spend per trip is 5% ahead of national average.
 Some individual venues/attractions report an increase in bookings of up to 200%.
Please see full report using this link.
Brexit
In July the Government published its, long awaited, Brexit White Paper; setting out proposals for the
UK’s future relations with the European Union. The Paper is based on a "common rulebook" for all
goods traded with the EU and a "combined customs territory" between the UK and EU. On aviation
there was re-statement of a) the importance of an agreement on aviation issues and b) the principles
of open, liberal access between UK and the EU. The Paper also included the proposal to maintain
regulatory alignment and participation with the European Aviation Safety Agency.
The technical papers for aviation, in the event of a ‘no deal’ Brexit, were published in September. The
three notices covered air services, aviation safety and aviation security. While basic, they set out a clear
position that the Government wish to keep things ‘as they are’ with a deal to continue to operate air
services by agreement with the EU as a whole and the transferring of EU regulations on safety and
security into UK domestic law.
It was also revealed that Brexit Secretary Dominic Raab had written to the EU-27 asking for additional
negotiations on transport; if a no-deal scenario played out. He asked member-states to prepare to
engage the British Government in side deals specifically on aviation and haulage.
EU leaders are preparing to hold a summit on Brexit in mid-November where it is hoped that a deal will
be achieved.
Cheshire East Site Allocations and Development Management Policies Plan
This document sets out a range of allocations for development that were not incorporated into the main
Local Plan document and is currently ‘out for consultation’. The Plan proposes new management
policies to control and manage development. There are policies that directly relate to the operation of
the Airport and developments that might be affected by Airport operations. We will be submitting
comments on these allocations and proposed policies.
Greater Manchester Spatial Framework
There has been a further delay to the production of this document. A consultation version will be
considered by the Combined Authority at the end of November. The delay is to take on-board revised
household growth projections.

Page | 1

3.

EIGHTIETH BIRTHDAY CELEBRATIONS
We have continued our activities to celebrate Manchester Airports 80th birthday throughout the summer,
emphasising the benefits to the region of our business and our positive vision for the future.
Eightieth birthday parties:
 On Tuesday 17th July we hosted a birthday party for 25 over 65s at the Welcome Café Knutsford
and on 24th for 36 over 65s at the Rajar Building Mobberley; both areas are very affected by aircraft
departures and arrivals. We treated our guests to afternoon tea, fun 80th birthday themed posed
photos (to take away) and games of bingo; all to background music from the 1960s. We were joined
by the Mayor and Mayoress of Knutsford and the Chair of Mobberley Parish Council respectively.
 On Thursday 16th August the External Affairs Team arranged and hosted an 80th birthday party,
which was attended by 120 key stakeholders from across our vast catchment area. Attendees
ranged from media, MPs, Councillors, businesses, tourism bodies and airline partners. Andrew
Cowan made a speech thanking them for their support and they were all shown the Tony Walsh
video/poem. The night was rounded off by a charity raffle for CLIC Sargent. Airlines kindly donated
flights and more than £1,200 was raised.
‘Leaving a legacy’ Schemes:
 Capitalising on the fact that 80 is the year of the oak, in September we announced a scheme to
donate 80 oak trees to community initiatives, groups and charities across the north. This offer was
communicated directly to political, business and community stakeholders along with promotion in
the media and on social media. Once allocated, there will be planting events with invitations to
political and community representatives across key areas, along with plaques and time capsules
to celebrate the anniversary and the potential for the future.
 Last year Manchester Airport staff engaged with 15,000 pupils as part of our ongoing education
programme. It therefore seemed fitting to develop an 80th birthday activity to support our work to
highlight, engage and inspire young people. A children’s book called ‘Reach for the Sky’ has been
written by our Community Relations Manager, Wendy Sinfield. The book is aligned to Manchester
Airport’s education work; highlighting access to careers. We will be giving away books to staff and
stakeholders, along with over 5,000 copies to schools across our catchment area.

4.

MANCHESTER TRANSFORMATION
Programme progress
Works on Pier 1 are progressing well. The building is now water tight with power; enabling the fit out to
progress. We have scheduled a full programme of operational readiness and familiarisation for the Pier
ready for opening in April 2019. We have held the first of a series of trials of new equipment by
stakeholders (at one of the gates) with good feedback received.
Construction of the multi-storey car park continues with completion scheduled for March with an April
opening; this encompasses a one-month ORAT (Operational Readiness Activation and Transition)
period. This will ensure a smooth opening for our customers and colleagues.
In the Terminal, steel erection works are now ending with a ‘topping out’ event scheduled for the end of
October. Floors have now been installed to the upper levels, roofing works are progressing well, and
the first sheets of glazing and cladding have been installed.
Works on the airfield also continue well and a new security access point, at Runger Lane, has opened
to support efficiency in this area.
The new forecourt is taking shape with the bridge beams in place and the first spans installed. Enabling
works to the east of the Terminal have been completed and work has begun on the Outbound Baggage
Hall.
Site Tour on Thursday 4th October
We were delighted to host a visit, to the construction site, by ten Consultative Committee Members at
the beginning of October. The group were escorted by Ian Costigan, Business Change Director and
Bryan Glass who is leading the project for Laing O’Rourke. Having received personal protective
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equipment and a site induction the group progressed to the Terminal extension heading straight up to
the Departure Lounge Level before working their way back down through check-in/security, down again
to immigration and finally the baggage reclaim/arrivals floor.
Members were able to get a sense of scale of the new facilities and witnessed the many safety initiatives
the contractors are adopting to keep operatives safe through construction.
Leaving a Lasting Legacy
In August, Laing O’Rourke Transformation main contractors, held a Corporate Social responsibility
networking event at the Woodhouse Park Lifestyle Centre for their Tier 2 supply chain. Feedback has
been positive, particularly from the supply chain school and we have 13 companies who have pledged
to support us on a range of education and employment initiatives.

5.

OPERATIONAL DATA
On Time Performance (OTP)
On Time Performance (OTP), by departing aircraft, is determined by many factors; these may be airline,
weather, airport related, en-route or from the destination airport. On a month by month basis
performance was as follows:
 July -On time performance for all flights was 64.3% and 79.9% for first wave.
 August -On time performance for all flights was 69.3% and 83.4% for first wave.
 September -On time performance for all flights was 70.3% and 83.6% for first wave.
In July most of the delay issues were in the last week of the month (July 25-30) when flights across
Continental Europe suffered delays due to Air Traffic Control capacity and regulation restrictions.
August, while better performing than July, saw delays on 4th due to Air Traffic Control capacity and
regulation restrictions and significant Air Traffic Control delays 24th-25th around the Greek Islands and
Porto.
Airport ‘On Time Performance’ is a measure against factors that are solely within our control (such as
movement around the airfield). On a month by month basis performance was:
 July -97.6%
 August -97.6%
 September -97.3%
Performance in the 2018/2019 Financial Year (April-September 2018) was 97.4% On Time.
Operations disrupted by ‘flash flooding’ of the Runway
Heavy downpours of rain across Greater Manchester and Cheshire on Saturday 8th September caused
disruption to our operations. The morning saw a series of Non-Standard Departures to safely direct
aircraft around thunderstorms. In the afternoon rain fell faster than the water could be drained creating
some ‘pooling of water’ on Runway 1 and for a short time, we switched all operations to Runway 2 to
maintain arrivals and departures.
Passenger numbers
As is indicated in the ‘Traffic Statistics’ summaries, at the end of this report, our passenger numbers
have continued to grow. Six months into the 2018/2019 Financial Year our rolling total is 27.9m
passengers.

6.

SUFACE ACCESS
Road Improvements
 The A6 to M56 link road (A555/Manchester Airport Relief Road/A6MARR) construction and
related congestion have continued to cause delays, at times severe, throughout the quarter for our
passengers and colleagues. It is reported that the longed delayed road will finally open to traffic on
Monday 15th October.
 On Ringway Road (between Ringway Road West and Terminal 3) traffic management
commenced at the beginning of October (until 18th October). The temporary change to ‘one-way’
(towards the Airport) is to facilitate the installation by Electricity North West of a 33k volt cable.
 Work continues on the M6 and M60 by Highways England as part of their ‘smart motorway’
upgrade work. We regularly meet with Highways England and communicate collaboratively to
ensure any impact on our customers and employees is minimised and that information is
disseminated in a timely manner.
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Forecourt Management
On 10th July we introduced changes to our Forecourts. Passengers can be dropped, free of charge at
our new drop-off point (located directly alongside our JetParks 1 car park), or they can choose to pay
£3 for five minutes (£4 for ten) and be dropped off outside the Terminal front.
Forecourt congestion has significantly reduced following implementation and we experienced no major
operational challenges, aside from teething problems in the first week. Since launching, the free
drop-off area has been working well and we continue to monitor use patterns to make improvements.
We encourage any passengers to make use of this free site if they do not want to pay to access the
forecourts.
Pick-up has been the area of most challenge for us. Since 2007 those picking up passengers have
been directed to access our on-site short stay car parks at each Terminal. This change became
necessary after the Glasgow terrorist attack when we lost 50% of our forecourts capacity. The ‘Pick-up’
routes, for each Terminal, are clearly sign posted and the charge is £4 for 30 minutes. We have an
improvement plan underway to make necessary changes to pay stations, signage etc in the arrivals car
parks across the site to make the process simpler and easier. We are also reviewing blue badge spaces
in the arrivals car parks.
Trains
Throughout the summer the Manchester Airport Station has suffered from a high level of delays and
cancellations because of the new rail timetables and associated issues. More than 30% of all Airport
services experienced disruption. We held a planning meeting with Network Rail and Northern Rail in
July to discuss options for recovery and a communications plan for improving information to
passengers. Work has taken place with TransPennine Express to build resilience into their December
timetable operation through the Airport so that performance can improve moving forward. This includes
longer dwell times at the Airport to mitigate the impact of congestion and late arriving trains.
We are working with Network Rail to improve the customer experience for passengers arriving from
Piccadilly train station. The first phase of this includes engagement with Information Services to display
flight departure times at Piccadilly station.
In October we will hold the first monthly multiagency meeting with Network Rail, Northern Rail,
TransPennine Express and TfGM Metrolink; with a focus on improved communication, partnership
working and improved and stable performance.
HS2/Northern Powerhouse Rail update
The Government has announced that ‘phase 2b’ of HS2, which links Birmingham to Leeds and Crewe
to Wigan and Manchester, will be delayed. The bill enabling the line to be built will not be tabled until
2020; to allow time to take account of the Strategic Outline Business Case for Northern Powerhouse
Rail and ensure that the two schemes are ‘joined up’. We see this as a positive sign, if it is truly enabling
the joining up of the two schemes, which we see as essential in terms of getting the benefits from HS2.
As we have outlined before; Northern Powerhouse Rail will dramatically improve access from all parts
of the North to our existing long-haul connectivity and so boost trade, inward investment and tourism in
each of the Northern Powerhouse regions, rebalancing the UK economy. The journey times Northern
Powerhouse Rail would deliver between Northern cities, and our site, would treble our public transport
catchment area and automatically make approximately 20 direct long-haul routes viable in the eyes of
airlines.
Bus and coaches
 BusyBus, a local tour operator, are now using the Airport’s coach station as a base for their day
trips. They have achieved high levels of business in their first two months of operation and expect
to run more services each week from October.
 National Express intend to launch additional direct services to Liverpool/Birmingham from
October.
Staff travel
We have reached agreement, in principle, with one major public transport partner for improved
discounts on their service. This scheme is expected to be operational in January.
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7.

OPERATIONAL ENVIRONMENT – ROUTES AND SERVICES UPDATE



















Oman Air marked their first anniversary in July. Following the successful first year of the
Manchester-Muscat service, Oman Air introduced a Boeing 787 Dreamliner on 1st July.
Ryanair will operate six new routes from Manchester in Summer 2019; Marseilles, Gothenburg,
Bordeaux, Marrakech, Nantes and Thessaloniki (Boeing 737-800 aircraft), all will be served twice
a week. The airline will increase frequency on Belfast to 14 flights per week in the summer season.
These changes will see growth of their traffic by 6% and will deliver 5.4 million passengers by
Financial Year 19/20. Ryanair will operate these new services on the twelve aircraft already based
at Manchester.
Jet2.com and Jet2CityBreaks have announced a programme of dedicated trips, in
February/March 2019, to Iceland to experience the Northern Lights. All flights to Keflavík
International Airport, near Reykjavik, will be operated by Boeing 737-800 aircraft. The airlines’
current planning for Summer 2019 suggests considerable growth of around 14% additional
capacity; compared to Summer 2018, and 15% in Winter 2019 compared 2018. Manchester
remains the airline’s largest base.
Jet Airways announced, in August, an increase in capacity for their Mumbai service that
commences on 5th November. The new service will now operate five flights a week with an Airbus
A330-200 aircraft.
easyJet will add two newly based aircraft this winter and three more in Summer 2019 as well as
adding 175 jobs and six new routes. The new destinations are Innsbruck, Lanzarote, Faro,
Barcelona, Bordeaux and Budapest. This growth will deliver circa 700k incremental passengers in
FY20 versus FY19. While easyJet have publicly announced this additional capacity, they are reliant
on Airbus delivering the new Airbus A320neo’s to schedule; if there are delays then this incremental
passenger growth could reduce.
Thomas Cook Airlines negotiations continue around the potential for further growth in Summer
2019; with additional aircraft being discussed. Aside from the commercial discussion, the carrier is
happy with Summer 2018 performance. Summer 2019 will see Thomas Cook Airlines replace
one of their ‘two Airtanker’ leased airframes with a full product A330-200, add Montego Bay, as
well as additional frequencies on their San Francisco and Seattle routes.
JAL (Japan Airlines) met our network team to lay the foundations for a long-term plan to secure
a Tokyo service. We know that such a service is unlikely in the next two years, but it is important
to position ourselves correctly as the Airline look to grow international services. Forecasts show
very strong passenger demand for connectivity between Manchester and Tokyo, over the next five
years. We need to harness this growth and continue our discussions. JAL showed a considerable
level of interest and underlined that they saw Manchester as an Airport for their mainline product
rather than their newly launched Low-Cost Carrier
ANA (All Nippon Airways) also met with the network team to discuss the Manchester opportunity
and again, like JAL they showed a good level of interest. ANA believe that the additional capacity,
which is being added to Narita and Haneda airports, brings with it opportunities for services to
airports such as Manchester.
VLM announced, in August, it would not commence flights to Antwerp and Ostend as planned. The
airline also announced it was pulling out of Birmingham and Aberdeen Airports. On 31st August the
Belgian carrier went unto liquidation.
Primera Airlines ceased trading on Monday 1st October. The Latvian airline had undertaken an
aggressive growth strategy in Europe over the last 12 months that had included commencing low
cost long-haul operations from London Stansted. Their plan for Manchester had been a five times
a week operation to Malaga; that would have begun on the 24th October.
At the Routes World 2018 conference the Aviation team had positive meetings with China
Eastern, Air China, China Airlines, Hong Kong Airlines, Juneyao, China Southern, Hainan,
Shenzhen Airlines, Vistara, Qatar, Oman Air, Emirates, Etihad, Kuwait Airways, Saudia, South
African Airlines, Air Canada, WestJet, American Airlines, IAG, Vueling, Eurowings, Ukraine
International Airlines, Pegasus, CityFlyer, Lufthansa, Finnair, Cobalt, Adria, Air Malta, SunExpress
and Icelandair. This conference was an excellent chance to continue mature conversations as well
as introduce Manchester to possible new airline customers.
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8.

MEMORIAL TO 1985 BRITISH AIRTOURS DISASTER
On Wednesday 22nd August we unveiled a new memorial in Stanley Forest to remember the 55 people
who lost their lives in the 1985 Manchester Air Disaster. The ‘Service of Dedication’ was a hugely
moving occasion for anybody touched by the terrible events of 33 years ago, particularly the families of
those who lost their lives and survivors of the tragedy. The new memorial provides a place to remember
and reflect for all those involved.

9.

CUSTOMER SERVICE
Customer feedback
Overall customer feedback has increased when comparing Year on Year numbers, as is the complaints
per 10k passengers measure. Overall performance against complaint handling SLA has been
successfully achieved. In all three months of the reporting period, performance has exceeded the
desired 95% of feedback to receive an initial response within ten working days.
There have been notable events that influenced the increase in complaints per 10k. Spikes in
complaints were subject to isolated, yet significant, events. Hackney Carriage protests accompanied
with Forecourt Management ‘Go Live’ contributed to a significant increase in July. Separate to these
‘event driven complaints’, both “M&G vehicle damage” complaints and “drop off” complaints have seen
a downward average trend over the quarter. There has been a quarterly increase in non-travelling
persons contacting the Airport to provide their own ‘feedback’ and reflect upon negative publicity.
In contrast, it is pleasing to report that the number of compliments received over the quarter remains
proportionate to the number of complaints; when compared with the previous quarter. Terminals, OCS
and Landside personnel, amongst others, have received an array of compliments, highlighting individual
‘wow moments’. A common theme connecting the compliments appears to be the Hidden Disability
Lanyard Scheme.

Complaints
Per 10k passengers
Complaint handling SLA
(SLA: 95% in 10 days)
Compliments
Suggestions & Comment
Service Recovery

July 2018
Number
% of all
2086
79.9%
6.0
98%
96
397
32

August 2018
Number
% of all
1730
79.9%
5.1
100%

3.7%
15.2%
1.2%

62
373
1

September 2018
Number
% of all
1809
82.3%
5.7
100%

2.9%
17.2%
0.1%

56
330
3

2.6%
15.0%
0.1%

Security Performance
July saw more than 94% of passengers processed in 15 minutes or less and 96.8% in August beating
the SLA targets and demonstrating a huge improvement following the challenges in June. The following
data illustrates the percentage of passengers queuing 15 mins or less in security; target 92% or better:
Sep-17 Oct-17 Nov-17 Dec-17 Jan-18 Feb-18 Mar-18 Apr-18 May-18 Jun-18 Jul-18 Aug-18 Sep-18
T1 A

92.5% 97.0%

97.7% 86.7% 96.1% 93.0% 87.5% 95.5% 81.9% 75.5% 89.2% 93.9% 90.8%

T1 B

97.4% 98.9%

99.0% 88.5% 95.2% 89.4% 86.2% 97.4% 91.3% 89.0% 95.1% 97.6% 91.8%

T1 Total

94.5% 97.7%

98.1% 87.4% 95.7% 91.5% 87.0% 96.1% 86.0% 81.7% 92.1% 95.7% 91.3%

T2

92.0% 99.7%

95.9% 95.7% 97.5% 95.8% 95.7% 97.1% 97.0% 89.3% 96.8% 97.3% 94.8%

T3

100.0% 100%

98.4% 99.8% 99.6% 99.8% 98.6% 99.7% 98.4% 93.1% 97.5% 98.3% 98.7%

Total

95.4% 98.8%

98.4% 92.9% 97.4% 94.9% 92.2% 97.5% 92.0% 86.8% 94.7% 96.8% 94.2%
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Immigration Queue Measurement
An immigration queue measurement system is now running in all three Terminals. Final trials of the
queuing pathway for EU (Manual) passengers in Terminal 2 were completed in February; when the final
path was defined. For this reason, the field is marked n/a overleaf; with the first data reported in March
2018:
Sep-17 Oct 17 Nov-17 Dec-17 Jan-18 Feb-18 Mar-18 Apr-18 May-18 Jun-18 Jul-18 Aug-18 Sep-18
25 min 25 min 25 min 25 min 25 min 25 min 25 min 25 min 25 min 25 min 25 min 25 min 25 min
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA

EU

T1
T2
T3

97.3% 100% 99.7% 99.7% 99.0% 99.4% 99.6% 98.8% 99.4% 99.1% 99.0% 97.1% 98.5%
n/a

n/a

n/a

n/a

n/a

n/a

100% 99.1% 100.0% 99.6% 99.8% 99.2% 99.7%

99.9% 99.9% 99.9% 99.8% 99.5% 99.9% 100% 99.9% 99.9% 100.0% 99.8% 99.8% 100.0%

E-Gates

Total 98.2% 99.9% 99.8% 99.8% 99.3% 99.6% 99.8% 99.2% 99.7% 99.5% 99.4% 98.0% 99.0%
T1

100% 99.9% 100%

T2

99.9% 100% 99.8% 100% 99.9%

T3

99.7% 99.1% 100% 99.9% 99.9% 99.9% 99.6% 98.3% 99.5% 99.7% 99.8% 98.1% 99.2%

Total 99.9% 99.7% 100%

100%

100%

100%

100%

99.6% 99.9% 99.9% 100.0% 99.9% 99.7% 99.8% 99.2%
100%

100% 100.0% 100.0% 100.0% 99.9% 100.0% 100.0%

100% 99.8% 99.5% 99.9% 99.9% 99.5% 99.4% 99.4%

Non-EU

45 min 45 min 45 min 45 min 45 min 45 min 45 min 45 min 45 min 45 min 45 min 45 min 45 min
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA
SLA

T1

95.8% 99.9% 99.8% 98.9% 97.2%

T2

92.4% 96.9% 97.9% 98.9% 94.4% 95.5% 96.6% 87.5% 97.6% 89.8% 96.4% 95.7% 82.3%

T3

99.8% 99.8% 100% 99.7% 100%

100% 98.8% 95.4% 98.4% 94.8% 91.6% 90.2% 91.7%

100% 98.9% 98.7% 99.1% 99.3% 99.9% 98.6% 98.0%

Total 95.6% 99.9% 99.3% 99.1% 97.0% 98,5% 98.2% 93.7% 93.8% 94.3% 94.3% 92.7% 89.9%

Special Assistance Services update
The performance of our service provider OCS has seen three-months of continuous improvement for
July, August and September; although still falling just short of target. September was the years busiest
month for Special Assistance; where OCS assisted 42,301 passengers and scored 94.4% against a
target of 98%.
As I reported to Members in July; we acknowledge the findings of the CAA’s Accessibility Report and
are disappointed that the service level provided to passengers, who require special assistance, fell short
of the required standard. The reason behind the CAA’s rating pertained to data capture, and OCS’s
ability to consistently and accurately deliver the service required for arrivals. We were pleased the
Report did highlight several positive steps Manchester Airport has taken since 2017 to improve the
service. In response to the Report and our requirement for OCS to improve their data capture, OCS
have recruited a full-time data analyst. The data analyst has been validating data to provide a truer
reflection of the service, the findings of which are to be provided to the CAA at the end of October.
We have also bolstered the focus on Special Assistance at Manchester Airport by appointing a
dedicated Head of Special Assistance Services, Michelle Foster, and recruiting a Special Assistance
Services Coordinator, Matt Austin. Ashley Horsfall, Special Assistance Services Manager, will split his
focus 50:50 between our ongoing operation and the Transformation Programme; to ensure a seamless
transition into the new infrastructure.
We continue to monitor customer feedback in this area; the Special Assistance Survey and the Hidden
Disability Surveys both reported positively. We are pleased that 67.8% of customers using our Hidden
Disability lanyard scheme consider their experience at Manchester Airport to be significantly better than
at other airports.
We are now ‘out to tender’ for the delivery of Special Assistance Services at Manchester Airport.
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10. STAFFING CHANGES
Jun-18 Jul-18 Aug-18 Sep-18

Our colleagues as of September 2018
(corrected for leavers/starters listed left)

Starters Permanent

108

144

150

149

Permanent

3,720

Starters Temporary

22

32

16

13

Temporary

140

Leavers Permanent

61

78

106

114

Casual

8

Leavers Temporary

3

8

19

23

TOTAL

3,868

Jobs Fairs
In September, Airport Academy and MAG Volume Recruitment attended the Oldham and Stockport
Jobs Fairs. Throughout the days they spoke to more than 1,000 job seekers.

11. COMMUNITY MATTERS
Community Communication and Consultation
Throughout the quarter we have maintained our weekly presence at Knutsford Library and commenced
our autumn outreach programme; with visits to Hale Library and Wythenshawe Forum. Our remaining
2018 Outreach dates are listed below:
Tuesday 23rd October
Thursday 25th October
Tuesday 13th November
Tuesday 13th November
Monday 19th November
Monday 26th November
Tuesday 27th November
Wednesday 5th December

14:30-18:30 hrs
11:30-15:30 hrs
14:00-16:00 hrs
16:30-18:30 hrs
13:00-17:00 hrs
14:00-18:00 hrs
12:00-19:00 hrs
14:00-17:00 hrs

Handforth Library
Earlams Store
Café Unity
Heald Green Library
Plumleys (Garden Centre)
Cheadle Hulme Library
Didsbury Library
Comberbach Memorial Hall

Handforth
Styal
Heald Green
Heald Green
Plumley
Cheadle Hulme
Didsbury
Comberbach

Meetings with local Councillors
During September, over six meetings, we met with 65 Councillors representing Parish, Town, Borough
and City Councils from Cheshire East/West, Trafford, Stockport and Manchester. We brought
Councillors up to date with presentations on Forecourts Changes, Surface Access, Dual Runway use,
the Noise Action Plan and developments across our site; as well as our work in their communities and
80th birthday celebrations.
All Councillors were asked to rate the event that they attended out of four (one being poor and four
excellent) and we averaged 3.6.
Apprentice Enterprise Competition
In July, children from 12 Primary Schools from across Greater Manchester, Lancashire and Cheshire
competed in the Airport Community Network ‘Apprentice Enterprise Competition’. The children had
been mentored, through June, by Network members including the Marriott, MAG, BCEGI and Aecom.
The children presented their poster and radio advert under the theme ’Safety in the Sun’ to the judges
from Greater Manchester Police, Heart FM, Carat Media, MediaFour and World Duty Free. SS John
Fisher & Thomas More Catholic Primary School in Wythenshawe grabbed first place and a Circus Big
Top and performance for their whole School. Second and third places were awarded to Crossacres
Primary School in Wythenshawe and St. Peter's Roman Catholic Primary School, in Rossendale -each
received an ice cream van visit for their Year 6 classes.
From Wednesday 1st August the winning poster was displayed in the three Terminals on the ‘Primesight
screens’. The SS John Fisher & Thomas More Catholic Primary School children also made a
professional recording of their radio advert with Heart FM that was broadcast over the summer.
Improving our neighbouring communities
In September an eight-person team from Finance carried out a makeover of the outside space of ‘The
Addy Young Peoples Centre’ in Wythenshawe. The ‘Manchester Young Lives’ works to promote the
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social and educational inclusion of children and young people at their site ‘The Addy’. The Team
invested 48 volunteer hours clearing paths, cutting back overgrowth and generally tidying ready for the
afterschool garden projects that commenced later in the week. Later in the month five colleagues from
MAG IT were at the Lower Moss Wood Animal Hospital. The Team invested 25 hours cleaning and
repairing the animal cages and feeding the poorly patients.
Attendance Scheme
Two-hundred and twenty-six attendance achievers from ten local primary schools celebrated their 100%
success at a fun filled day out which took place on the 6th July at Stockley Farm. Children from Primary
Schools in Heald Green, Knutsford, Mobberley and Wythenshawe had a wonderful day taking part in
the activities on offer.
BBC Music Day
On Friday 28th September we hosted performances for BBC Music Day. The day started with the Indian
Choir of England serenading passengers checking in at Terminal 1 at 07:00 hrs. The music then moved
on through outbound control with our choir performing outside World Duty Free and the band of the
County High School Leftwich performing at Gate 10 for Emirates passengers and on the apron for
passengers climbing the steps to their easyJet Airbus A320. Other performances were made in
Terminal 2; by boyband ‘Yes Lad’ and at the ‘Mood Café’ (contractors rest area for Transformation); by
Outwood Primary School Heald Green and The Radclyffe School Oldham. The Station hosted the
remainder of the performances on the stage of our monthly ‘Platform’ food event; including
performances by the Suffragette Singers, Fianna Phadraig Pipe Band, Baguley Hall/St Peters Primary
Schools, The Celtic Fettlers, Katie Galloway, Manchester College and Together Dementia Care Choir.
Overall the day was enjoyed by all Airport colleagues and passengers.
Community Trust Fund
A total of £25,163 was awarded to 13 local voluntary non-profit making organisations at the July
meeting. Successful applicants included:
 £1,500 to the Wilmslow Symphony Orchestral Society (Cheshire East) –towards Timpani Drums.
 £2,400 to Hall Lane Allotment (Manchester) – towards a solar watering kit.
 £1,209 to Webb Lane Allotment (Stockport) –towards a mower and strimmer.
 £3,000 to Toy House (Trafford) –towards cabinet storage.
 £2,000 to Denton Cricket Club –towards fencing for junior members safety.
The total number of projects to benefit from the Fund now stands at 1,491 amassing £3,481,286.
12. MANCHESTER AIRPORT IN THE NEWS JULY-SEPTEMBER 2018
Manchester Airport celebrates strong stateside growth
In July, various media outlets shared fresh data that showed that the number of passengers travelling
across the pond, from Manchester, increased by 7% in the past financial year; nearly double the national
average. Manchester is now the sixth largest airport in Europe, for passengers travelling to America,
with thirteen separate routes operating, the most recent to launch in May was ‘Seattle’ with Thomas
Cook Airlines.
Greater Manchester sets out for closer India relationship at summit
The Manchester-India Business Summit welcomed over fifty influential companies and key government
figures from the UK and India with interests in developing trade opportunities, as well as showcasing
the city region as a key business destination for Indian investors. The Summit enabled Indian
companies, including Tech Mahindra and Hero Cycles, to demonstrate how they have successfully
accessed the UK market by establishing operations in Greater Manchester. The event also showcased
Jet Airways; who are set to launch a direct Manchester-Mumbai route next month.
BBC Breakfast live from the tower
On Friday 27th July BBC Breakfast broadcast live from the top of the Air Traffic Control Tower; as CAA
data forecasted it to be one the busiest days of the year for flights and passengers. I was interviewed
about how we deal with so many passengers in the summer and Andrew Cowan spoke about
Manchester Transformation, route development and Brexit.
Passenger's ‘Facebook Live’ rant in pick-up area
A passenger caught in traffic in the pick-up area broadcast live on Facebook about the Forecourt
Management System. Thousands of people shared the clip and commented on their own experiences,
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both critical and complementary, of our site. The broadcast contained many inaccurate comments; such
as claiming there were only two exit barriers when there are in fact five. The passenger also wrongly
claimed that there had been changes to pick-up arrangements; which is not the case. The same pickup arrangements have been in place for over a decade; the Forecourts Managements changes have
been for persons being ‘dropped-off’.
Trading standards tackle rogue meet and greet firm
Last quarter I reported there have been many stories concerning ‘rogue’ parking companies and issues
caused to our passengers and neighbours. In August the director of a meet-and-greet firm was fined
for parking a customer's car outside his own home; after trading standards officers used a tracking
device to follow the vehicle.
Yorkshire chippy sees boost thanks to Chinese visitors
In a quirky reflection of the impact of our direct China services media outlets covered the story of a Chip
Shop near York, that has seen an influx in Chinese holidaymakers in recent years. The Chip Shop has
now had its menu printed in mandarin and the timing suggests the influx of visitors directly relates to
the success of the Airport’s direct routes to Hong Kong and Beijing.
Immigration queues
In August the Manchester Evening News ran a story that reflected comments/complaints, made by
passengers, about the length of queues and the time taken at immigration. In our response we were
able to reinforce our call for Government intervention to review their SLA targets and increase the
number of Border Force staff; to better reflect the number of passengers arriving.
The Hut Group to build 'landmark' HQ at Airport City Manchester
In September there was significant media coverage of the online beauty and wellbeing business ‘The
Hut Group (THG)’ agreeing a deal to develop 1 million sq. ft. of office and studio space at Airport City.
The development will be the largest ever by a company in the North West and is part of more than $1bn
investment planned for the region over the next three years.
Swissport Baggage Handler
In September our Social Media Team were alerted to a video posted on Facebook which showed
Swissport ground handlers causing damage to passenger cases while offloading from a Ryanair
aircraft. The Team immediately contacted the passenger, who posted the video, to request further
details so that the matter could be investigated. Swissport have acted to deal with the employees
concerned. Over the course of the day the video was shared repeatedly and has now been viewed
online by more than 13m people and shared 342k times. This resulted in adverse media coverage and
in response, we issued a strong media statement, across all our social media channels and in the press
to make clear that the behaviour witnessed was completely unacceptable and that sanctions would be
taken if we found the response of Swissport to be inadequate.
In contrast a week later; a video clip captured two baggage handlers being very gentle with luggage.
The two Swissport staff members can be seen carefully picking up suitcases and gently placing them
onto a trolley. Sadly, this positive footage has not had the same circulation.
Driver convicted for driving into an MAG colleague.
In September, we received the verdict of a court case following an incident in July where a member of
the public was arrested for driving into a traffic marshal following the introduction of charges on our
forecourts. The accused was found guilty but was only given a six-month jail sentence suspended for
two years. During the sentencing the judge made what we believe to be inappropriate remarks attacking
the drop-off charges. The Judge’s comments were inaccurate and misleading, and attempted to
rationalise the behaviour of a convicted criminal based on his own personal views. As such, we
responded with a statement to condemn the comments made and sought support from Brake, the road
safety charity, who also condemned the comments as belittling efforts to improve road safety. There
was extensive coverage and comment through press and social media. I would hope that Members
agree that everyone has the right to work or travel across our site without harassment or violence
directed towards them.
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Manchester Airport
Monthly Traffic Statistics for 2018/19
JULY 2018
MONTH
LAST
YEAR
ACTUAL

THIS YEAR
ACTUAL

FINANCIAL YEAR TO DATE
% ACTUAL
/LAST
YEAR

LAST
YEAR
ACTUAL

THIS YEAR
ACTUAL

% ACTUAL
/LAST
YEAR

MOVING
ANNUAL
TOTAL

% CHANGE

AIRCRAFT MOVEMENTS
DOMESTIC

3,169

3,198

0.92

12,506

12,717

1.69

37,622

6.18

SCHED INT

14,608

14,197

-2.81

53,658

52,272

-2.58

140,968

-1.48

CHARTER

1,709

1,626

-4.86

5,458

5,076

-7.00

12,785

-7.25

890

885

-0.56

3,367

3,405

1.13

9,929

2.71

20,376

19,906

-2.31

74,989

73,470

-2.03

201,304

-0.33

PRIVATE/MISC
TOTAL

TERMINAL PASSENGERS
DOMESTIC

212,139

233,097

9.88

818,886

890,524

8.75

2,478,716

5.48

SCHED INT

2,475,804

2,483,210

0.30

8,637,546

8,664,452

0.31

22,840,348

3.43

342,216

327,184

-4.39

1,080,951

1,030,240

-4.69

2,589,437

-6.79

1,685

2,745

62.91

6,672

5,791

-13.20

20,349

23.57

3,031,844

3,046,236

0.47

10,544,055

10,591,007

0.45

27,928,850

2.57

10,624,162

0.42

28,025,758

2.47

40,705

-5.09

120,539

0.02

CHARTER
PRIVATE/MISC
TOTAL

TOTAL PASSENGERS (INCL. TRANSIT)
TOTAL

3,039,067

3,053,554

0.48

10,580,105

FREIGHT (INCL. MAIL) TONNES
TOTAL

12,059

10,754

-10.82

42,890
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Manchester Airport
Monthly Traffic Statistics for 2018/19
AUGUST 2018
MONTH
LAST
YEAR
ACTUAL

THIS YEAR
ACTUAL

FINANCIAL YEAR TO DATE
% ACTUAL
/LAST
YEAR

LAST
YEAR
ACTUAL

THIS YEAR
ACTUAL

% ACTUAL
/LAST
YEAR

MOVING
ANNUAL
TOTAL

% CHANGE

AIRCRAFT MOVEMENTS
DOMESTIC

3,171

3,196

0.79

15,677

15,913

1.51

37,647

5.61

SCHED INT

14,853

14,461

-2.64

68,511

66,733

-2.60

140,576

-2.28

CHARTER

1,736

1,645

-5.24

7,194

6,721

-6.57

12,694

-7.22

886

869

-1.92

4,253

4,274

0.49

9,912

2.20

20,646

20,171

-2.30

95,635

93,641

-2.09

200,829

-1.01

PRIVATE/MISC
TOTAL

TERMINAL PASSENGERS
DOMESTIC

217,093

234,999

8.25

1,035,979

1,125,523

8.64

2,496,884

5.80

SCHED INT

2,585,991

2,565,032

-0.81

11,223,537

11,229,484

0.05

22,820,732

2.18

361,473

344,990

-4.56

1,442,424

1,375,230

-4.66

2,572,676

-6.32

1,485

1,177

-20.74

8,157

6,968

-14.58

19,661

13.78

3,166,042

3,146,198

-0.63

13,710,097

13,737,205

0.20

27,909,953

1.64

13,778,460

0.17

28,004,865

1.53

51,206

-6.76

119,014

-3.01

CHARTER
PRIVATE/MISC
TOTAL

TOTAL PASSENGERS (INCL. TRANSIT)
TOTAL

3,175,191

3,154,298

-0.66

13,755,296

FREIGHT (INCL. MAIL) TONNES
TOTAL

12,027

10,501

-12.69

54,917
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Manchester Airport
Monthly Traffic Statistics for 2018/19
SEPTEMBER 2018
MONTH
LAST
YEAR
ACTUAL

THIS YEAR
ACTUAL

FINANCIAL YEAR TO DATE
% ACTUAL
/LAST
YEAR

LAST
YEAR
ACTUAL

THIS YEAR
ACTUAL

% ACTUAL
/LAST
YEAR

MOVING
ANNUAL
TOTAL

% CHANGE

AIRCRAFT MOVEMENTS
DOMESTIC

3,197

3,132

-2.03

18,874

19,045

0.91

37,582

4.50

SCHED INT

14,103

13,665

-3.11

82,614

80,398

-2.68

140,138

-3.17

CHARTER

1,576

1,517

-3.74

8,770

8,238

-6.07

12,635

-7.10

941

805

-14.45

5,194

5,079

-2.21

9,776

0.50

19,817

19,119

-3.52

115,452

112,760

-2.33

200,131

-1.91

PRIVATE/MISC
TOTAL

TERMINAL PASSENGERS
DOMESTIC

199,233

216,678

8.76

1,235,212

1,342,201

8.66

2,514,900

6.67

SCHED INT

2,347,529

2,309,387

-1.62

13,571,066

13,538,871

-0.24

22,782,335

0.97

320,675

311,136

-2.97

1,763,099

1,686,366

-4.35

2,563,025

-5.62

1,636

929

-43.22

9,793

7,897

-19.36

18,750

3.23

2,869,073

2,838,130

-1.08

16,579,170

16,575,335

-0.02

27,879,010

0.81

16,622,035

-0.06

27,971,560

0.68

61,222

-6.68

118,341

-4.25

CHARTER
PRIVATE/MISC
TOTAL

TOTAL PASSENGERS (INCL. TRANSIT)
TOTAL

2,876,880

2,843,575

-1.16

16,632,176

FREIGHT (INCL. MAIL) TONNES
TOTAL

10,688

10,016

-6.29

65,605
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Monthly Photo capture of
@MAComRels

 Artwork display by pupils of St Pauls RC High School
On Thursday 4th a display of new artwork by the pupils of St Pauls RC High School was officially opened by the Lord
Mayor of Manchester. The artwork celebrates artistic styles from around the world and so it is particularly fitting for it
to be displayed at the Airport. Year 8 have produced Aztec Prints, Year 9 World Art and Years 10/11 African Art and
Vases. The event was attended by the Headteacher, subject teachers, Governors and a local Councillor. Later in the
afternoon (after School had finished) parents and students attended to see the work displayed.

Knutsford & Mobberley Parties
On Tuesday 17th and Thursday 26th we hosted parties for 25 over 65s at the Welcome Café
Knutsford and 26 at the Rajar Building Mobberley. Both areas are very affected by aircraft
departures and arrivals. We treated our guests to afternoon tea, fun posed photos (to take away)
and games of bingo; all to background music from the 1960s. We were also able to provide a
glimpse of the future with the MAN-TP Virtual Reality Goggles. We were joined by the Mayor
and Mayoress of Knutsford and the Chair of Mobberley Parish Council, respectively, at each
event.

Apprentice Enterprise Competition
Twelve Primary Schools from across Greater Manchester and Cheshire competed in
the Airport Community Network ‘Apprentice Enterprise Competition’. The children
have been mentored, through June, by Network members including the Marriott,
MAG, BCEGI and Aecom. The children presented their poster and radio advert under
the theme ’Safety in the Sun’ to the judges from Greater Manchester Police, Heart
FM, Carat Media, MediaFour and World Duty Free. SS John Fisher & Thomas More
Catholic Primary School in Wythenshawe grabbed first place and a Circus Big Top
and performance at their School. Second and third places were awarded to
Crossacres Primary School in Wythenshawe and St. Peter's Roman Catholic Primary
School, in Rossendale -each received an iced cream van visit for their Year 6.
The winning poster (pictured right) now appears across the Airport and the children
recorded a radio advert with Heart FM to be broadcast over the summer.

July

2018
FY 17-18

Attendance
Scheme
2017/18
celebration

On Friday 6th, in celebration of achieving
100% attendance at school (for a whole
academic year), 226 children from ten local
Primary Schools attended Stockley Farm,
Arley for their reward celebration. Basking in
glorious sunshine the children enjoyed
meeting all the animals, a tractor ride and of
course an ice cream.

Monthly Photo capture of
@MAComRels

MAN-TP ‘Delivering a Legacy’
On Wednesday 29th MAN-TP Main Contractors Laing O’Rourke held a CSR networking event at the Woodhouse Park
Lifestyle Centre for their Tier 2 supply chain. Feedback has been positive, particularly from the supply chain school;
and we have 13 companies who have pledged to support us on a range of education and employment initiatives. These
will be followed up and data collected and supplied for score cards; and good news stories supplied.

Wythenshawe Bee Trail Oak Trees –An 80th Anniversary Symbol
The Manchester Bee Trail stretches as far as
Manchester Airport; there is a bee at our Station
and two more nearby to visit in Wythenshawe.
During the month we launched our cosponsored ‘Wythenshawe Bee Trail’; providing a
suggested walking Route around the bees and
promoting notable historical landmarks nearby.

Apprentice
Enterprise
Competition
The winning advert from the Junior
apprentice competition has been
displayed on the digital media
panels in the Terminals throughout
the month. Bee Safe in the Sun was
the winning entry of St John Fisher
Primary school in Wythenshawe, we
have tweeted about it and the
school have retweeted.

August

2018
FY 17-18

In celebration of our 80th Birthday Manchester Airport
has 80 Oak Trees, the symbol of an 80th anniversary to
give to the community. We have started publicity and
awareness to encourage communities to apply for a
tree for their area and have already received over
twenty replies.

Autumn/winter Outreach programme
We have agreed and published,
Outreach dates for Autumn/Winter
2018. Our community outreach events
provide the opportunity for people to
find out more information on aircraft
operations or our work in the
community; through a face to face
discussion.
Through
October,
November and December we will be
providing over 61 hours of availability;
ten outside of the working day.

Monthly Photo capture of
@MAComRels

BBC Music Day
On Friday 28th September we hosted performances for BBC Music Day. The day started with the Indian Choir of
England serenading passengers checking in at Terminal 1 at 07:00 hrs. The music then moved on through
outbound control with our choir performing outside World Duty Free and the band of the County High School
Leftwich performing at Gate 10 for Emirates passengers and on the apron for passengers climbing the steps to
their easyJet Airbus A320.
Other performances were made in Terminal 2; by boyband ‘Yes Lad’ and at the ‘Mood Café’ (contractors rest area for Transformation); by Outwood
Primary School Heald Green and The Radclyffe School Oldham. The Station hosted the remainder of the performances on the stage of our monthly
‘Platform’ food event; including performances by the Suffragette Singers, Fianna Phadraig Pipe Band, Baguley Hall/St Peters Primary Schools, The
Celtic Fettlers, Katie Galloway, Manchester College and Together Dementia Care Choir. Overall the day was enjoyed by all Airport colleagues and
passengers.

September

2018

FY 17-18

‘Reach for the Sky’

Meetings with Councillors

As part of our eightieth birthday
celebrations we took delivery of 7,000
copies of a book ‘Reach for the sky’.
The content of the book is aligned to our
education work, by highlighting access
to careers. We will be giving away books
to staff and stakeholders, along with
over 5,000 copies to schools across our
catchment area.

During September, at six meetings, we met with
65 Councillors Representing Parish, Town,
Borough and City Councils from Cheshire East,
Trafford, Stockport and Manchester on our site.
We brought Councillors up to date with presentations on Forecourts Changes,
Surface Access, Dual Runway use, the Noise Action Plan and developments
across our site; as well as our work in their communities and 80th birthday
celebrations. All Councillors were asked to rate the event that they attended
out of four (one being poor and four excellent) and we averaged 3.6; excellent.

‘The Addy Young Peoples Centre’ in Wythenshawe
On Tuesday 4th September 2018 an eight-person team from Finance carried out a makeover of the outside space of ‘The
Addy Young Peoples Centre’ in Wythenshawe. The ‘Manchester Young Lives’ works to promote the social and educational
inclusion of children and young people at their site ‘The Addy’. The Team invested 48 volunteer hours clearing paths, cutting
back overgrowth and generally tidying ready for the afterschool garden projects that commenced later in the week.

CSR WORK STREAMS 2018/2019

SEPTEMBER 2018
OUTCOME & PROGRESS KEY
Activity taken place
or ongoing
Plannned

EDUCATION

Apr-18

May-18

Jun-18

Jul-18

Aug-18

Sep-18

Oct-18

Nov-18

Dec-18

Jan-19

Activity planned

Feb-19

Mar-19

Total number of children benefiting
High Quality Key Stage 1 & 2 Activities
High Quality Key Stage 4 & 5 Activities

Planned

Planned

Planned

Work Experience



 On target
 Behind target
 Substantially behind target

Secure future workforce pipeline

 Support our future growth
 Host neighbourhood events
£ Demonstration of economic contribution
TARGETS

OUTCOMES

5,000
1,000
450
50











10
10

400
400













PROGRESS






5,241
830
134
36

£







7
7
3
196
314

1 in Heald Green & Styal









 £
 £
 £













30
7
0
536
209
100%
Underway

6,250
789
20%


3






















4,420
275
8%
24%

6

 

















2
43
2
£66,600
5






EMPLOYMENT
Attend & Support Jobs & Careers Fairs
Training to young people with learning difficulties
Jobs for young people with learning difficulties
Training to unemployed
Airport Academy jobs

COMMUNITY
Outreach Mobile & Knutsford

Planned

Bi-Annual Cllr visits

Planned
Planned

Planned

Planned

Annual Council Clerks & Officers meeting

Planned

No. of complaints
Movements per complaint
Response to complaints
Impact Study

15 & 35
8
1
<1,200
>130
97% <Five Working days

COLLEAGUES
Contribute volunteer hours to Community
Number of volunteers
Volunteers as a % of colleagues
% of Volunteers that are shift-based
Host 'Bring Your Child to work Day'
Host volunteer roadshows

ENTERPRISE & CULTURE
International culture project with Schools

Planned

Share benefits of M.A.G arts sponsorship
Showcase community art in our business

Planned

Planned

Planned

Support Community Trust Fund

Planned

Planned

Planned

Social events for the community

Planned

Planned

6
65 Organisations
3
>£100,000
3

Manchester Airport Consultative Committee
MANTIS Monthly Summary Report

July 2018
Total Movements

19908

Movements Monitored

19897

99.9

Detection Rate (%)

Noise

2018

2017

Daytime Average Peak Noise Level

77

77

Night time Average Peak Noise Level

77

77

Overall Average Peak Noise Level

77

77

Daytime Noise Infringements

0

0

Night time Noise Infringements

3

5

Total Noise Infringements

3

5

11/09/2018 17:39

MANTIS Summary Report July 2018
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Track Infringements
Rwy 05

Rwy 23

Total SIDs

2134

7822

Total MANTIS Correlated SIDs

2050

7603

Total Extreme Deviations

0

0

Total Overall Deviations

74

381

Percentage Deviation

3.6

5.0

Operator

Departures

Ext Deviations

Percentage

None

Noise Infringements
Operator
Ryanair
TUI Airways

11/09/2018 17:39

Total
1*
2*

A/C Type
B737-800
B737-800

MANTIS Summary Report July 2018

Chapter
4
4

Surcharge
£750
£1500

Page 2

Community Complaints
127

11/09/2018 17:39

0
0
1
0
2
4
1
0
0
0
0
0
1
2
0
0
0
0
0
0
0
2
0
0
0
1
0
0
0
0
1
1
1
0
0
0
0
1
0
0
18
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1
8
3
3
5
5
8
3
3
4
2
3
1
2
2
2
1
1
1
1
1
41
1
1
1
3
1
1
1
5
1
3
1
1
1
1
1
1
1
1
127

1
1
2
1
4
2
8
3
3
4
2
3
1
1
1
2
1
1
1
1
1
18
1
1
1
3
1
1
1
2
1
2
1
1
1
1
1
1
1
1
84

Complaint/
Complainant

0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
3
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
3

Complainants

0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
1
0
0
0
0
0
2
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
3

Total

0
0
0
0
0
0
1
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
1
0
0
0
2

Special

1
8
2
3
3
1
6
3
3
4
2
3
0
0
1
1
1
1
1
1
1
34
1
1
1
2
1
1
1
5
0
2
0
1
1
1
0
0
1
1
100

Other

Altrincham
Ashley
Aston By Budworth
Blackburn
Bowdon
Bramhall
Cheadle
Cheadle Hulme
Comberbach
Denton
Edgeley
Gatley
Hale Barns
Handforth
Hazel Grove
Heald Green
Heaton Chapel
Heaton Mersey
Heaton Moor
Heaton Norris
Henbury
Knutsford
Lostock Gralam
Lostock Green
Macclesfield
Mere
Middlewich
Mobberley
Nether Alderley
Oldham
Over Peover
Plumley
Reddish
Sale
Stalybridge
Urmston
Wigan
Wilmslow
Woodford
Woodley
Total

Off-Track

62

Odour

Total Number of Complaints received during July 2017

Noise

84

Area

Total Number of Complainants during July 2018

1.0
8.0
1.5
3.0
1.3
2.5
1.0
1.0
1.0
1.0
1.0
1.0
1.0
2.0
2.0
1.0
1.0
1.0
1.0
1.0
1.0
2.3
1.0
1.0
1.0
1.0
1.0
1.0
1.0
2.5
1.0
1.5
1.0
1.0
1.0
1.0
1.0
1.0
1.0
1.0
1.5

Night

Total Number of Complaints received during July 2018

0
1
0
3
0
1
2
0
1
1
1
1
0
0
0
0
1
0
0
1
1
18
0
1
0
1
0
0
0
4
0
1
0
0
1
0
1
0
0
1
42
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NSD Information
Runway 05
Last Year
Monthly Total SIDs

Percentage

This Year

Percentage

2134

1330

Monthly Total NSDs

3

0.2

9

0.4

Monthly Total Early Turns

1

0.1

0

0.0

Quarterly Total SIDs
Quarterly Total NSDs

3342

9433

27

0.8

49

0.5

2

0.1

1

0.0

Quarterly Total Early Turns
Runway 23

Last Year
Monthly Total SIDs
Monthly Total NSDs
Monthly Total Early Turns
Quarterly Total SIDs
Quarterly Total NSDs
Quarterly Total Early Turns

Percentage

This Year

8854

Percentage

7822

54

0.6

65

0.8

2

0.0

0

0.0

24665

19245

191

0.8

87

0.5

3

0.0

3

0.0

Last Year

Percentage

This Year

Percentage

Overall

Monthly Total SIDs
Monthly Total NSDs
Monthly Total Early Turns
Quarterly Total SIDs
Quarterly Total NSDs
Quarterly Total Early Turns

9956

10184
57

0.6

74

0.7

3

0.0

0

0.0

28007

28678

218

0.8

136

0.5

5

0.0

4

0.0

nb. direction of take-off greatly influences the figures in the above tables.
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Manchester Airport Consultative Committee
MANTIS Monthly Summary Report

August 2018
Total Movements

20172

Movements Monitored

20165

100

Detection Rate (%)

Noise

2018

2017

Daytime Average Peak Noise Level

77 dB(A)

77 dB(A)

Night time Average Peak Noise Level

77 dB(A)

77 dB(A)

Overall Average Peak Noise Level

77 dB(A)

77 dB(A)

Daytime Noise Infringements

0

0

Night time Noise Infringements

3

0

Total Noise Infringements

3

0

09/10/2018 12:05
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Track Infringements
Rwy 05

Rwy 23

Total SIDs

1

10080

Total MANTIS Correlated SIDs

1

9792

Total Extreme Deviations

0

0

Total Overall Deviations

0

489

Percentage Deviation

0

5.0

Operator
None

Departures

Ext Deviations

Percentage

n/a

n/a

n/a

Noise Infringements
Operator
Atlas Air
TUI

09/10/2018 12:05

Total

A/C Type

Chapter

Surcharge

1*

B747-400

4

£1200

2**

B737-800

4

£1650

MANTIS Summary Report August 2018

Page 2

Total Number of Complaints received during August 2017

78

09/10/2018 12:05

0
1
1
1
1
1
1
1
1
0
3
0
1
1
1
1
7
4
3
0
1
2
0
32

0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
0
1
1

0
0
4
0
0
0
0
0
0
0
0
1
3
0
14
0
0
3
1
1
0
5
0
32

1
0
0
0
0
0
0
0
0
4
0
0
0
0
0
0
0
0
0
0
0
0
0
5

Complaints

Other

Odour

Noise
Ashton-Under-Lyne
Bolton
Bowdon
Buxton
Cheadle
Crewe
Denton
Dunham Massey
Glossop
Hazel Grove
Heald Green
High Legh
Holmes Chapel
Hyde
Knutsford
Lymm
Mere
Mobberley
Oldham
Ollerton
Sandbach
Timperley
Wythenshawe
Total

1
1
5
1
1
1
1
1
1
4
3
1
4
1
15
1
7
7
4
1
1
7
1
70

MANTIS Summary Report August 2018

1
1
3
1
1
1
1
1
1
2
3
1
3
1
9
1
4
6
2
1
1
2
1
48

Complaint/
Complainant

48

Complainants

Total Number of Complainants during August 2018

Special

70

Off-Track

Total Number of Complaints received during August 2018

1.0
1.0
1.7
1.0
1.0
1.0
1.0
1.0
1.0
2.0
1.0
1.0
1.3
1.0
1.7
1.0
1.8
1.2
2.0
1.0
1.0
3.5
1.0
1.5

Night

Community Complaints

0
0
2
1
0
1
0
0
0
2
2
0
0
1
1
1
3
0
2
0
0
0
0
16

Page 3

NSD Information
Runway 05

Last Year
Monthly Total SIDs

Percentage

This Year

665

Percentage

1

Monthly Total NSDs

1

0.2

0

0

Monthly Total Early Turns

0

0

0

0

Quarterly Total SIDs

5654

5917

Quarterly Total NSDs

4

0.1

26

0.4

Quarterly Total Early Turns

1

0

1

0

Last Year

Percentage

Runway 23
This Year

Percentage

Monthly Total SIDs

9648

Monthly Total NSDs

127

1.3

161

1.6

1

0

1

0

Monthly Total Early Turns
Quarterly Total SIDs
Quarterly Total NSDs
Quarterly Total Early Turns

10080

24301

23658

243

1.0

240

1.0

4

0

3

0

Last Year

Percentage

This Year

Percentage

Overall

Monthly Total SIDs
Monthly Total NSDs
Monthly Total Early Turns
Quarterly Total SIDs
Quarterly Total NSDs
Quarterly Total Early Turns

10081

10313
128

1.2

161

1.6

1

0

1

0

29955

29575

247

0.8

266

0.9

5

0

4

0

nb. direction of take-off greatly influences the figures in the above tables.
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NOISE COMPLAINTS
Between 01 Sep 2018 and 30 Sep 2018

Ashley
Bury
Cheadle
Edgeley
Gatley
Great Warford
Hazel Grove
Heald Green
High Legh
Hyde
Knutsford
Mere
Middleton
Mobberley
Oldham
Plumley
Timperley
Wilmslow
Wythenshawe
Total

Repeat complainants

08/10/2018

0
0
0
0
0
0
0
1
0
0
0
0
0
0
0
0
0
0
0
1

2
3
1
1
1
0
0
0
0
1
3
1
1
2
3
1
2
0
0
22

0
0
0
0
0
1
0
1
9
0
7
0
0
0
0
0
0
1
1
20

0
0
0
0
0
0
2
0
0
0
0
0
0
0
0
0
0
0
0
2

As
Bu
Ch
Ed
Ga
Gr
Ha
He
Hig
Hy
Kn
Me
Mi
Mo
Ol
Plu
Tim
Wi
Wy
T
ot

1
2
1
1
1
1
2
2
1
1
7
1
1
2
2
1
1
1
1
30

Daytime

Complaints
2
3
1
1
1
1
2
2
9
1
10
1
1
2
3
1
2
1
1
45

1.7

Ashl
Bury
Che
Edge
Gatl
Grea
Haze
Hea
High
Hyde
Knut
Mere
Midd
Mob
Oldh
Plum
Timp
Wilm
Wyth
Tot
al

0
2
0
1
0
1
2
2
9
1
9
1
0
1
0
1
1
1
1
33

Night

30

Avg and Max response - working days

Complainants

45

Other

Complainants

Off-Track

Complaints

Noise

Overall

2
1
1
0
1
0
0
0
0
0
1
0
1
1
3
0
1
0
0
12

5

