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1. Welcome and Introduction 

Christiane introduced herself as the new Chair of the East Midlands Accessibility Forum, detailing her 

experience in the supporting both airlines and airports in improving accessibility for passengers with 

restricted mobility. Sarah introduced herself and outline her experience in working with the 

transport sector to improve accessibility for passengers with restricted mobility.  

Andy introduced himself as the Director at EMA with overall responsibility for special assistance 

services, while Leanne heads up the Passenger Services Team at EMA and Tom has overall 

responsibility for training and compliance in the Passenger Services Team. 

The forum discussed different types of equipment used at EMA including slings and help points and 

how the EMA could do more to promote a number for passengers with restricted mobility to use, as 

help points were often difficult to locate especially for customers who are visually impaired.  

 

2. Review of CAA Guidance and Quality Standards Update 

Leanne presented the forum with an overview of the CAA Guidance and provided an update on how 

EMA had performed against the CAA Quality Standards from April to August 2019. 

At EMA our pre notified customers make up around 85% of passengers, which is very good 

performance, only around 15% of passengers are non-notified.  

Performance against the SLA’s for both departures and arrivals remains very good, with 100% 

achieved for departures and 98.4% for arrivals. 

Performance against the customer satisfaction measure was slightly below the target of 3.5 at 3.24. 

The forum discussed how an improvement plan had been formulated recently, following an Airport 

Leadership ‘walkabout’ and how this had been further updated following a visit on 21 August 2019, 

by the new Forum Chair.   



The Forum discussed how there were often discrepancies between the categories used by the 

airline, and this meant that incorrect data was being transferred to the airport, this make is difficult 

for the airport to proactively provide the special assistance needed by the passenger.  

The Forum discussed the requirements for power assisted wheelchairs, and that the standards 

differed by airline carrier, particularly for users wanting to travel by smaller aircraft.  

Tom outlined EMA’s ‘Try before you Fly’ scheme and how this was a very successful programme for 

passengers who have restricted mobility and families who may be apprehensive about flying. The 

programme is very popular and has great take up from EMA customers. 

3. Improvement Plan Update 

The process of collecting customer satisfaction data was discussed by the Forum, and Tom 

confirmed that collection rates for emails at EMA are around 70-80% however response rates are 

still low. Leanne confirmed that the team are looking into ways to improve the response rate 

amongst customers, and that the team were looking to trial a card, to encourage customers to go 

online, and provide feedback.  

Leanne confirmed that EMA had made improvements on the back of customer feedback, including 

changes to the departure lounge, improved wayfinding, and improved resourcing on the departures 

desk at peak times.  

The Forum discussed the airside Quiet Room, and feedback from the Chair was that the ambience of 

the room could do with improving, including providing plants and beanbags – ACTION EMA 

The Chair highlighted AIRA as a possible benefit for customers who were partially sighted. ACTION 

EMA to investigate cost and carry out needs’ analysis.  

ATS suggested that EMA carryout a secret shopper programme to review service provision with 

customers – ACTION EMA 

Tom outlined some of the material used for PST training. The Chair suggested that both herself and 

Sarah review to consider for best practice – ACTION EMA 

Improvement actions for EMA to consider are: 

• Review of toilets and changing facilities 

• Booklet on how to get to and from the airport – improve website information 

• Improve information available on hotels with disabled accessible rooms 

• Review of RDO for disabled access 

 

4. Membership Review 

Previous members of the Accessibility Forum had been contacted prior to the session today, none 

had provided apologies therefore the Forum agreed to review the membership of the forum and 

seek assistance from the disability community, specifically seeking members with physical or 

invisible disabilities.  

Sarah confirmed she would speak to a colleague whom she sat on various other forums with, in the 

hope that he may wish to support from the visual impairment community – ACTION SARAH 

It was agreed that papers for future forums would be submitted prior to the meeting – ACTION EMA 



It was agreed to invite members of the airline community – ACTION EMA 

The Chair confirmed that the objectives of the Forum where: 

• To focus on CAA Quality Standards 

• Review performance 

• Review performance management 

• Annual Reporting 

• Consultation 

• Inspect service provision 

• Review contracts  

• Provide advice on accessibility 

• Provide advice on accessibility and training 

 

5. Next meeting 

 

Monday 2nd December 2019 

 

 

 

 

 

 

 


