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	Date
	Wednesday 20th March 2019

	Location
	Conference Room, Doubletree Hilton Hotel, Edinburgh Airport 



	Attendees

	Name
	Company

	Andy Wright
	Committee Chair

	David Feltham 
	Edinburgh Airport

	Scott McLaren 
	Edinburgh Airport

	Ross Gilpin 
	Edinburgh Airport

	David Cordiner 
	Omniserv

	Anne McWhinnie 
	Alzheimer’s Society

	Angela McCormack 
	MS Society

	Libby Herbert 
	Colostomy UK

	Pamela Munro 
	Guide Dogs for the Blind

	Stewart Campbell 
	Autism Initiatives

	Mark Hoskins
	Scottish Government

	Graham McGuire 
	Stroke Association

	Michelle Robertson
	Children’s Hospices Across Scotland

	Mig Coupe
	Salvesen Mindroom Centre

	Jeremy Balfour
	MSP

	Celine McGuigan 
	EasyJet Airlines

	Apologies

	Joanna Martin 
	Spinal Injuries Scotland



	1 - Welcome and Introductions

	Introduction by David Feltham, Director of Operations, Edinburgh Airport 
Andy started the meeting by welcoming everyone and summarising the topics on the agenda. 
Ross then summarised the actions that had taken place since the last meeting, as detailed below.
· Adult Change facility 
· Quite room/Sensory Room review
· Reception hours airside review 
· Improved access to guide dog spending area 
· Shelving now fitted in all accessible toilets


	2 - Accessibility Forum identity 

	Andy suggested that the Committee consider a specific name or identity, currently Special Assistance Consultative Committee, which is more recognisable and does not conflict with other groups within the airport.
[bookmark: _Hlk6773784]Action: Andy to consult with Forum members to seek their views on preferred Committee identity


	3 - Performance Update

	Ross provided an update on the airport`s ECAC scores, highlighting a performance improvement in recent months. 
Andy advised of the changes to the Quality Standards Framework (CAP1228), which is a legislation document introduced by the Civil Aviation Authority to help improve service standards at airports. He stressed that whilst the document itself is well-intentioned, there is still a need to determine what represents a quality service to a PRM traveller, rather than one that is just measured on metrics from point A point to B. 
Note: Further details can be found in the accompanying slide pack (PDF).  

[bookmark: _Hlk6773821]Action: Andy to consult with Forum members to seek their views on what represents a quality service to them. 

	4 – Hidden Disability Update

	Ross informed the Committee about the introduction of the specialist Additional Assistance team; whose focus is on those passengers with a hidden disability who require support travelling through the airport. He explained about the staff selection process, their training, as well as the equipment they have at their disposal.
Ross also highlighted some of the Awareness Day activities that have taken place at the airport in recent months, as well as plans to introduce a quiet or sensory room shortly to support passengers with a hidden disability. 
Note: Further details can be found in the accompanying slide pack (PDF).  


	5 – Recent Innovations 

	Ross informed the Committee about the introduction of the Ramble-Tag to aid visually impaired travellers who wish to be guided through the terminal. Ross would like to gather feedback on the effectiveness of the tag, so will consult directly with Pamela Munro.
Ross also showed photographs of the new Help points that now include cameras, which are to support PRMs and those requiring Additional Assistance. Although Committee members felt it may be necessary to ensure the Help points are better highlighted in and around the terminal.
Ross then introduced the Committee to the new `Fetchy Fox` service, which enables PRMs waiting in the Special Assistance lounge to order food and drinks online. These items can then be brought to them directly. This facility also enables them to pay via an iPad. Following its success, it is hoped that this can then be rolled out further to include duty-free items, shopping  etc. 
Note: Further details can be found in the accompanying slide pack (PDF).  

Action: Ross to provide further updates at the next meeting.


	5 – Airport Infrastructure 

	Ross highlighted a number of recently completed infrastructure related improvements, as well as those planned for the future, summarised below:
Car Parking Improvements
· fastPARK – Terminal meet & greet 
· fastTRACK access door in Multi-storey car park made accessible for all passenger 
· Map view added to Car Parking booking engine to help with distance to Terminal.
· New PRM points in car parks. 
· 3D map to help with wayfinding and distance to the terminal 
· Updated booking details.
In addition, Ross shared with the Committee future plans for terminal expansions, which included the South East pier and East terminal Expansion. Opinion was sought from Committee members about various design options, which will now be shared and discussed with the design team.
Note: Further details can be found in the accompanying slide pack (PDF).  


	6 - Customer Feedback 

	Ross provided a summary of recent customer feedback results. Common reasons for complaint tended to focus on waiting times or infrastructure. As a result, there have now been improvements made to the check-in process, as well as the addition of new Help points within the terminal. And additional resource is now being sought to support the assistant service, and a review of PRM assistance equipment was encouraged.
[bookmark: _Hlk529894437][bookmark: _Hlk3557888]
Note: Further details can be found in the accompanying slide pack (PDF). 






	7 - Website Update

	Ross provided an update of recent development to the airport’s website. 
[bookmark: _Hlk6773875]He also endeavoured to demonstrate a new concept, which the airport is thinking of introducing, detailed below: https://www.youtube.com/watch?v=7i3K3-vD1HE (please do not share the content externally)
 
[bookmark: _Hlk529893940]Action: Seek feedback from Committee members as to the effectiveness of the above video, and whether something similar should be considered for Edinburgh Airport to assist passengers with orientation and wayfinding.  


	8 - EasyJet Presentation 

	Celine McGuigan presented to the Committee, highlighting easyJet’s commitment to PRM passengers. Main points of interest included:
· Working with assistance dog organisations to improve flying experiences 
· Continued work to improve online booking process, linking with apps, more drop-down menu choices at the bookings stage, and the improved transmission of critical data .
· Re-evaluating the PRM boarding process 
· More awareness training for staff 
· Endeavouring to provide photographic evidence of wheelchairs in the aircraft hold to reassure PRM passengers
Note: Further details can be found in the accompanying slide pack (PDF).  


	9 - Future Activities

	Ross provided a brief outline of a scheduled PRM Open Day later in the year, which is intended to allow PRMs to orientate and familiarise themselves with the flying process at Edinburgh Airport, prior to a possible future journey.
Action: Ross will provide further information in due course.  


	10 - AOB  & Further Actions

	Ross advised the Committee that the airport would like to conduct a series of mystery shopper exercises, in order to independently test the PRM Assistance Service. 

[bookmark: _Hlk6773916]Action: Andy to ask each charity member if they could advise service users who have plans to travel from the airport this year, to rely their feedback on the following website  https://www.surveymonkey.co.uk/r/Wios2Arr . Feedback will be discussed at the next Forum. 

Ross will attend a forthcoming Scottish Government event, to learn more about the possible advantages and implementation of the Thistle Card at the airport. 

Action: Ross to discuss his findings at the next Forum.

Action: Ross to conduct a training review to assess any skill set gaps within EDI staff - including Omniserv and Security. Following which, Committee members will be asked to propose enhancements to support further staff training. Colostomy UK has already been asked to run an awareness Day to train airport security staff. 

[bookmark: _Hlk6773960]Action: Andy to seek opinion from Forum members, about what would they would call a `quality` airport experience, and how could it be measured? In order to provide the Civil Aviation Authority with an alternative means by which to judge an airport`s performance.  
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