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Oral evidence

Taken before the Transport Committee

on Wednesday 28 March 2007

Members present

Mrs Gwyneth Dunwoody, in the Chair

Mr David Clelland Mrs Louise Ellman
Clive EVord Mr Lee Scott

Witnesses: Ms Tina Tietjen, Chairman, and Mr Simon Evans, Chief Executive, Air Transport Users’
Council, gave evidence.

Chairman: Good afternoon. I am delighted to see
you here this afternoon.Members having an interest
to declare? Mr Clelland?
Mr Clelland: I am a member of Amicus.
Clive EVord: I am a member of the Transport and
General Workers’ Union.
Chairman: Gwyneth Dunwoody, ASLEF.
Mrs Ellman: I am a member of the Transport and
General Workers’ Union.

Q1Chairman:Could I ask you to identify yourselves
for the record?
Mr Evans: I am Simon Evans, chief executive of the
Air Transport Users’ Council.
Ms Tietjen: I am Tina Tietjen. I am the chairman.

Q2 Chairman: Could I ask either of you if you have
something you want to say to the Committee before
we begin?
Ms Tietjen:We have provided you with a paper and
I think on that basis hopefully we have put some
points to you. We do not want to add anything at
this stage. We are obviously delighted (a) to be here
and (b) to take your questions.

Q3 Chairman: Has the level of complaints that you
have received about air travel gone up or down in
recent years?
Ms Tietjen: Significantly up.

Q4 Chairman: Are they mainly about airports or
airlines?
Ms Tietjen: It is to do with the passenger experience
in total, primarily fuelled in the last couple of years
by delayed boarding.
Mr Evans: They are predominantly against airlines
though because it is with the airline that the
passenger has a contract. Typically, passengers are
coming to us when they have lost money. They are
looking for compensation and they have exhausted
all other avenues so we get very few complaints
directly against airports.

Q5Chairman: Presumably that is because there is an
agreed way of complaining against an airport, do
you think, or is it just that the passenger
automatically identifies the airline as being
responsible for most of the problems?

Mr Evans: I think it is mostly the latter, primarily
because most of the things about which they would
pursue a grievance are things that happen whilst in
the care of the airline. I suspect some of the things
that exercise them at airports like queue times and
the toilets being dirty they might write to the airport
about but they are not really looking for
compensation. Having had an apology perhaps or
an explanation, they choose not to take it any
further.

Q6 Chairman: Have you noticed any change in the
type of complaint over the last two years?
Mr Evans: Not the type so much but certainly the
way they divide up and proportionately with delays
and cancellations the numbers of complaints in
those categories have increased significantly. I think
you are alluding to the denied boarding
compensation regulation which came in in February
2005. That has resulted in a nearly four fold increase
in complaints in total, so a significant increase in
those categories.

Q7 Chairman:Do you think you are well publicised
as an organisation? Do you think people know
where you are and what you do?
Ms Tietjen: We attempt to be reasonably well
publicised. Like all organisations I am sure we could
perhaps have a higher profile. We are on links from
certain airlines’ websites.

Q8 Chairman: How many? Are they major airlines
that are suYciently confident to advertise your
existence?
Ms Tietjen: British Airways?
MrEvans: I do not think so. The only one I can think
of that is amajor carrier is Flybe. There is not a great
incentive for them to advertise the organisation to
which their passengers can complain. Since the
regulation that we spoke about came into force in
February, that is one of the contributors to the big
increase in complaints to us because there is a
requirement in that regulation for the airline to give
passengers details, not only of their entitlements
under the regulation but also of an organisation to
which they can complain.
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Q9 Chairman: Why do they not automatically put
the link on their websites? Have you ever asked
either the department or the airlines, “Why don’t
you do this?”?
Mr Evans:We have asked individual airlines and a
number have said, “That is something we will go
away and think about.”

Q10 Clive EVord: Do you do any analysis of how
people find out about you when they come to you?
Mr Evans:We do with our telephone advice line. In
the last 12 months we have taken over 7,000 calls.
Routinely, the team do ask people at the end of the
call how they heard of us. Traditionally, we felt that
we did not need a higher profile because people
found us through the generic consumer
organisations. They would come via a Citizens’
Advice Bureau or a trading standards organisation.
More recently, Consumer Direct is a very good
source of general consumer information and there is
an informalmechanism set up between the two of us.
Also, increasingly people are finding us through our
website or through other people’s websites.
Unfortunately, our database does not record us
specifically. It just says, “Website”.

Q11 Chairman: You think the access is good?
Mr Evans: Yes.

Q12Mrs Ellman:Do you think that the internet has
made purchasing tickets easier for customers?
Ms Tietjen: In principle it has made it easier for
people to buy. We have certain concerns however
around the area of taxes, fees and charges, where
they are not shown as a gross amount at the outset
on the ticket price.

Q13 Mrs Ellman:What are the particular concerns
that you have identified?
Ms Tietjen: Sometimes the price shown when you
first go in, as you may know, is net of taxes, fees and
charges. It is only when you come to pay that the
total price for the flight is therefore shown and the
customer may make a decision to buy. Okay, they
can still back out but they are a long way into the
process at that stage.

Q14 Mrs Ellman: You have had some legal advice,
have you not, suggesting that this is good practice or
at least is not illegal? What is your assessment of
that?
Mr Evans: The legal advice came from the OYce of
Fair Trading and the advice was that the practice
was not in breach of consumer protection
legislation, provided the passenger knew what the
total price was before they committed themselves to
purchase. We would have to concede that that is the
case invariably. We were concerned even so at the
prospect of enticement or entrapment, somebody
being lured in by a very low headline fare
committing themselves psychologically to a trip and
ending up paying a lot more. Another concern was
that they simply would not shop around because of
the time it takes to go through websites. A bigger
concern was that, in the fees and charges that are

separated out on airline websites, there are
subliminal inferences by the airlines that these are
charges levied by a third party over which we the
airline have no control and you are going to have to
pay them anyway. The truth is that they vary on
individual routes between carriers and that was our
particular concern. We did some research that
showed that point very forcibly. One particular
example was the Gatwick/Amsterdam route. We
had to choose the same airports because as you
know charges are diVerent at diVerent airports. On
that route we found that two airlines had quite
similar headline fares but the taxes, fees and charges
when you got to the end of the process for one were
four times as much as the other. One was £10 and
one was £40.

Q15 Chairman:We are going to name names, are we
not, Mr Evans?
Mr Evans: The two carriers were Easyjet and British
Airways. The carrier with £10 added on was Easyjet
and the carrier with £40 added on was British
Airways. Neither was doing anything illegally
against the particular consumer legislation but our
concern was that people logging on to the BA
website, for example, would think if they had looked
at the Easyjet website that the fareswere prettymuch
the same. “I will make my decision on other bases
like the schedule might be preferable to me or the
service might be more to my preference” assuming
that the add-on charges were going to be the same
between the two carriers.

Q16 Mrs Ellman:What action have you taken as a
public consumer representative body on this? If it is
not illegal you might not be able to change it but
what have you done to try and do something
about it?
Ms Tietjen:We have published our report. We have
lobbied various airlines. Simon Evans particularly
has done a huge amount of media work around this
to try to both draw individual consumers’ attention
to this fact, that they need to be more discerning in
their purchasing, and also to pressure for change.
We have been successful in a couple of instances.
Mr Evans: We claim credit for having brought this
issue to the attention of the European Commission.
The issue of pricing is featured in heir review of the
fare package which I know you have discussed in
other Committee meetings. It is there as a live issue
at the moment. We also have some hope possibly
coming out of the Unfair Commercial Practices
Directive which is not air transport specific,
obviously. This is a Directive which is not yet
implemented in the UK but it does include
provisions on pricing and it does talk about
consumers being oVered a fully inclusive price but
there is a caveat, which is that unless there is a
diYculty for the supplier—

Q17 Chairman: That is precise, is it not? They must
do it unless they do not have to do it?
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Mr Evans: Exactly.

Q18 Chairman: It sounds like a really useful bit of
legislation.
Mr Evans: They do not have to do it if they do not
knowwhat the final price is going to be. I think there
is a caveat there for the airlines.
Chairman: If the moon is in the wrong quarter? I can
see it is going to be really useful.

Q19Mrs Ellman: Is there any airline you could name
as conducting good practice?
Mr Evans: British Airways. They did change their
policy following our review and they told us it is
because of what we have done. Virgin does too.
Quite a few of the major network carriers are giving
fully inclusive pricing. It is interesting that thosewho
have resisted it so far are predominantly the low
cost carriers.

Q20 Mrs Ellman: Do you think they are likely to
change unless they are forced to?
Ms Tietjen: Probably not.

Q21Mrs Ellman:What about charges on passengers
making telephone reservations? Is that normal?
Mr Evans: It is becoming increasingly common.
There is an issue that we have taken up with a couple
of airlines, specifically because there is a point at
which we have to decide whether we are interfering
in the market and fighting yesterday’s battles. The
issue has been: can these charges be avoided? Can
you log onto the internet? Can you get somebody
else to buy over the internet for you? We have come
across a few examples where you cannot avoid these
telephone charges if you want to book with this
airline. I think it was Nigeria, a West African
country, because of credit card problems. The
airlines will only take a reservation over the
telephone and you have to pay £15 for the privilege.
If you buy a gift voucher and give it to your family
to travel on an airline, you will probably find they
can only redeem the gift voucher by telephone and it
will cost £25 or £15. We do not like that.

Q22 Mrs Ellman: Are people aware they are being
charged?
Mr Evans: They are. The question is whether they
are being told they can avoid the charge by booking
somewhere else. I suppose on things like gift
vouchers unfortunately they are probably not.

Q23 Mrs Ellman: Is that a general practice in gift
vouchers?
Mr Evans: We have only come across it with two
airlines.

Q24 Chairman:Who are?
Mr Evans: British Airways and Easyjet. I think BA
has a flat rate charge and Easyjet has a premium rate
which you can call at. We only became aware of it
when a complainant told us it cost her £12.50 to
redeem her £20 voucher.

Q25 Mrs Ellman: Are there any other examples of
hidden charges that you could tell us about?
Mr Evans: Credit card and debit card charges. It is
not a question so much of whether they are hidden
but whether they are suYciently prominent for you
to realise that you are committing to these. There is
a practice of having been oVered a shopping basket
of things like insurance or priority boarding where
you have to deselect which, of course, is a practice
that is not unique to air travel, but it is something
that we would prefer were the other way around so
that you were oVered these things and you actively
chose to include them in your purchase.

Q26 Mr Scott: What kind of complaints do you
receive from disabled passengers or those with
special needs?
MsTietjen: In total in 2006/7 to date we have had 56
complaints.

Q27 Mr Scott:What kind of complaints?
Ms Tietjen: They range across not getting their
prebooked seat to, “My insulin froze in the hold” to
the cost of oxygen, to having a stiV leg and not being
given special treatment, to no provision for a minor
and “Asked for a priority seat but did not get one.
SuVered from panic attack.” They are very
random items.

Q28 Mr Scott: Would you say the complaints are
going up or down?
Mr Evans: They are going down. We had 79 last
year. You may have gathered from the list that Tina
gave you that the numbers are so small
proportionate to the total complaints—56 out of
over 6,000—that we have not even broken down
separate categories. We have a special needs
category and a special need could be anything.
Somebody could havemade a special request or paid
for it so it could be a vegetarian meal, for example.
We get very few complaints from disabled people
who have been treated poorly or uncivilly by either
airport or airline.

Q29 Mr Scott:What about some of the report that
a certain airline charges for wheelchair use, et cetera?
Mr Evans: The airline will take four wheelchair
passengers maximum per flight. It does not charge
passengers who use their own wheelchairs and who
have somebody with them to push the wheelchair. It
does not provide wheelchairs so the passengers then
have to go to a third party provider that does charge
for the wheelchair push to the aircraft.

Q30Mr Scott:You have had complaints about that?
Mr Evans:We have, yes.

Q31 Chairman: That airline is?
Mr Evans: That is Ryan Air and there was a court
case with Ryan Air and BAA. They were found co-
responsible by the court and they have now changed
their practices at Stansted Airport, which was the
airport in question. Ryan Air now put on a
wheelchair levy which raises the levels for all
passengers who fly Ryan Air.
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Q32 Mr Scott: How much is that?
Mr Evans: It has crept up gradually over time. I
think it is about £2.50 now.
Ms Tietjen: That is across all passengers.

Q33 Chairman: Do they make that clear? Do they
state specifically, “This charge is across the whole
plane in order to accommodate . . . ”?
Mr Evans:No, they do not provide the background.
At the end of the process you see your total fare. You
see the fare that you thought you were going to pay
and then you see the passenger service charge,
security and a wheelchair levy with no explanation.

Q34 Chairman:When you asked the OFT about this
question of clarity of fares and where the extras were
advertised, did they take account of that sort of
practice, which seems to me to be pretty sharp
practice?
Mr Evans: Yes, they did, and we discussed it with
them.

Q35 Chairman: Their definition was still that as long
as eventually people were told that was perfectly
legitimate?
Mr Evans: Yes.

Q36 Mr Scott: We recently at another session had
some witnesses who were telling us that you could
get a particular fare. I think it was £199. After the
meeting I went to try to find that fare with no success
whatsoever, surprisingly enough. I cannot think
why. Do you have many complaints where the fare
advertised is virtually impossible to get or maybe
there are only one or two available?
Mr Evans: No, not any more.

Q37Mr Scott: I must put a complaint in to you then.
Mr Evans: Please do. We will deal with it in the
normal way. We did previously, before the internet.
The internet has been very good at facilitating access
to those lower fares.

Q38 Mr Clelland: Can I ask you about mishandled
baggage? What proportion of UK travellers whose
baggage goes missing are adequately compensated
under the Montreal Convention?
Ms Tietjen: In terms of complaints to date the
baggage complaints are way over 12%.

Q39 Mr Clelland: What proportion are adequately
compensated under the Montreal Convention?
MrEvans:Weonly see those people who come to us,
not having received satisfaction. Of those that we
have, I do not have a breakdown on the baggage
issue particularly. We could find it for you. The
Montreal Convention really only provides for
reimbursement of necessarily incurred expenses.
People who have kept their expenditure modest
whilst they were waiting for their delayed bag to be
delivered tend to be the more successful ones in
getting all of their money back from the airline.
There is no provision for compensation tomake you
feel better or because of the stress you have suVered.
A particular area of concern is when a bag is lost and

is never seen again, which is less frequent an
occurrence than it used to be because of radio
tracking, for example. The Montreal Convention
has a limit of about £800 which, if you added up the
contents of a typical suitcase, would not cover
replacement. Also, airlines are placing in there
hurdles of burdens of proof, like insurance
companies have. I think the answer to your question
is probably a very small proportion of passengers
whose bags have been lost are getting anything near
replacement value. Those who are just looking for
reimbursement of expenses whilst they waited for
the bag to turn up probably fare better.

Q40 Mr Clelland: The dissatisfaction rate is rising,
is it?
Mr Evans: Yes.

Q41 Mr Clelland: What has been done to try and
address that problem?
Mr Evans: It has been perennial, something that we
have spoken to airlines many times about over the
years. We were indeed amongst those who had been
arguing for a long time for a replacement of the
previousWarsawConvention, which had even lower
limits for baggage, so we have had progress since
2001. It is something that the AUC is working on at
the moment. We are in discussion with airlines, the
thesis being that they have very good mechanisms in
place for tracing missing bags. They know their
procedures for what they will do to reimburse you or
to provide you with assistance whilst you wait, but
we do not think they are doing enough to stop bags
going missing in the first place.

Q42 Mr Clelland: So far as the procedures for
dealing with lost andmishandled baggage by airlines
and the airport procedures, you feel these are not yet
adequate?
Mr Evans: Dealing with mishandled is probably
okay. It is before they become mishandled where
there is the problem. We think they should be
lookingmore at whether they can prevent bags being
mishandled. My view is that people working in the
baggage tracing and dealing with the complaints
have become slightly inured to the human element of
what happens when a bag goes missing. They are
dealing with these things all the time. We are doing
some work at the moment which will be published
fairly soon, trying to use what information is
publicly available on statistics—and there is not
enough, which plays into another area of work we
have been looking at for a long time, which is
performance indicators, which we think the
European Commission should produce. Based
solely on figures produced by the Association of
EuropeanAirlines, which has only 24members, they
are mishandling over five million bags a year. If you
attempt to extrapolate that in terms of the numbers
of airlines worldwide, it seems to us there is a
problem and the industry ought to be thinking about
doing more about it.

Q43 Mr Clelland: Do you think there are enough
baggage handlers? Are they properly trained?
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Mr Evans: That could be part of the problem. We
have not gone into that much detail with them. That
is the challenge to the airlines, to consider whether
their contracts are too tough with the handlers and
the contractors who take the business cannot
provide the level of service that their customers
deserve.
MsTietjen: There may also be some technology that
could be used too at the front end to stop the
problem occurring down the line.

Q44 Clive EVord: Is the EU denied boarding
regulation working? What are the main diYculties?
Mr Evans: It was a big step forward for the AUC in
terms of dealing with complaints and I hope by
extension that applies to other passengers. The first
time we had a piece of legislation which was more
administrative than the Montreal Convention, for
example, where there were burdens of proof and you
could only enforce it through the courts, here is a
regulation that says, “Under these circumstances, an
airline should do X, Y and Z for you.” It is a big step
forward in making sure passengers are not out of
pocket as a result of disruption. Where previously it
was in the airlines’ discretionwhether to put themup
in a hotel, whether to provide them with meals,
whether to give them refreshments and so on, now
there is a regulation where you can say, “If you did
not, you should have done.” In that respect, I think
it is working. It is not working in respect of the areas
in the regulation where there are ambiguities or a
lack of definition of some key terms, which makes it
very diYcult to enforce because you cannot enforce
something if it is not legally clear what the airline
must be doing.

Q45 Clive EVord: How did the European
Commission’s information that was published assist
in dealing with the ambiguities?
Mr Evans: It most certainly did not assist. It created
additional problems because it was in itself
ambiguous. There were two particular areas. It led
people to believe theywould get compensation when
they were not entitled to it. There is a distinction
between compensation and right to care or
reimbursement of expenses. There was also a
diYculty over the provision for a five hour delay
because, if you are subject to a delay of five hours or
more, the entitlement is either to wait for the delayed
flight and get the refreshments and hotel
accommodation that you should get whilst you wait
or to choose not to fly and get yourmoney back. The
information leaflets led people to believe that they
should get both.

Q46 Clive EVord: Did the European Commission
accept that theywerewrongwhen you pointed it out,
in spite of the fact that they did not withdraw their
information and wait for the Ombudsman’s
decision? Did they accept that their information was
misleading and wrong?
Mr Evans: After a struggle, they did. Three or four
months ago they circulated to national enforcement
bodies—AUC is not a national enforcement body
but we are a body nominated to handle

complaints—a draft clarification for us to comment
on. This was to go on their website.We did comment
on it because it was wrong after all that time.

Q47 Chairman: The draft clarification was wrong?
Mr Evans: Yes.
Ms Tietjen: It only came out a few months ago.

Q48 Chairman: That is helpful. Are we back to a
draft clarification of the clarification in 27
languages?
Mr Evans: There were two elements. There was a
poster whichwas posted at airports and there was an
information leaflet which was handed around
Europe like confetti.

Q49 Chairman: And they were both wrong?
Mr Evans:Yes. The poster is being revised. We have
been invited to comment on the poster, but they have
said they have no plans to revise the leaflet. Of
course, you cannot withdraw leaflets that have
been—

Q50Chairman: Simply being wrong is not a problem
for the Commission because they are so often.
Mr Evans: No comment.

Q51 Clive EVord:Do you have evidence that airlines
are not living up to their obligations under the
regulation?
MrEvans:Yes. There is evidence in the sense of one-
oV problems at an airport ormanagement problems.
The airline cannot be looking over the shoulder of
every bag handling agent all of the time. We deal
with those on a case by case basis. There is more
serious evidence where we have teased out from
airlines through letters from their lawyers, for
example, that they not complying. It is company
policy to apply the regulation in a particular way.

Q52 Clive EVord: Should they be forced to comply?
Mr Evans: Yes, they should.

Q53 Clive EVord:What can be done to do that?
Mr Evans: The mechanism is a referral from the
AUC to the Civil Aviation Authority. We have a
pretty good strike rate ourselves in terms of writing
escalated letters. Obviously, we deal with them on a
case by case basis first, getting undertakings that
they will change. There are some that we refer
formally to the CAA and they have a pretty good
track record as well informally. I make the
distinction between discussion with airlines and
taking airlines to court. There are some cases
continuing whichmay ormay not result in some sort
of civil action later on.

Q54 Clive EVord: On the taxes, fees and charges
issue, is there any way other than naming and
shaming by an organisation like yourselves to make
sure that prices that passengers are quoted, that
attract them into a transaction, are comparative? Is
there any regulation that you envisage that might
resolve that problem?
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Mr Evans: Are comparative?

Q55 Clive EVord: We have evidence that there are
diVerent charges that are charged at diVerent rates.
In order to ensure that customers are able to make
fair comparisons, is there anything that can be done
to ensure that they get that information and, at a
certain point in the transaction, they are clear about
all of the charges they are likely to incur?
Ms Tietjen: The clearest way to achieve that would
be to ensure that prices quoted at the outset are
rolled up prices.

Q56 Clive EVord: Is that something you feel might
require regulation or is that something that can only
be done by naming, shaming and encouraging
companies to act more reasonably?
Mr Evans: I was asked earlier on whether we had
had any success and we did have success with British
Airways. A couple of others have fallen into line.
There obviously is scope for voluntary action but the
answer to your question is yes, I think we need
regulation which is what we want and which we are
hoping to see in the review of the fare package. These
are the three bits of European legislation, the
completed liberalisation of the European market.
There is discussion now about pricing and we hope
that included in that regulation will be a provision
that airlines must quote fully inclusive prices.

Q57 Clive EVord: Are there telephone booking
charges and how much do they vary?
Mr Evans:We have not done a survey on telephone
booking charges. The only oneswe have come across
are those that have come through complaints. The
diVerences would be flat rate charges or using a
premium rate telephone line. When we discuss with
the carriers about the premium telephone lines, they
assure us they are all complying with ICSTIS
guidelines on using premium rate lines.

Q58 Clive EVord: We all know about ICSTIS
guidelines, do we not? Is there a problem with
airlines not telling customers about the charges they
may incur by booking over the phone?
Mr Evans: ICSTIS guidelines require the user of a
service to tell the person that they are speaking on a
premium rate line. That is generic. That is sometimes
the discussion we need to have, whether we have a
remedy in generic legislation or consumer protection
legislation, or whether we need to be calling for
something specific for air transport.

Q59 Clive EVord: When you go on to the internet,
there are a number of consumer sites if you want to
get a mortgage, a credit card or an electricity
supplier. You can do a comparative costing. You
can even do it for supplying green energy. Is there
anything comparative on the internet for airlines?
Should Opodo or any of the other websites be
oVering that service?
Mr Evans: There are websites that scan the
individual airline websites and provide you with
your choices.

Q60 Clive EVord: Do they have the same consumer
information that you might get from somebody
doing comparative costs of credit cards? This is the
cheapest; this is the best value for money; these are
the hidden costs?
Ms Tietjen: No.

Q61Clive EVord: Should some of these websites that
make money out of selling tickets and booking on
line be providing that service and making it clear to
customers?
Ms Tietjen: That is a commercial decision, is it not,
rather than a legislative decision, I suspect?

Q62 Clive EVord:You represent consumers. Do you
think consumers would be better served if they did
that?
Ms Tietjen: Some of those sites do not trawl all
providers as well so people need to be aware of that.
When you go into, say, Opodo as you just
mentioned, youmay not necessarily get a trawl of all
carriers going from and to the locations that you are
asking about.

Q63Clive EVord:Are you concerned that theymight
give the impression that they do do a trawl of the
available carriers?
Ms Tietjen: I suspect some potential customers may
believe they are getting the choice. On the other
hand, to a partially informed consumer, they would
soon see that they are not necessarily getting no frills
carriers turning up on those sites.

Q64 Clive EVord: Why were you so reticent in
answering that question?
Ms Tietjen: I am not. I was just trying to think of a
way of explaining it.

Q65 Clive EVord: If you are the representatives of
the consumer, surely you should be outraged that
people might be misled.
MsTietjen: I could not disagree with you that people
should be able to see. We have said quite
categorically we would like people to be able to go
on the internet and get rolled up pricing so they do
not wait until they have got a long way down the
decision tree before they see what it is going to cost.
Also, depending upon how close it is to travel, they
may tip over a time zone and start the process again,
ending up at a higher cost.

Q66Chairman:You did give us some evidence about
disruptive passengers, who do not seem to be the
largest part of your complaints. You did say that in
some cases involving disruptive passengers the cabin
crew might be over-reacting. What exactly did you
mean?
Mr Evans:We have had one or two cases where, on
the face of it, it looks like the passenger had a
legitimate concern and the cabin crew have told
them they are a disruptive passenger and they have
been met by police at the other end of the service.
That is the issue that raises some sort of concern. The
diYculty of course is that youwere not there and you
try to get both sides of the argument. It is a dilemma
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for us in the sense that of course we support all
attempts to stamp out disruptive behaviour on
flights, but we suspect there have been a few cases
that have come to our attention where possibly there
is a bit toomuchmachismo in the cabin crew and the
passenger was not being disruptive, or at least did
not start oV being disruptive but was frustrated
when trying to air a legitimate grievance. Doing
what we all think is the right thing to do is to try to
get the grievance sorted at the time rather than just
whinging about it later.

Q67 Chairman:You do say in your written evidence
that a culture could develop where any passenger
who makes a legitimate complaint may be
considered to be disruptive. Why do you think that?
Mr Evans: The concern there was the robust way in
which the airlines have supported their staV in these
examples. Again, we are not there so we do not see
what happens. It appears as if there might be an
unwillingness even to consider that this passenger
was not being disruptive and that possibly the cabin
crew did over-react. There were a couple of
complaints around the time when this was an issue
that was being aired very publicly a few years ago
where that was a concern but the numbers have gone
down.Wehad 35 of 6,000 classified as disruptive and
a lot of those will have been disruptive passengers
who had been refused boarding to a flight and came
to us as a referee.

Q68 Chairman: Am I right in saying that what
concerns you really is the fact that people do not
know you exist and you are still trying to make sure
they do? Do you have a large enough budget for
advertising your existence?
Mr Evans: It is not so much a budget for advertising
our existence; it is a budget for dealing with the
response.

Witnesses:Mr David Marshall,Head of Policy and Communications,Mr Simon Bunce,Head of Legal and
Member Services, andMs Susan Parsons, Trade Relations Manager, Association of British Travel Agents,
gave evidence.

Q73 Chairman: It is very good of you to come this
afternoon.Would you be kind enough to tell us your
names and occupations?
Ms Parsons: Susan Parsons, manager, trade
relations.
Mr Bunce: Simon Bunce, head of legal and
member services.
Mr Marshall: David Marshall, head of policy and
communications at ABTA.

Q74 Chairman: Does anybody have anything they
want to say before we begin?
Mr Marshall: I would like to give you a little
background on ABTA. We are an organisation that
is just over 50 years old.We are the largestUK trade/
travel organisation. We have over 1,600 members
and over 6,000 retail outlets in theUK. This goes the

Q69 Chairman: That must be part of it but if people
do not know you are there it is a little diYcult for
them to seek your support, is it not?
Mr Evans: I am not sure they do not know we are
here. I think most people who need us can find us.
Those people who have been subjected to disruption
at airports are getting the notice with our contact
details. The internet is a very good way of people
coming to us. If you type in “air passenger
complaints”, we come up pretty high on the list and
people have always found us through the generic
consumer sites. Consumer Direct is one telephone
number for any consumer complaint and we are on
the list of organisations to which Consumer Direct
can refer people.

Q70 Mr Clelland: Have you had an increased
number of complaints from British Airways
passengers about the change in their baggage policy?
Mr Evans: It is probably too soon to know about
that.

Q71 Chairman: That comes in in the autumn?
Mr Evans: They postponed it, yes.

Q72 Chairman: People have not been caught by this
yet. Has anybody pointed out to you that there
might be a problem for British Airways with the
suggestion that they have a thing called “fast drop”?
Having got booked in by using my own computer,
being told all I have to do is turn up and leavemy bag
with fast drop, I came to the conclusion that fast
drop could be renamed “very tortoise-like, slow and
probably rather diYcult drop”.
Mr Evans: British Airways tell us they know they
have a problem.
Chairman: They have lovely people who run up and
down and explain to you why you are in trouble but
it still is not exactly a fast drop. Thank you very
much.
(The Committee suspended from 4.22pm to 4.32pm
for a division in the House)

whole spectrum of business in terms of family
organisations that act for travel agents in your high
street to the large multinationals in terms of the big
four at the moment, Thompson Tui, Thomas Cook,
My Travel and First Choice. We would also like this
afternoon if we could to talk about financial
protection if you could give us an opportunity.

Q75 Chairman:What is the relationship that ABTA
has and ABTA members have with airlines?
Ms Parsons:We meet with the airlines on a variety
of diVerent subjects. It is not just the airline/agent
relationship in commercial terms for day to day
business.We also cooperate verymuchwith them on
a number of the subjects which have already come
up today: denied boarding compensation.We talked
a lot about the disabilities. We work very closely
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with them on airport related issues—for example,
security and baggage. Latterly, we have done a lot of
work with them on the advanced passenger
information which certain overseas governments
require when passengers fly there—for example, the
USA. It is very much cooperation.

Q76 Chairman: Is that all airlines?
Ms Parsons: Very much so British carriers, British
Airways, BMI, Virgin and Flybe. We also talk to
Easyjet. The charter airlines belong to ABTA
members so we have a very good relationship with
them. In so far as the foreign airlines are concerned,
it is mostly done through the auspices of IATA and
through the Board of Airline Representatives in the
UK. Yes, we do talk to them about a great many
subjects but we also exchange words with them on
things which we are not so happy about either.
Mr Bunce:As far as the members are concerned and
their relationship with the airlines, if you are a travel
agent, you will be acting as an agent for the airlines
when you are selling their tickets and that will
generally be done through the IATA system. Our
tour operator members will have commercial
relationships with airlines where they buy in seats
from the airlines to make up part of the holiday that
they are then putting together as a package.

Q77 Chairman: Of course there is a diVerence
between the relationship of big brother and small
brother, is there not?
Mr Bunce: Absolutely.

Q78 Chairman: That must influence some of the
dealings, must it not?
Mr Bunce: As far as the agency relationship is
concerned, the agents are typically the small brother
in that relationship. With regard to the tour
operations, that can vary. There are some very large
tour operators out there who will have a very good
commercial position vis a vis their airline suppliers.
Again, you have a lot of small tour operators as well
who are putting together their programmes using
whatever seats they can get. If they are on the larger
carriers, clearly there is a commercial imbalance
there.

Q79 Chairman: How do travellers who book
through an ABTA member benefit from the
relationship?
Ms Parsons: In so far as airlines are concerned?

Q80 Chairman: Generally. If I booked through you
as opposed to going direct to an airline, what would
my benefits be?
Mr Bunce: The main benefit you get is the selection
of services on oVer. If you go direct to the British
Airways website, you will get a British Airways
flight. You will not be oVered anything else. If you
go to a travel agent and say, “I want to fly to
Germany”, you will be given a full range of options
and you can choose from the level of service you
want.

Q81 Chairman: I do not want to rain on your parade
but when this Committee took evidence about the
booking systems—how can I put this tactfully?—
there was some very clear indication that the
bookings at the top of the page were going to be
given precedence by people who were not going to
necessarily want to scroll through all the alternatives
all the way down. Although I am delighted to have
you say that the agents will routinely give me all the
evidence I want, that was not what we found when
we looked at the way that both airlines and agents
handle the booking system. You are assuring me
that that is the case? If I go into the middle of Crewe
and ask for a cheap flight to Amsterdam, you are
assuring me that I would be oVered all the
alternative flights that would be available?
Mr Bunce: You will certainly get oVered a lot more
selection than if you go to the British Airways
website.

Q82 Chairman: That was not what I asked you, was
it? I am not trying to decry the service given by your
members because obviously the whole point of
having somebody who knows about airlines is that
they will give me accurate information. You and I
both know that reservation systems can be
manoeuvred both by airlines and by agents. Are you
telling me that in fact I would get a very wide choice,
the widest choice, from an agent because they would
look through all of these alternatives?
Mr Bunce: You may not get every single alternative
that is available in themarket, but youwill be oVered
those that are available on the GDS. You will be
oVered the no frills carriers which will not be on
the GDS.

Q83 Chairman: We are not using initials in this
Committee.
MrBunce:TheGlobalDistribution System.A travel
agent has access to the flights through the IATA
system, through the Global Distribution System.
They have access to no frills carriers on their own
websites. They have access to charter flights. It is not
an ideal, complete, perfect, competitive situation but
you will get a selection there which you are not going
to get if you go direct on to an airline’s website.

Q84 Chairman: You are saying it would be
exponentially diVerent?
Mr Bunce: Yes.

Q85 Clive EVord: What role does an agent play in
helping a customer understand an airline’s baggage
policy?
Ms Parsons: The baggage policies up until fairly
recently have been fairly standard with the vast
majority of airlines oVering 20 or 23 kilos on
international routes with the exception of those
where a two piece concept is practised—for example,
north America, the Caribbean, Mexico, Brazil and
Nigeria. It is fairly easy for an agent to explain those
but due to commercial pressures there have been
some changes in recent years. For example, some
airlines have oVered an increased baggage allowance
particularly to those passengers who are paying
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more and travelling in premium classes. Latterly,
some of the no frills airlines have decided they are
going to charge for checked in baggage. Whilst the
baggage allowance should be clearly shown on the
itinerary or the ticket, we would always expect an
agent to point it out. Virtually every airline has it
shown clearly on their website so there should not be
any problems. In so far as hand baggage is
concerned, there have been quite a lot of changes
since the 10 August terrorism threats last year. The
baggage allowance was radically reduced. People
were only allowed one piece of baggage. That is still
the case but the size of the baggage has increased a
little and people are allowed to have certain liquids,
but only in 100ml bottles. It is the role of the travel
agent to explain that. We have a weekly e-mail
bulletin which we put out to our members and this is
the sort of thing which we routinely advise them of
so that they can properly advise their passengers so
that they know what they can take and there is not
a situation where they might then be required to put
it in the hold when they get to the airport.

Q86 Clive EVord: Given the length of your answer,
has it become more or less easy to explain baggage
policies? What are the reasons for the changes and
what problems does that cause for your members?
Ms Parsons: Because of the complex system now
with commercial practices taking eVect, it has
become more complicated but members will always
do their best to explain.

Q87 Clive EVord: Is there anything that you feel as
an organisation can be done to make it easier or do
you think this is just something that is an
inevitability of the market place?
MsParsons: In an ideal world it would be wonderful
to have sound practices. It is very diYcult though
because sometimes the aircraft types which are used
diVer. It might not be possible to, for example, allow
a full 20 kilos of baggage on a very small aircraft.
What would be very helpful however would be a
standard for hand baggage globally. There is a
standard within the EU but unfortunately that does
get interpreted diVerently from EU country to EU
country and certainly there are complaints about
passengers arriving with duty free which they have
purchased airside in another airport. They are
transiting London and they are not allowed to take
it on because it gets confiscated. We would very
much like to see a global standard. I do not know
how possible that is. Whatever influence the
Committee could use would be really helpful. That
has also caused quite a lot of problems in terms of
security. You will recall that after the 10 August
incident last year the Department for Transport
immediately introduced much more stringent
controls on hand baggage and that did result in quite
a lot of queues for x-rays. Whilst the airports have
put in more resources and tried to put in more x-ray
lines, it is insuYcient and we would like to see that
greatly improved so that people do not have to
queue. It is probably one of the biggest problems.
People say, “I am going on holiday but I have to go
through the airport and queue.” Any support which

could be given to try to make quite sure that the
proper resources are deployed at airports would be
really helpful.

Q88 Clive EVord: To be clear about the additional
hand luggage as a consequence of people buying
duty free, is that something that the airlines are
imposing themselves or is that something that they
are saying has been imposed on them as a
consequence of security, that you cannot carry extra
hand luggage in the form of duty free that you have
picked up en route?
Ms Parsons: My understanding is that it is the
airports rather than the airlines.

Q89 Clive EVord:On BA’s intended changes to their
baggage policy, have you had any discussions with
them?
Ms Parsons: A lot. They were going to introduce it
last year but because of the 10 August they decided
to postpone it. They recently announced it. I do not
think their timing was very good and their
communication about it was not very good either.
They have backed down. It is supposedly coming in
in the autumn. They changed their international
baggage allowance to 23 kilos probably about a year
or so back so it is not necessarily going to make a lot
of diVerence to a lot of the passengers. Where they
do have the two piece concept in the countries I have
already mentioned the reduction is from 32 to 23
kilos. British Airways say that it will be a very small
number of their passengers who are aVected because
most of them are well within their limits, but I think
it is too early to tell. We certainly have not had any
complaints about it.

Q90 Clive EVord: Do your members have a role in
communicating to customers about any
compensation that they might be entitled to in the
case of a cancellation? Do you communicate with
anyone who may have suVered a cancellation about
what they might be entitled to? Do you give advice
about that?
Ms Parsons:You are talking about denied boarding
compensation?

Q91 Clive EVord: Yes.
MsParsons:Yes, we do.We have kept our members
fully informedwhen the revised regulation came into
eVect in February last year and we have given our
members access to all the websites so that they are
clearly aware as to what amounts of compensation
might become due in the event of a flight being
cancelled. As previously mentioned, there is no
compensation for delayed flights.

Q92 Clive EVord: When the new regulation details
were first published by the European Commission
and they contained misleading information, were
your members aVected by this?
Ms Parsons: The tour operators running the charter
airlines were very aVected because of the posters
which were put up in airports, mostly abroad I have
to say, and people thought that if there was a delay
they would also be entitled to compensation which
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of course is not the case. As the AUC has already
pointed out, the posters are being redrafted. We
have seen a draft very recently. They are still possibly
far from perfect and they could be misleading.
Mr Bunce: The regulations themselves are very
complicated. The way that they were implemented
was complicated and the information that went out
was wrong. There was just a huge amount of
confusionwhen these regulations came in. There still
is a lot of confusion about it. We do get a lot of calls
from our members who are faced with these
situations where their clients have been delayed,
asking us whether they are entitled to compensation.
It has been handled very badly.

Q93 Chairman:What is the legal situation under the
Trade Descriptions Act if the Commission are
insisting on inaccurate information being published
in British airports? Could I then sue them?
Mr Bunce: I do not think you can because you are
not actually suVering any loss. You are being misled
into believing that you have a right to compensation
which legally you do not have. If it were the other
way round where they were telling you that you were
not entitled to compensation that you were entitled
to, you might pursue a claim.

Q94 Chairman: Surely my personal inconvenience
being irritated should be a suitable reason for suing
them, should it not?
MrBunce: I wish you all the best luck in pursuing the
European Commission through the courts.

Q95 Chairman: Is that bad drafting? When you say
it is very complicated, that is a polite way of putting
it. Is it bad drafting or is the Commission trying to
talk up regulations that do not have any teeth?
Mr Bunce: From a consumer point of view, the
regulations are very good.

Q96 Chairman: They cannot be very good if they
mislead me, can they?
Mr Bunce: It is not the regulations that mislead you.
It is the posters that they put up to explain what the
regulations do that mislead you. They have a fairly
complicated set of regulations and they have tried to
distil that down to a few sound bites. If you do that,
you lose some of the meaning.

Q97Chairman: It is poor drafting on their part, their
inability to précis their own regulations?
Mr Bunce: That is right.

Q98 Chairman: Their problems with language?
Mr Bunce: Yes.

Q99 Mrs Ellman: Do your members have a code
sayingwhen they should inform customers about the
complete cost of the fares they want to book,
including all taxes and any other charges?
Mr Bunce: Yes. We have our code of conduct which
has been in place for many years and it has always
included a provision that the price advertised, the
basic price shown to consumers, should include all
non-optional costs of a fixed amount. That wording

mirrors the code of practice issued by the DTI in
respect of the Consumer Protection Act. I was
interested to hear the answers given by Mr Evans
from the AUC about his discussions with the OYce
of Fair Trading on this. If I can give you a little
history, if we go back 15 years or so, we had a
completely diVerent market in travel. The airlines
were over here selling their scheduled seats to
business travellers and the tour operators were over
here selling their package holidays. The two did not
come into contact very often. At that time, it was
very common practice for the airlines to show prices
exclusive of taxes and charges so youwould get a £99
flight which would cost you £130 or something. Over
time the market changed and suddenly the two sides
of the industry were starting to come into
competition with each other. Back in about 1996 air
passenger duty was doubled and our members then
really did feel that they were at a competitive
disadvantage in the way that they were marketing
their flights because they were including all the taxes
in the basic price, the airlines were not, and so there
was a marked disparity between the advertised
prices. We had some lengthy discussions with the
OYce of Fair Trading at that time, and they very
helpfully spoke to the airlines and the airlines started
to advertise with the taxes included in the basic price,
and that situation held good for a number of years.
What then happened is a number of things came
together: firstly the rise of the Internet and the no-
frills carriers, and specifically Ryanair; and then
September 11th, and following September 11th a
number of airlines started adding on security
charges to the basic cost of the flightswhere they said
they were incurring additional costs for new security
arrangements, so these were then taken out of the
basic fare that the airlines were advertising. That
then escalated, as I say, with Ryanair advertising
very competitively and saying, “Here’s a flight for a
pound,” which did not include any of the taxes. That
really caused complete breakdown amongst the
whole market because by that stage of course, into
the 2000s and up to the current day, there is absolute
direct competition between the airlines and the tour
operators. It is all one leisure travel market now, and
so if Ryanair are advertising exclusive of all these
extra charges, then in order for our members to
compete they have got to do the same thing. This has
caused us some significant stress as an organisation
in how we control our members under the Code of
Conduct or indeed whether we do try and impose
that on them under the Code of Conduct when we
know that is going to absolutely impact on their
ability to compete. As an organisation we would like
to see all travel services advertised at a complete, all-
inclusive price that shows the customer what they
are going to pay and what they are going to get. We
spoke to the OYce of Fair Trading before Christmas
about this and we reached a position with them
where they said that they wereminded to take action
against travel companies in general in respect of
their pricing. They were looking to us to impose our
Code ofConduct on ourmembers so thatwould deal
with that side of the problem and we said, “That is
fine, but we would expect you to take on non-ABTA
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companies and specifically airlines and specifically
Ryanair and easyJet.” We agreed that there are
complications in doing it, in changing booking
systems and websites and brochures, and so it was
agreed that we would look at a three-month
timetable which ends at the end of April, and we are
working on our members to get them to change their
websites to build in all the extra costs into the basic
advertised price. We are working with them so that
any brochures that they publish after the end of
April will show inclusive pricing. I have asked the
OFT for a progress report on how they are getting
on with the airlines and they tell me that under the
Enterprise Act they are not able to give me any
details, but they are confident that they are working
towards reaching a stage where everybody is going
to be happy and on a competitive level, so to hearMr
Evans say that the OYce of Fair Trading say that,
no, all of this is completely legal, came as something
of a surprise.

Q100 Chairman: Something of a shock I would
think. Are you aware whether the United Kingdom
OYce of Fair Trading has any jurisdiction over
Ryanair, which, after all, must be an Irish-based
airline?
Mr Bunce: I do not know the answer to that. I think
the fact that they are advertising and operating in the
UK must give them some form of jurisdiction.
Whether it is suYcient for them to be able to
influence the advertising on the website I do not
know.

Q101 Chairman: But as far as you are aware, the
position that was outlined to you by the OYce of
Fair Trading just before Christmas still stands and
you have no indication from them nor have you had
in the intervening three months that they do not
regard that as being a possibility and being
something they intend to do?
Mr Bunce: No.

Q102 Chairman: And you would also assume that if
yourmembers do do as you have asked them and the
OYce of Fair Trading does not take action against
the airlines, then in eVect your members will be
disadvantaged?
Mr Bunce: Absolutely, and we have made it very
clear to the OYce of Fair Trading that if we do not
see significant progress on this within that time-
frame we are going to be unable to prevent our
members from competing.

Q103Mrs Ellman:Could I just clarify, what do your
members actually do now in relation to informing
customers of the fare price?
Mr Bunce: If we look at the tour operator members,
I have to say, by and large, most of themdo advertise
completely inclusive prices. It is a hangover from the
good old days that most of them still do it and it is
the preferred method of advertising. Those that do
not will take out the taxes, take out any charges, and
will look at other issues like fuel supplements where
they might say, “We are not quite sure what the level
of fuel is so we cannot price that into our basic

price.” That is the tour operators. On the travel
agency side, and I think this touches on another
point that was raised with the AUC, particularly on
websites where travel agents are advertising a whole
range of products, they pick that up information
from certain software companies who do this scan of
all the products that are available on the Internet but
the information that travel agents get is only that
which is put on by the actual supplier (the airline or
the tour operator) so if that initial price is wrong
then the price that shows up on the members’
websites or on any of these price comparison
websites is going to be wrong as well, it is not going
to be including all of those extras, but the travel
agent often is unable to know that until he drills
down to make the booking when they all start
popping up.

Q104 Mrs Ellman: Would the agent only find that
out at the point of booking?
Mr Bunce: If the customer showed an interest in a
particular product that is when all these things
would come up. The customer would certainly know
about it before they made the booking.

Q105 Mrs Ellman: At what point? Say a customer
has expressed interest in a particular flight or a
holiday, what would happen?
Ms Parsons: Can I give you an example. I looked
yesterday at ebookers and I looked at Heathrow to
New York, which turned out to be British Airways,
in economy. The first price which came up was
£380.40. That is the total price which a passenger
would pay for that particular journey. As you go
further into it, they will actually spell it out and they
will tell you it is a £233 airfare plus £147.40 pence
tax, so they do give you the price up-front because
that is what the consumer wants to know prior to
making the booking. The only possible extra at the
end might be if there was a credit card charge, but
that is an optional charge because virtually every on-
line booking company will take debit cards, for
which there is no charge.
Mr Bunce: That is how it should be done. The
question you were asking, I think, is if it is not done
like that at what stage does the customer know?

Q106 Mrs Ellman: At what point in the potential
transaction does the customer become aware of this?
Mr Bunce: It is quite a long way down the booking
process that you get the full price. Of course, that
need not take too long, that could be done very
quickly.

Q107 Mrs Ellman: You say that is not to do with a
decision of your agents, it is to do with the
availability of information?
Mr Bunce: That is the information that is loaded on
at the first stage which our agents then pick up
through the various systems.

Q108 Mr Scott: My question is going back a stage
to what you were saying about some of the budget
airlines in comparison with travel agents. From my
experience, most travel agents do indeed put in the
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taxes with the prices and you know the price you are
paying when you book it, whereas particularly (and
I am so fond of the airline you mentioned) Ryanair
do not do so and advertise, I believe, “You can get a
flight for a penny” as one of their little gimmicks. As
the Chairman quite rightly said, I was under the
impression they did come under the legal jurisdiction
of the OFT because they are advertising in British
newspapers, even though they might be a Southern
Irish airline.
Mr Bunce: They are a very, very clever company—

Q109 Mr Scott:— There is no question about that.
Mr Bunce:—And if you look at their print
advertising I think you will find that that does
comply with all the necessary regulations. I have not
got one here but I do not think they advertise flights
for a penny in their print advertising.

Q110 Mr Scott: They do in newspapers.
Mr Bunce: You mean in newspapers?

Q111 Mr Scott: Yes, and they do.
Mr Bunce: I do not know.

Q112 Mr Scott:My other question is that if one of
your customers is at an airport how do they contact
a representative, because I know that the tour
companies may have representatives there but not
every tour company has representatives there? Do
you think this is satisfactory? If somebody has a
problem at an airport how would they contact
anybody?
Ms Parsons:We would hope that if there were any
problems they were actually things that were caused
on the day and not problems which could have been
resolved in advance with the travel agent. Certainly
business agents would automatically provide an out-
of-hours telephone number to their clients, so if
there was a problem, say that there had been a delay
and there was a knock-on eVect and the passenger
was going to get to their destination late and they
needed to have their hotel changed, they could get
the travel agent to do it, and we have found
increasingly a lot of the independent travel agents
will perform the same service for their valued clients.

Q113 Chairman: I have found your explanation, Mr
Bunce, very helpful and precise but is there any
evidence of how much business has actually been
lost to ABTA members since the on-line booking
system of flights became widespread?
Mr Bunce: In fact I think the market is booming.
This causes all sorts of other issues with climate
change and what have you, but the market in leisure
travel is absolutely booming, and the number of
traditional package holidays is actually fairly static,
it is not really dropping.What we are seeing, though,
is a huge growth in travel and that is where our
members are not perhaps getting their slice of that
new business because that is direct business where
the customers go onto the no-frills airlines’ websites
and book up their flights without going through a

travel agent, so I do not think they are taking away
the business directly but are our members getting
their slug of the business; possibly not.

Q114 Chairman: Have you ever worked out the
economic classification of the people who are still
coming to travel agents? Are they defined by a
particular economic class?
Ms Parsons: We have tended to find that possibly
older people who are not so familiar with the
Internet will continue to go to travel agents, but
interestingly a lot of people actually do their
research on-line themselves but when it comes to
booking they go to the travel agent, and that is
particularly true if they have got a long journey in
mind because there are a great many opportunities
of going via a third point. You can get a cheaper
fare, for example, travelling on Aeroflot rather than
flying direct on British Airways to somewhere, and
a travel agent would know about all of these, so
people do tend to trust the travel agent far more
when it is longer, more expensive type journey.

Q115 Chairman: Do they think it is a matter of
confidence, they do not have total confidence in
booking by computer?
Ms Parsons: It is but also the travel agent will
actually give very good advice, hopefully, on visas,
passports, health, vaccinations and insurance for
that particular journey in question.

Q116 Chairman: So you are not really just getting
the lower socio-economic groups?
Ms Parsons: No, definitely not.

Q117 Chairman: I think that is quite helpful. Do
yourmembers charge extra for taking bookings over
the telephone?
Mr Bunce: It is not something that I have come
across.
Ms Parsons: Interestingly, Simon Evans did refer to
BA introducing a flat charge. That is £15 and it is for
any booking which is made using a person, whether
it is over the counter or over the telephone. Because
British Airways does that, typically a travel agent
will also do the same because the days when travel
agents were paid vast amounts of commission have
long gone and they are having to make any money
themselves from charging a fee to the clients. They
would say it is because they would add value and
they do provide a service to the client.
Mr Bunce: I do not think though that they would
have a specific telephone charge. They will charge
you a booking fee or a service fee for making the
booking for you but I am not aware of telephone
charges being a common feature.
Ms Parsons: We have certainly done a lot of work
with agents about these service fees and our advice
to them has always been when you mention the
service fee, say it up front, say, “My price is X
amount including my service fee.”

Q118 Chairman: Do you ensure whether the agents
are actually training their staV to actually make
that point?
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Ms Parsons: In terms of service fees?

Q119 Chairman: Yes?
MsParsons:A lot of training is required and in order
to sell an airline ticket a travel agent does have to
have qualified staV. There is also an ABTA
requirement for qualified staV, but a travel agent will
want to ensure that the passenger comes back to
him, therefore he has to be transparent with the
customer, so, yes, it would be a form of training and
in fact a lot of travel agents would use a check-list
which we provide to make quite sure that they have
told the customer absolutely everything which is
essential to that particular journey.

Q120 Chairman: Is there likely to be an extra charge
for the use of a credit card?
Ms Parsons: Certainly some of our tour operator
members do pass on the charge for the credit card. It
is unlikely to happen on the deposit but it will
happen on the balance, and that is made quite clear
in all their terms and conditions. The passenger has
always got the option of paying by cheque or by
debit card for which there is no additional price.

Q121Chairman:Anddo you oVer facilities routinely
like payment by instalments?
Ms Parsons:No, other than normally a 10% deposit
is required up-front on a package holiday, but the
balance would be due normally eight weeks out.

Q122 Chairman: So if I book a ticket through one of
your travel agents, what role do you then have in the
rest of my holiday, what involvement and at which
level in case everything goes right or wrong?
Ms Parsons: Are you talking about a package
holiday or are you talking about—

Q123 Chairman: Both. The bulk of travel agents’
work would still be presumably package holidays?
Mr Bunce?
Mr Bunce: With a tour operator selling a package
holiday, of course you have got a very close
relationship there between the customer and the
products that they have bought, which is put
together by the seller, so you have a very close
relationship and if there are any problems you can
go back to the tour operator and they will deal with
them and sort them out.With a travel agent it rather
depends on the sort of clients that you have got, the
sort of travel agency that you are dealing with. You
can get very high-service travel agents, typically
business travel agents, who will make money out of
the fees they charge for the assistance that they give
you. If you just go into a travel agent oV the street
and buy an airline ticket and that is it, then you are
got going to get a huge level of support.

Q124 Chairman: What you are saying is it is really
the degree of expertise that the agent is required to
demonstrate? If it is a straightforward transaction I
simply go in and buy a ticket and that is more or less
the involvement of the travel agent completed?

MrBunce:Heputs you into contract with the airline,
your relationship is with the airline, and as long as
he has done that job properly that is the end of it.

Q125 Clive EVord: What involvement does one of
your members have with one of their customers who
might be detained as a disruptive passenger and
possibly prosecuted? Is there any involvement for
ABTA members?
Ms Parsons: None at all. The airline ticket is a
contract between the airline and the passenger. It
becomes a legal matter because of potential criminal
charges or civil proceedings and the travel agent has
no role in that.

Q126 Clive EVord: If someone were to be involved in
an incident like that are you informed of it and can
you in the future, if they are convicted of some sort
of crime, refuse to sell them a ticket in the future?
Ms Parsons: Insofar as the charter airlines are
concerned, I believe that they have recently been
able to exchange information, so for example if
somebody flew out on First Choice and threatened a
stewardess with something nasty, a broken bottle for
example, that airline would exchange views
informally with the other airlines tomake quite sure,
for example, that a Thomson flight did not then
bring the same passenger back. There is a great deal
more information passing between the airlines, for
the safety of their own staV and for other passengers.

Q127 Clive EVord: I am sorry, I am not clear. You
are involved in that if there is an alteration as a
consequence of an incident during the journey?
Ms Parsons: The travel agent is not involved in it.

Q128 Clive EVord: Not at all?
Mr Bunce: And ABTA is not involved.

Q129 Clive EVord: So if it results in an alteration,
say, to a return flight or something like that for
somebody who has been involved in an incident like
that, that is not the concern of the travel agent at all?
Mr Bunce: It depends, does it not? No doubt if the
customer feels it is going to help him he will get in
touch with his travel agent and say, “What can you
do for me to get me back home again.” Depending
on the situation and the relationship the travel agent
may get involved.

Q130 Clive EVord:What sort of advice do you give
to an agent in those circumstances because they are
presumably going to be concerned about facilitating
another journey for somebody who is disruptive on
a flight.
Ms Parsons: We have never come up against that,
thank goodness.

Q131 Clive EVord: I am glad we are probing all the
possible scenarios here!
Mr Bunce: If I were asked that question by one of
our members, what should I do, I think my advice
would be if you can get him on a plane and get him
home then do it because I cannot see that just by
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selling him a ticket that the agent is going to be
implicating himself in any wrong-doing that the
passenger might do.

Q132 Clive EVord: If I am having a diYculty on my
journey and I am at an airport do you have agents
there that I can go to to help me out because things
are not running as smoothly as they should do?
Mr Bunce: ABTA or our members?

Q133 Clive EVord: Your members?
Mr Bunce: Again, if it is a traditional holiday tour
operator, generally they will. The smaller tour
operators do have outsourced agents at airports who
can assist you. Travel agents generally will not, but
they will have a helpline, they will have a contact
number that you can get them on to sort out any
problems.

Q134 Clive EVord: I was going to ask that; if I need
help how do I find it?
Mr Bunce: You will have your documentation from
the travel agent and included in that would be their
helpline telephone number.

Q135Chairman: I just want to bring you back a little
bit to this question of the change in the way that your
members benefit from business now. It seems to me
that whereas once upon a time the bulk of the
business was the selling of package holidays, your
members did move very largely into also selling
seats, almost in a normal commercial way on an
existing aircraft; is that not true?
Ms Parsons: Our members do not just sell package
holidays, they also sell flights, and flights on
traditional scheduled airlines that have not reduced
and overall probably about 80% of all scheduled
airline seats—and I am talking about across the
board, foreign airlines as well as the UK—are
actually sold through travel agents. That figure has
not reduced at all, it is still there. As Mr Bunce has
already said, it is the no-frills carriers which have
actually grown the market.

Witnesses: Mr Oliver Richardson, Regional Industrial Organiser (Aviation), and Mr Roger Sealey,
Transport Researcher, Transport and General Workers’ Union, gave evidence.

Q141Chairman:Good afternoon, gentlemen. Could
I ask you to identify yourselves for the record.
Mr Sealey:My name is Roger Sealey and I am the
Transport Researcher for the Transport and
General Workers’ Union.
Mr Richardson: Oliver Richardson, I am a full-time
oYcial for the Transport and General Workers’
Union, covering Heathrow and some of the cabin
crew community.

Q142 Chairman: Did you have something that you
wanted to say before we go into questions?
Mr Sealey: No, can we go straight into questions
please.

Q136 Chairman: I understand that but what I am
trying to get at is you must also sell charter flight
seats; is that right?
Ms Parsons: Yes, the charter flight seats of our tour
operator members.

Q137 Chairman: So we have two lots, we have
scheduled flights and chartered flights. I want, Mr
Bunce, to come back to you because I think it is very
important for us to sort out this question of the total
price on the face of the ticket. What you are really
saying is that it is the tradition and the habit of your
members to give that information to whoever is
buying the deal at the point that they are dealing
with them inside the agency. Is it not unfair
competition if the low-fare so-called no-frills airlines
do not make that clear at the immediate point of
sale? Is that not unfair competition for your
members?
Mr Bunce: Yes.

Q138 Chairman: And when you talked to the OYce
of Fair Trading are you convinced that they
understood the inequity of this deal and that they
accepted that it was not something that could
continue?
Mr Bunce: I fully understand that they believe that
that situation should not continue because it is not
fair for consumers because they are not being shown
the correct price when they are making their choice,
and it is not fair for the other players in the industry
who are advertising properly and who are being
apparently undercut by the no-frills carriers. That
was the discussion we had and we were in full
agreement on it.

Q139 Chairman: And that was just before
Christmas?
Mr Bunce: Yes.

Q140 Chairman: I think that has been extremely
helpful, madam, gentlemen, thank you for coming
and we have certainly learnt quite a lot. Thank you
very much
Mr Bunce: And we did talk about financial
protection. Thank you anyway.

Chairman:Mr EVord?

Q143 Clive EVord: Is it correct that crew
qualifications and training are not recognised
between airlines so that for example a BA steward
would have to be retrained to be a Virgin steward?
Mr Richardson: Absolutely correct, yes.

Q144 Clive EVord: So what is the rationale behind
that lack of transferability?
Mr Richardson: We find the rationale a bit
confusing. EVectively the CAA issue an aircraft
operator’s certificate and included in that is a
requirement to carry out certain forms of training,
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but there is no logic to that training because it
certifies one aircraft operator could be transferred to
another. We do not understand why and we have
campaigned for a number of years to have a licence
which is transferable between airlines.

Q145 Clive EVord: And what has been the outcome
of your campaign?
Mr Richardson: It has met stony ground so far.

Q146 Clive EVord:Do any airlines that you know of
charge trainees for training and the uniform without
the promise of a job? You can name and shame them
as well.
Mr Richardson: Okay, we can name and shame
them. I believe that there are some agencies which
will promise pre-training and they will charge for
that. Whether they are linked directly to the airline
I am not sure and certainly in terms of Ryanair that
seems to have been a practice for employing crew.
They also employ a number of agency crew so they
are not direct employees of the airlines, they are
agencies which are providing those crews, who have
to go through some training.

Q147 Clive EVord: And do you think that there
should be an industry-wide standard for this?
MrRichardson:Notionally there is an industry-wide
standard because the aircraft operator’s certificate
ensures that certainminimum standards aremet, but
we are concerned that there should be a simple
certification of crew where everybody knows exactly
what training they have and that the style of training
is carried out in the same manner.

Q148 Chairman: Mr Richardson, what does it
actually say in the CAA requirement?
MrRichardson: I will have to remember it oV the top
of my head but there are certain requirements that
training needs to be carried out.

Q149 Chairman: But no definition of training, no
clear statement of what the modules should be?
Mr Richardson: Clear statements about safety,
evacuation procedures, first aid, et cetera, so there
are clear stipulations but themethod of that training
and the manner of that training is left up to the
operator and the CAA will grant them a certificate
should they eVectively have the right methods in
place. However, the certificate covers the operation
of the entire airline so should they fail in carrying out
their training properly they will have to remove the
entire operating certificate from the aircraft
operator.

Q150 Chairman: But how do they know? At what
point do they check on the standards throughout
the airline?
Mr Richardson: I believe they have periodic checks
but we do not know from week to week whether any
individual cabin crew member would meet the
requirement for the CAA or not. It would be a big
step for the CAA to remove the entire operating
certificate because the standards dropped for one
month or two months, and that is why we believe a

separate qualification for crew which is transferable
should be used and could be a better way tomaintain
standards, because you could then say if these crew
have not been trained in the proper way they have to
be retrained but it would not jeopardise the entire
operation in relation to an airline, and if you could
imagine the likes of Virgin and BA having their
entire aircraft operator’s certificate removed
because the training for one, two, three, four months
was not up to standard, the consequences of that
would be immeasurable, and therefore we believe it
is unlikely that the CAA would ever do that.

Q151 Clive EVord: And is it correct that as soon as
the wheels leave the tarmac that cabin crew are
generally not covered by the Working Time
Regulations, health and safety law, or requirements
for annual leave?
Mr Richardson: We are currently going through a
fairly lengthy legal process when it comes to what
they are subject to and what they are not subject to.
The problemwe have experienced in the past, andwe
still experience, is the distinction between the CAA
and their responsibility, which is precisely for the
aircraft when it leaves the tarmac, where they are
only responsible for safety. When the aircraft is on
the tarmac it is the HSE that is responsible and they
are responsible for health and safety, and this is not
always married up. There have been some working
parties recently which have wanted to marry it up.
There is a distinction between the role of the two and
therefore all the issues around health—rest breaks,
rest periods, et cetera—do not come under health
and safety legislation, they come under something
else which is eVectively European regulation of
aviation and the relevant legislation which is JAR-
OPS, so it is slightly diVerent from the health and
safety legislation that we know and it is also slightly
diVerent from the Working Time Directive.
Mr Sealey: There is what they call a sector-specific
Directive on Working Time for the civil aviation
industry in Europe, and the CAA are responsible for
its implementation in the UK, but that normally
covers the maximum number of hours working in a
year. It is not like the standard Working Time
Directive where you have got certain upper limits on
hours of working, there is more flexibility in it. The
reason it is a sector-specific agreement is that it was
agreed between the industrial social partners at the
European level at the ETF on behalf of the T&Gand
other unions who negotiated that agreement.

Q152 Clive EVord: But does this disparity between
health and safety and CAA regulations when you
are on the tarmac and when you are in the air create
any opportunities for loopholes for companies to
abuse staV in terms of hours of work and, if so, is
there anything that needs to be done to rectify it?
Mr Richardson: I think the involvement and the
agreement of the social partners at the European
level has had some impact on that but we do have
loopholes, we have overseas aircraft operators,
American and Japanese firms, who have cabin crews
who are based in the UK, and they are not covered
specifically by that legislation. They come under



3736811001 Page Type [E] 23-07-07 18:26:14 Pag Table: COENEW PPSysB Unit: PAG1

Ev 16 Transport Committee: Evidence

28 March 2007 Mr Oliver Richardson and Mr Roger Sealey

entirely diVerent working patterns and working
methods and there is a question of what is sovereign
territory when it comes to an aircraft. An aircraft
flying into the UK is eVectively the sovereign
territory of another nation state. Outside of Europe
that becomes more problematic so there are definite
loopholes in that.

Q153 Clive EVord: Notwithstanding the complexity
of it, is there anything that can be done to close any
of them down or rectify the situation at all?
Mr Richardson: I think there really needs to be an
involvement of the CAA and the HSE, not at a level
of understanding and comprehension, but there
needs to be a real requirement for them to have clear
lines of communication and responsibility, andmost
importantly the CAA needs to evolve the same
responsibility on health as it does on safety and all
the aspects of health and safety legislation that we
know, whether it is things like attacks on passengers,
abuse, sexism, racism that is experienced. For those
kinds of issues there is a diVerent responsibility on
board the aircraft than there is on the ground, and
we think those loopholes should be closed and we
think that there ought to be a much stronger bond
between the two.

Q154 Clive EVord: Is there in your experience any
evidence of particular airlines that abuse these
loopholes? You can name and shame again.
MrRichardson: Potentially there is a question about
social dumping, that airlines are able to relocate
their operation to other parts of whether it be
Europe or whether it be outside of Europe and use
diVerent crews who come under diVerent legislation
to operate, and we have had some concerns about
that because we are seeing it in other transport
industries. As aviation becomes more liberalised we
believe there could be a tendency for that to occur.
We have already seen it in the utilisation of some
overseas based crew by some of the UK carriers.

Q155 Clive EVord: Are you saying when the air
industry becomes more liberalised, you think the
open skies agreement may impact there?
Mr Richardson: Potentially there could be a
significant impact because you would be able to
operate aircraft in and out of the UK as is your want
without restriction and there may be a role for
overseas based crew which could be utilised in a
fairly significant manner and it would become more
viable for them to be utilised.

Q156 Mr Clelland: What is the current state of the
relationship between the Transport and General
Workers’ Union and airlines and airports?
Mr Richardson: I think it is eVectively indicative of
where the industry has been and where it is going. It
used to be highly regulated, mainly state-subsidised
and eVectively a costly or a more luxury good; it is
now becoming deregulated, profit-orientated and a
very common commodity, and you can see that that
puts tremendous pressures on our members, partly
because there are not enormous productivity gains
to be had at airports, it is a very manual and labour

intensive operation, and partly because you cannot
move airports in the same way you can move other
industries, for example take Heathrow and ship it
somehow else where labour is cheaper thereby
increasing profit, that is just not particularly viable,
so therefore there becomes a real tension around
squeezing the workforces as intensively as possible
as well as squeezing their terms and conditions as
intensively as possible. The new model for aviation
in terms of low-cost airlines is based on a very simple
product, it is price competitive, with no complexity
in the network, and utilising your aircraft asmuch as
possible, so turning your aircraft around as much as
possible and as quickly as possible so you can get
three or four what we call sectors (that is where you
take oV and land in a day) as opposed to two or
three. You can imagine the pressure on the ground.
You will see that in all sorts of symptoms, whether
it be the increase in injuries that we have seen over
the past years, changes in luggage policy whereby
they do not want to put luggage in the hold, they
want people to take luggage on board, get them on
oV the aircraft, turn it around and get some new
people on and fly to another destination as soon as
possible. So we really do see enormous pressures and
that inevitably has led to some conflicts where our
members quite rightly have said, “Enough is enough
and these are not the kind of conditions that wewant
to work in.”

Q157 Mr Clelland: If that means that the
relationships are strained how does that impact on
passengers?
MrRichardson: I think passengers are also facing the
brunt of changes in aviation because there is a desire
to reduce staYng levels. Self-service check-in, on-
line check-in, bag drops; all these elements are
removing staYng levels at the front line, and
particularly when things go wrong there simply are
not the staV around that there used to be to deal with
those kinds of problems, and what we call below
wing, when you are loading and unloading aircraft,
you are having pressure on the numbers of people on
that and problems with baggage, as we saw with the
fog over the Christmas period, which has now
become a significant issue because again they want
to get those aircraft up and moving, they do not
want to repatriate baggage, they do not want to look
around for baggage, they do not want to do things
like that, and that produces a very strained
relationship and it inevitably produces significant
points of discontent and upset. We saw that too last
year on 10 August with the change in security
regulations and what happened to the operation
there as well as obviously during the fog at
Christmas, and these become real points of
consternation for passengers. Inevitably, there just
are not the people to turn to to solve it, and again
airlines are reducing their direct employees, so there
are fewer and fewer peoplewho actuallywork for the
airline you bought the ticket from who are there to
help you out.
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Q158 Mr Clelland: What does this lead to in terms
of passengers’ perception of baggage handlers for
instance?
Mr Richardson: I am sure at the best of times they
never had a good perception of baggage handlers
but I think it does lead to increasing frustration.
Where there were very straightforward processes for
changing flights, for claiming your baggage, what
you claimed on your baggage, that seems, from the
way we are perceiving it, to be being lost, and it
inevitably becomes cheaper now for airlines not to
look for baggage but just simply to compensate, and
part of that has been probably an unforeseen
consequence of the standardisation of compensation
packages across the EU that you simply write the
cheque rather than find the luggage.

Q159 Mr Clelland: Are baggage handlers poorly
paid?
Mr Sealey: Yes, their wages are low.

Q160 Mr Clelland: Airports are booming, are they
not?
Mr Sealey: Yes but we have seen this in other areas
of transport, and what we have said to this
Committee in diVerent things is that whether it be
the airports or the airlines they are outsourcing those
services that they see as non-core and then putting
them to themarket and letting themarket push them
down to the lowest possible level and then the
contractor picks that up. They are under pressure to
meet turn around times, which are very diYcult, and
it hits them, especially at peaks—holiday times, that
sort of thing—where more people are going through
and then the system becomes overloaded and that is
when we get disputes. People say it is baggage
handlers or the check-in staV going on strike at a
time when they know it is going to be busy, that is
also when the pressure is on them the most because
they are understaVed and customers are under
pressure. Flying is still a stressful experience for a lot
of people, whether it is because they are cut oV from
their cigarettes or their drinking or whatever, and all
the evidence about air rage and that sort of thing is
because people are under pressure from flying in
itself. So you have got the pressure of flying and then
all those other pressures coming together and that is
why we have the flash points.

Q161 Mr Clelland: Other people’s experience is
probably rather like mine; the flying bit is the easy
bit, the stressful bit is the airport. Do you think that
the proposed change in BA’s baggage policy will
cause any diYculties for your members?
Mr Richardson: Yes, I think it was wrapped up with
diYculties for our members caused by the move to
terminal five, where I think there were very real
pressures in terms of whether BA would continue to
handle on the ground in terminal five. At Heathrow
there are possibly only four carriers—American
Airlines, UnitedAirlines, Air Canada andBA—who
directly handle. Some carriers have wholly-owned
ground handlers and the rest have separate ground
handlers, so I think there was a real pressure in
relation to themove to terminal five and whether the

industrial group of ground handlers would still be
there or whether there would be some sort of
contracting. Inevitably BA went out and carried out
an exercise in benchmarking and that has put the
squeeze on the numbers who are able to operate in
terminal five and turn round an aircraft. That kind
of approach has put pressure on our members and
they certainly will feel that when it comes to these
pinch points. In a normal operation you usually you
have less problems, but the problem with aviation is
that these days it is not the seamless industry it used
to be, it is a very complex industry with a lot of inter-
linkages, and once you break one of those it disrupts
the entire system, and that is where you begin to have
significant problems where we simply do not have
the ability to remedy it because there are simply not
the staV around.
Mr Sealey:Airline companies are not the only think
that you have got to take into account when you are
taking in the baggage handling policy. You can also
look at the role of the CAA as the regulator. It
licenses the number of operators in an airport. Last
year we were having and we still are having
diYculties at Gatwick over the CAA wanting to
increase the number of operators in Gatwick, and
yet there are major problems with congestion and
safety issues at the existing number of operators, but
the CAA want to open it up, saying that the market
is not liberalised yet. Five years ago they were the
ones who set the cap on the number of operators in
Gatwick because it was seen to be congested and
unsafe, and since then the actual number of
passengers and the number of flights going in at
Gatwick have increased and yet the CAA are saying
we can open it up to more competition and more
baggage handlers in there.
Chairman: I think they have solved that by building
so many gates that it gives you the impression that
you are actually walking to your destination!

Q162Mr Clelland:Obviously there has been growth
in employment in the sector over the last 10 years.
Has your membership kept pace with that?
Mr Sealey: Depending on which areas. In certain
areas employment has gone down and is forecast to
go down. BAA’s forecast is that employment over
the next 15 years will go down quite considerably
within Gatwick and that is because of competitive
pressure and technology replacing people.
Mr Richardson: Generally speaking, our
membership has gone up and it has continued to
increase. We have also increased in new airports
such as Stansted as well as traditional areas such as
Heathrow. Our membership has kept pace and it is
a high union density industry, probably 60 to 70% of
the industry is unionised. Some of those are
specialised unions such BALPA and Amicus,
covering engineers, but it is has continued to be a
fairly unionised industry.

Q163 Mrs Ellman: Do you have any records of the
numbers of attacks made on staV?
MrRichardson:Wedohave records from companies
that report incidents on aircraft and the CAA I
believe also hold some records. Not necessarily
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physical attacks but abusive passengers are the most
significant incidents that occur on board an aircraft.
There are other incidents that can be categorised like
smoking on board an aircraft. You still get people
who smoke on board an aircraft, and smoking in the
cabin and smoking in the toilets are categorised
diVerently in one of the airlines that I deal with, but
certainly abusive passengers is probably 40 to 50%of
incidents on board an aircraft.

Q164 Mrs Ellman: And what are the trends? Is it
going up or is it stable?
Mr Richardson: The trends, sadly, have increased in
some areas and been fairly stable in others, so we
have not seen a decrease in those incidents. Part of
that may be that there has been an increase in the
total number of passengers that are flying but we
have not seen significant reductions in those
incidents at all.

Q165 Mrs Ellman: We had some evidence that
suggests that there are more disruptive passengers
on low-cost airlines than on others. Is that borne out
by anything you know?
MrRichardson:Again, I do not have direct evidence
to that eVect. I have not seen all the evidence of all
the airlines and I do not have direct evidence. Is that
on board an aircraft or is that for example within the
terminal area?

Q166 Mrs Ellman: On board.
Mr Richardson: Certainly causes of incidents of
abusive behaviour, alcohol and alcohol purchased
on board, are very significant issues that airlines
face, so whether there is a tendency for more alcohol
to be bought on board a lower cost airline than a
high-cost airline I do not know, but I have not come
to any conclusive evidence about it myself. It may be
that on holiday destinations and leisure destinations
people are in a very diVerent mood than they would
be on long haul destinations or business
destinations. In a long-haul aircraft you have amuch
more common pattern of management where
somebody is on an aircraft for eight, nine or 12 hours
and that produces slightly diVerent behaviours from
somebodywho is on an aircraft for one or two hours.

Q167 Mrs Ellman: You have no actual evidence of
whether that is the case?
Mr Richardson: Not that I have come across but I
only have selected airlines, I do not have the total
airline figures.

Q168 Mrs Ellman: You mentioned earlier the faster
turnaround times for planes. What sort of impact is
that having on staV?
Mr Richardson: There are two aspects to faster
turnaround times. One is the intensity of work—
loading and unloading—and that often causes real
problems for us, and the other is congestion around
the aircraft. Where you used to have a single airline
that would load and unload everything on the
aircraft and probably do most jobs, bar the
refuelling, 10 or 15 years ago, you are now getting six
or seven diVerent businesses who are applying their

services to that aircraft with very little co-
ordination. In fact, theHSE and ourselves have been
campaigning for co-ordination on turnarounds
because there is no overall responsibility for that, so
you get intense pressure on work as well as
congestion where the cleaners and caterers are on
board an aircraft and they have a conflict over who
is doing what and who has access. The cargo people
turn up, who are separate from the ground handling,
and again there is a conflict on where they park their
vehicles and who has access or otherwise, so you can
imagine the intensity of that and the complexity of
all these diVerent employers without a single co-
ordinating point produces conflicts both on the
tarmac as well as problems in terms of boarding
passengers or aircraft being delayed, as well as, like
I said, there has been a significant increase in lifting
injuries and musculoskeletal injuries.

Q169 Chairman: What are we talking about, Mr
Richardson? What are the degrees of increase in
injury? Arewe talking about bumps and scratches or
are we talking about fractures?
Mr Richardson: We are mainly talking about
manual handling injuries. There is still an intense
amount of manual handling, whether it be handling
large cargo canisters, or whether it be getting into an
aircraft hold and physically pulling out baggage, or
whether it be pushing trolleys, they are mainly
manual handling problems and those are back
injuries.

Q170 Chairman: So they are skeletal?
Mr Richardson: Absolutely. Similarly, we have had
problems in terms of increased security checks which
mean we are getting problems with joints, bending
and stretching at the security parts, so those have
increased. We understand there are some
provisional figures from the HSEwhich have not yet
been circulated and we understand for the first time
they have increased significantly this year where
there had been a trend to flatten out. Even per
passenger mile flown they have increased, so it is not
just due to the increase in the industry. It is a trend
that goes beyond the increase in the employment
within the industry and that is a real concern for us
and there are no specific manual handling
regulations for aviation, whereas most industries, as
Roger has mentioned, have very specific regulations
in terms of HSE. There are simply no manual
handling regulations for aviation where manual
handling is the most common source of injury that
we find.

Q171 Mrs Ellman: Would you say there is any
recognition of these problems in the airlines?
Mr Richardson: Historically no, very little
recognition.
Mr Sealey: On that point we have got some figures.
The HSE estimate that in the airports a baggage
handler is 4.5 times more likely to suVer an injury
than a normal worker and that is higher than
somebody working in the building industry or
somewhere like that.We have been doing some quite
long-term work with the HSE in regard to baggage



3736811001 Page Type [O] 23-07-07 18:26:14 Pag Table: COENEW PPSysB Unit: PAG1

Transport Committee: Evidence Ev 19

28 March 2007 Mr Oliver Richardson and Mr Roger Sealey

handling on this and they clearly recognise that as a
problem. There are other issues around that. The
fact is, as Oliver was saying, with baggage handling,
because the crews are so stretched, where there are
supposed to be a set number of people who are
supposed to load or unload the aircraft one crewwill
start loading or unloading the aeroplane but will not
be at full strength because the other crew is still
oZoading or loading another aircraft, and also they
may not have the right loading equipment to get the
baggage into the hold. This is all because of everyone
being so stretched and this is also now impacting
into security areas where all unaccompanied
baggage should be checked through the system.
Increasingly, we are finding because the head of the
team is not trained to a proper standard they do not
even know what the standards are for dealing with
unaccompanied baggage, so it is quite likely that
there could be major security breaches because
people are not trained and are just overstretched.

Q172 Mrs Ellman: Is anything being done about
this? Is this being addressed?
Mr Sealey:We raised this issue specifically last year
with the CAA in regard to when they were arguing
about liberalising the baggage handling in the
industry, in Gatwick specifically, and we have had
no response to this at all.

Q173 Mrs Ellman: Nothing?
Mr Sealey: No.
Mr Richardson: In relation to the HSE we have
campaigned over the past couple of years to bring
down the baggage weight limit, first to 32 kilos and
have it enforced, and then down to 23, which we
hope will be implemented this year, and we have
campaigned very heavily on that and we are
campaigning for specific regulations on manual
handling and specific training relevant to aviation to
be given. The HSE seem to be slightly more
progressive and hopefully will produce some of
those regulations, but looking at the figures round
about 55 to 56% of injuries over three days are
musculoskeletal, which is basically manual handling
injuries, and that is a very, very significant issue for
the industry and it is an issue that is increasing for
the industry not decreasing and that should not be
the case in this industry.

Q174 Mrs Ellman: How long have you been
campaigning?
MrRichardson:On the baggage weight limit we have
been campaigning for two or three years; on the
manual handling specifically it is about a year or two
years we have been raising it; and similarly with
turnaround times that we spoke about earlier, it is
because the CAA and the HSE have finally got some
co-ordination together that we have a seat on their
committee which we have been using to campaign
for these kind of regulations to be brought in.

Q175 Mrs Ellman: Cabin crew have a responsibility
in relation to passenger safety. Do you think that
that is fully understood and recognised?

Mr Richardson: No, I think there is a traditional
element of sexism within the industry where the
cabin crew are eVectively devalued. The common
phrase that is used for them is “trolley dollies”, but
they are absolutely critical in terms of the legislation.
They are responsible for passenger safety and when
they swipe on for work, unlike many of us, they are
swiping on to declare that they are fit and capable of
safely operating and being responsible for the safety
of the passengers, so I do not think it is particularly
recognised, I think it is devalued. A lot of other
safety critical staV have separate licences, whether it
be engineers and pilots or whether it be air traYc
controllers, but cabin crew are not seen as being part
of that safety critical operation. There is specific
legislation that relates to oVences on board an
aircraft. Cabin crew in their basic training are
expected to carry out a cuYng procedure for
passengers who eVectively threaten the safety of an
aircraft and yet they are not held in particularly high
esteem within the industry or outside the industry.

Q176 Mrs Ellman:Why do you think that is?
Mr Richardson: I think it is generally because it is a
female-dominated part of the industry. I also think
looking back at the 1947 National Agreement on
Aviation there were two types of definition, one was
eVectively a catering assistant (ground) and the
other was catering assistant (air), and that is where
cabin crew in the UK initially were categorised, as a
catering assistant in the air, and I think they have
held a legacy and a stigma from that. We see them
as safety professionals in the air and that is first and
foremost their responsibility and it is their
responsibility in law and it should be acknowledged
as such.

Q177 Chairman: British Airways was widely
believed to have got rid of its outstations at
Manchester andGlasgow because this enabled them
to replace their existing professional, and in many
cases, long-serving cabin staV with people who were
much cheaper by bringing them in at London
airport, under diVerent conditions. Have you any
experience of that?
Mr Richardson: Yes, BA have eVectively withdrawn
from the regional operation within the UK, so
operating between diVerent points of the UK as
opposed to bringing everything into London and
then taking it out of London, so in the direct regional
operation from Manchester to Bristol they have
progressively removed themselves from it. They only
have three bases, Gatwick, London Heathrow and
Glasgow. Every other base—and there used to be a
lot of them—has now been removed. Initially they
did that through BA Connect, which was a wholly
owned subsidiarity which hadmuch lower terms and
conditions thanmainline BA, and they have just sold
BA Connect and completed the sale to Flybe, which
is a low-cost regional point-to-point operator, so
BA’s strategy is we do not want to incur any expense
associated with the regional operation,” and they
have eVectively removed themselves entirely from
the regions.
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Q178 Chairman: Is it not extraordinary that cabin
crew are one of the few groups of professionals who
are not certificated?
Mr Richardson: Absolutely, I would completely
agree with that.

Q179 Chairman: Because what you have said about
safety is fundamental to the protection of the
passenger, is it not?
Mr Richardson: Absolutely, I completely agree.

Q180 Chairman: Is there any indication that a more
inadequate system of safety training is available to
staV who are employed on poorer conditions?
Mr Richardson: Well, they have to abide by an
aircraft operator’s certificate and the CAA has to
endorse the training in order to issue it.

Q181 Chairman:How often is that, in fact, checked?
When was the last time the CAA removed a
certificate from anybody because of their poor staV
training?
Mr Richardson: To my knowledge, never.

Q182 Chairman: It is not very likely really, is it?
Mr Richardson: No, I would think the political and
economic consequences would be enormous.

Q183 Chairman: So should there be an industry-
wide standard?
Mr Richardson: I believe there should, yes.
Mr Sealey: On that point, at the European level we
have been campaigning for a recognised licence for
all cabin crew to operate within the EU. That has
been agreed with the trade unions within Europe.
The opposition has come from the employers and
the enforcement agencies.

Q184 Chairman:Can you tell us a bit about this EU-
OPS registration? What is that?
Mr Richardson: EU-OPS is eVectively the
framework agreement for operating aircraft within
Europe, so there is a standard operating procedure,
and that lays down certain requirements, and that is
things like flight-time limitations, et cetera. The UK
mechanism for applying that is through the CAA so
they are the regulatory body within the UK and,
again, as Roger has said, we sometimes find there is a
conflict between the CAA being the regulatory body
and the CAA being a body that makes decisions
about operators and how many can operate at an
airport, issuing licences and not issuing licences, so
we think there should be a distinction between the
two.

Q185 Chairman: Are those proposed changes,
particularly about cabin crew licensing, going to
lower safety standards in 50% of the EU countries?
MrRichardson:Webelieve that there are potentially
lower standards in other EU countries that would be
enshrined and the problem is they are not of the
same safety standard, we believe, as has historically
been the case within the UK. The UK has had a
fairly decent track record in terms of aviation safety
but we believe that this is not true of other European

states who have had historically very poor records,
so we have some real concerns that it will be a
backdoor way for lower standards to come in.

Q186 Chairman: So what you are saying is if they
harmonise they are likely to harmonise downwards?
Mr Richardson:We have a real fear about that, yes.

Q187 Chairman: So the passenger would be much
more at risk than they would be in this country?
Mr Richardson: Potentially yes.

Q188 Chairman: Is it true that cabin crew are not
covered by the Working Time Regulations and the
health and safety law?
Mr Richardson: They are covered by Working Time
Regulations which has just been transposed into it
and that is where the EU-OPS and Working Time
Regulations—

Q189 Chairman:— are in conflict?
Mr Richardson:—have been brought together.
There is some conflict, as I have previously
mentioned, over crewwho areworking for operators
who are registered overseas and outside the EU,who
operate under entirely diVerent legislation and they
are not subject, although we are going through a
legal process at the moment, but their companies
deem them not to be subject to that legislation, so
even though they are based in the UK and employed
in the UK they are not subject, so their employers
believe, to the Working Time Regulations.

Q190 Chairman: Which airlines are worse than
others in this respect? Do you want to tell us?
Mr Richardson: From what I understand, the
Japanese flight-time regulations are radically
diVerent when it comes to the European flight-time
regulations. I am not saying they are worse but they
vary tremendously. I think some of the Eastern
European regulations outside of the EU bloc, again
their flight-time limitations, from my cursory
knowledge, are less regulated than ours.

Q191 Chairman: Any other operator you can think
of?
Mr Richardson: No, I am not too familiar with the
US ones. I could provide some information on
flight-time limitations if you want.

Q192 Chairman: Any other airline based outside
Britain but operating almost entirely within Britain?
Mr Richardson: Operating outside Britain in terms
of?

Q193 Chairman: Based outside, its headquarters
outside the United Kingdom?
MRichardson: Like I said, the overseas operators in
terms of employees in the UK—Air New Zealand,
Cathay Pacific,NipponAirlines, JapanAirlines—all
have cabin crew who are based in the UK and are
employed in the UK but who work under very
diVerent regulations, so those are four for example
that I can think of.
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Q194 Chairman: You did mention the fact that the
majority of cabin crew are women. Are they
reporting to you more instances of low-level
intimidation or harassment from passengers?
Mr Richardson: Not necessarily more instances but
there has been a continual level which has not
dropped, and that again is our concern. Those are
from the airlines that I deal with. The concern is
despite a number of campaigns—for example British
Airways ran a campaign using a card system similar
to that in football and you got a yellow card and then
you got a red card and a red card meant that you
were sent oV and you would be potentially barred
from flying with BA either for life or for a period of
time and there was a lot of publicity at the time when
it was introduced and there was some training for
crew and ground staV—but we have not seen a
particular decrease in those instances.

Q195 Chairman: But you have raised those issues
with the airlines consistently, have you?
Mr Richardson: Yes, absolutely.

Q196Chairman: So what is their response, have they
quietly forgotten it as they are looking for lower
overheads?
Mr Richardson: I do not think they have quietly
forgotten it. I think they have paid lip service to it
and simply said, “Yes, where passengers are a
problem we will do what is required,” but generally
the industry has not been particularly good at
addressing it.

Q197 Chairman: Is there a diVerence between low-
cost and standard airlines?
Mr Richardson: Most definitely. Some of the main
airlines do have policies in place because there are
strong structures for us to push those policies
through. The low-cost airlines do not have a similar
policy in place.

Q198 Chairman: So you are really saying that
sometimes cabin crew on the low-cost airlines accept
a lower standard of behaviour from passengers?
Mr Richardson: I think they are subject to a lower
standard of behaviour. For example, where there are
airlines who have check-in staV, staV at the gate,
staV on board the aircraft, there is a series of
mechanisms whereby disruptive passengers can be
filtered out. Where those airlines subcontract all of
that, in reality somebody who works for a diVerent
company who is at a gate who spots a passenger who
is drunk and a bit abusive would prefer to put them
on to an aircraft and send them oV to the other side
of the world as opposed to have to deal with them
themselves. It is an inevitable consequence of all the
sub-contracting. Nobody wants to take the
responsibility so “Let’s just get them on board and
get them home, that is probably the best thing to
do.” We have also had problems with passengers
who are stopped from boarding aircraft because
there is a real reluctance if they are not based in the
UK for anything to happen in terms of prosecution.

It is usually they calm down and are then put on
another flight, which does not send out the signals
that we would wish to be sent out as an industry.

Q199 Chairman: So the assumption half the time is
if we get them oV our patch it is easier than having
to solve the problem in another more structured
fashion?
Mr Richardson: Absolutely.

Q200 Chairman: I think that has been extremely
instructive and very helpful. In general terms cabin
crew do not seem to be valued in the same way that
they once were.
Mr Richardson: I would agree with that absolutely,
yes

Q201 Chairman: Is there any structured attempt on
the part of the unions to get the airlines not only to
produce proper protection for people working in
this field but also to have a proper structured
training programme and to ensure that people are
forced to comply with those standards?
Mr Sealey: I think really the underlying problem we
have is that if we are dealing with individual
companies, unless there is a common standard, then
it could be diYcult to arrive at an agreement. We
think it is the role of the CAA to be very much more
involved in setting the standards, and they do not
necessarily have to do that themselves, that role
could be devolved to either GoSkills, which I think
is the training body for that sector, and that could be
agreed. Unless the CAA themselves pick up that role
and say that is what is going to happen within the
industry given the competition between diVerent
companies then you will just arrive at diVerent
standards.

Q202 Chairman:But given the fact that in eVect they
are both regulator and protector, are you really
saying that they have got a confusion of role and
therefore it might be better separated?
Mr Sealey: I think separated but also there is the
thing which we review which is the regulator may be
captured by the industry and listenmuchmore to the
industry itself than it does to any of the other
stakeholders in the industry, and I think it needs to
look at its role there.
Mr Richardson: Just in relation to campaigns, we
have been running campaigns on airline sexism, on
disruptive passengers and on certification of cabin
crew for many years in conjunction with the ETF
and the ITF. The problem is to a degree we are
swimming against the tide in the industry, where you
have somebody like Mr O’Leary who says, “If you
are going to buy a ticket for one pence what do you
expect? It is like a bus ride and you will get a bus
service.” We believe, as Roger has said, that the
regulator needs to step up and say, “Hang on a sec,
it is not quite like a bus service, it is slightly diVerent
and there are slightly greater responsibilities,” and
that is without belittling anybody who works in bus
operations.
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Q203 Chairman: If you have that in-built contempt
both for your passengers and your staV, do you
think it would be a bit diYcult to perform well in
relation to the interests of the passenger and
everybody else involved in your industry?

Mr Richardson: Yes, I think there is a real question
over whether he does perform in the interests of the
passenger or the interests of the industry, and in
many cases he is a lone voice.
Chairman: For a virtual industry they have got some
very real representatives, so thank you for coming
this afternoon.
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Clive EVord Mr Eric Martlew

Witnesses: Mr Toby Nicol, Director of Communications, easyJet and Mr Jim French, Chief Executive,
Flybe, gave evidence.

Chairman: Good afternoon, gentlemen. You are
most warmly welcome. Before we begin, perhaps I
can tell you one or two of our ground rules. We do
a little bit of housekeeping, so we beg your
indulgence for that, but after that please do
remember that when you are talking to us this room
absorbs sound so even though you have a
microphone in front of you, do not be misled, it is all
snare and delusion, it records what you say but it
does not project what you say. Members having an
interest to declare, Mr EVord?
Clive EVord: A member of the Transport and
General Workers’ Union.
Mr Martlew: A member of the Transport and
General and Municipal Workers’ Union.
Chairman: Aslef.
Mrs Ellman: A member of the Transport and
General Workers’ Union.

Q204 Chairman: Gentlemen, would you please
identify yourselves for the record.
Mr French:My name is Jim French, the Chairman
and Chief Executive of Flybe.
Mr Nicol: Good afternoon, I am Toby Nicol. I am
the Communications Director for easyJet.

Q205Chairman:Do either of you have anything you
want to say before we begin or may we go straight to
questions?
Mr French: Very comfortable if we go straight to
questions, Chairman.
Mr Nicol: Likewise.

Q206 Chairman: Do you think low-cost airlines are
good value for money?
Mr French:Yes, indeed I do, and I say that frommy
own experience whereby we were initially a regional
airline, a classic legacy regional airline, where we
charged the rather high fares because of the cost
structure at that time.We changed three years ago to
a low-cost airline and since that time we have
reduced our fares significantly by 30%and our traYc
has grown. In all the regional airports where we now
fly we have seen substantial growth in traYc and I
believe that is the best test of customer satisfaction.

Q207 Chairman:Do you agree with that, Mr Nicol?
Mr Nicol:Absolutely, 100%. easyJet has been going

1for about 11 years now as a low-cost airline. To2

many people it is the definitive low-cost airline. In
that time we have flown around 160 million people
and the average price of our fare has varied over that
time between about £42 and £46 per flight. I think if

we did not provide value for money on the one hand
and also a good service on the other no-one would
fly with us, we would not fly another person.

Q208Chairman:That is an interesting point.Do you
think your customers have got a realistic view of
what their experience will be on a low-cost airline?
Mr Nicol: I think very much so. Of this 160 million
people who have flown with us, an awful number of
those are repeat business people. We probably have
about 75% of our flights which touch the United
Kingdom to some degree or other, so there is an
awful lot of people who fly with us time and time
again. I think they know that, number one, they are
going to get a safe service, because if you are not safe
no-one will fly with you, if you are not on time
people will not fly with you, they will fly with
someone else, and if you are not good value for
money they will not fly with you. I think people
understand what they get and are very happy with
the product we provide.

Q209 Chairman:Mr French, are you proud of what
your airline does?
Mr French:Yes, indeed. We are a regional airline. A
very small part of our business is focused in London.
I am a firm believer that economic development of
the regions is totally dependent upon
communication into and out of those regions. As a
result of the acquisition of British Airways Connect,
Flybe is the largest regional airline in Europe. I
define regional by sub-100 seats. Our traYc growth,
our expansion as a business and support we get from
local communities does indicate that we provide a
very good service for the communities.

Q210 Chairman: Have you noticed any changes in
the industry, particularly amongst the biggest
carriers, to emulate your business model?
Mr French: I have been in the business 35 years and
there have been an enormous number of changes.
When we formed Flybe five years ago now, we
looked at Ryanair, who I would say are the extreme
low-cost airline and we looked at British Airways on
the right hand side, the high cost airline. We decided
that the future lay in themiddle andwe created a new
business model and Aer Lingus found one at the
same time. Our argument has been that ultimately
the point-to-point market in the UK and in Europe
will gravitate towards what I call the centre in terms
of product, and I think that is being experienced
right across Europe now throughout the industry.
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Q211 Chairman: You would not argue with that,
Mr Nicol?
Mr Nicol: Not at all. If you look at the low-cost
airline model in the form which is practised by
easyJet, which is not dissimilar to the standard low-
cost model across the world, much greater aircraft
utilisation, not issuing tickets, not serving food on
board, selling just one-way fares, for example, and
people make a return journey simply by putting two
one-way fares together, those things have
completely revolutionised the way in which the
industry as a whole has begun to operate, the idea of
a Saturday night stay now being significantly
cheaper, you do not hear so much of those sort of
ticketing things. Elimination of paper tickets
themselves, selling over the Internet, the tactics
which the low-cost airlines brought in have been
widely emulated acrossmany parts of the sector, first
within the UK where British Airways has done a
very good job of turning itself into a cheaper airline
and then have slowly been followed by the likes of
Lufthansa, Air France, Iberia and Alitalia, but
very slowly.

Q212 Chairman: Both of you would be suYciently
confident about the reputation of both your airlines
to come in this afternoon and defend it in terms of
what you do?
Mr French: I would. I think the only comment I
would like to make is that we have just taken over
British Airways Connect, six weeks ago the
combined operation started. You would expect, and
we all expect, there will be a transitionary period for
two to three months, possibly six months, and
during that phase we are learning very quickly. Your
question earlier, what customers expect of us, clearly
former British Airways Connect passengers are used
to a slightly diVerent service so there is adjustment
going on there. Other than that one caveat I am very
happy to answer questions.
Chairman: I should tell the Committee that we asked
Ryanair to join us this afternoon and got an
extraordinary reply which translated meant “no
way” which we shall take pleasure, I think, in
making available to the public in its fullest sense
when we print our report.

Q213 Mrs Ellman:Did you take up on-line booking
ahead of the other full cost airlines?
Mr Nicol:Yes. Funnily enough, easyJet.com, which
is our website, celebrated its tenth anniversary last
week. We were not the very first airline to sell a seat
on-line, I seem to remember that went to British
Midlands a couple of years or so before. We first set
up the website in 1997 just as an information page.
In 1998, a year later, we sold our first seat on-line.
We specifically, through a combination of carrot
and stick, drove bookings on to the Internet because
we realised it was easier for people to do. They did
not have to call up a call centre and travel is the most
simple thing to sell on-line, unlike Amazon with
books or CDs. All you really need to buy a ticket on-
line is a six or seven digit locator number, that is
what we email back to people and that is what they
turn up at check-in with. That was something which

gave us a huge advantage and we have then seen the
legacy of the traditional airlines and copied that over
the course of the last few years.

Q214 Chairman:Mr French?
Mr French: We changed from using the CRS,
traditional systems, to the Internet and within six
months 85% of our passengers used the Internet.

Q215 Chairman: 85%?
Mr French: 85% within six months of changing our
business model. I think the key thing about the
Internet is that it gives the customer ultimate
control. The travel agent is now an agent acting on
behalf of some customers but most customers, 85%
of our customers, have total control of their
booking, their travel, their product definition. I
think that has been amassive change to our industry.

Q216 Mrs Ellman: Would you agree that on-line
booking makes it easier for you to change terms and
conditions of flyingwithout the passengers realising?
Mr French: No, and the reason I would say that is
we operate a very transparent system. One of the key
things is when we formed a low-cost airline we
introduced a customer charter, we defined exactly
what we would provide to our customers and also
what we would give them in the event we failed to
provide that service. That is published on our
website and available at all our desks; others have
followed that. We try to operate as open a book as
possible because, ultimately, if you try and cheat the
customer it is a very competitive market and you
lose business.
Mr Nicol: I would absolutely agree with that. It is
exceptionally competitive. Ryanair, for example,
who we compete with very strongly but, also, at the
other end of the scale, British Airways as well, if you
treat people poorly they do not fly with you again, it
is as simple as that.

Q217 Mrs Ellman: There is a perception though, is
there not, that costs and charges are added and that
people do not know what is added or they may be
added at a later stage. Is there any validity in that?
Mr French: We follow the Advertising Standards
Directive of two or three years ago where all our
advertising is the total price. On our website, our
business model is that we charge the basic price for
flying fromA to B and then things are added to that.
That is how a cost structure is built. There are five
pages of process in booking a ticket with Flybe and
by the third page, the third action you do, you
actually see your full price. I think that is important.
The customer gets the impression of the full cost of
travel for travelling fromA to B by page three of the
action points.

Q218Mrs Ellman: That is before they have booked?
Mr French: Pages four and five give the customer
another choice to check if they want to book or
not, yes.
Mr Nicol: From our experience, over the years, we
have changed from time to time and in diVerent
markets as well how fares are presented. As Jim was
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just saying, in the UK all airlines are forced to
advertise fully inclusive prices, they have been for
years. That is slightly diVerent on the Internet.What
we have found is you cannot fool the customer.

Q219 Chairman:Whoa! What is diVerent? In other
words you are saying if you put out an advertisement
in the paper you have to put the full price in—
Mr Nicol: Correct.

Q220 Chairman:— and on the Internet you do not
until they get to page four or five?
Mr Nicol: You have to advertise the fare oZine, in
what is called above the line advertising, in fully
inclusive pricing. On the web the ASA guidelines do
not apply. That has led to a situation where the
industry has adopted a position where it is
traditional to present a fare and even that varies
from airline to airline with what is included in the
fare and then traditionally airport charges and air
passenger duty, air tax, is added on to that at stage
three, which is the same for Flybe and for easyJet
as well.

Q221 Mrs Ellman: You are saying on the web the
guidelines are diVerent?
Mr Nicol: Exactly. The ASA guidelines are
essentially for print advertising, stuV which goes on
bus shelters, taxis, radio, television, et cetera, they do
not apply to the website. What I am saying is that
over the years we have presented fares in a number
of diVerent ways. The point I want to make is you
cannot fool the customer, they make the decision to
buy based on the price which they see when all the
taxes and charges are added in. You cannot fool
people, you cannot make people buy a two pence
seat which then becomes ƒ40.

Q222 Mrs Ellman: It is a little confusing. You are
saying this in a very absolute way and then saying
the guidelines may not require you to. Are you
saying that at every stage of your advertising the
customer knows exactly what they will be paying,
the full amount, or are you not saying that?
Mr Nicol: Yes. Please tell me if I am not being clear.
In terms of advertising, what you see on the
Underground, what you see at the train stations,
Nice for £30, Barcelona for £30, et cetera, that is the
all inclusive price. What you might see when you get
to the Internet is that is a £20 fare which is thenmade
up of, as was, £5 tax, probably now £10 and possibly
£5 on airport charges as well. You will see that at
stage three.
Mr French: Our code of practice we apply to all
advertising. Any advert you see, whatever the
medium, we quote the full price, that is our policy.
When somebody then goes to book a ticket, that is
when you get the construction of the fares, so by
stage 3. If somebody sees on Google or another
website one of our pop-up adverts “Fly to Jersey for
£30” that is the price of the ticket, all inclusive.

Q223 Mrs Ellman: The Air Transport Users’
Council tells us that: “A passenger has no way of
knowing whether the amount added to their fare is
a true reflection of the actual cost to the airline.”
Would you agree with that statement?
Mr French: I can only state our policy. What we
charge for airport dues is what we are charged from
the airport. I cannot speak for others but that is
our policy.

Q224 Mrs Ellman:Mr Nicol?
Mr Nicol: Likewise. What we would add on to the
tickets in the second stage of the booking process—
just to mirror Jim’s point—is, again, in all of our
advertising. Anything we pay to advertise, it is a full
inclusive fare. It is the diVerence on what we would
consider stage one and two of our booking process
which is diVerent. We would add on the £10 now air
passenger duty, that would go on as a line item, and
also in certain conditions what is called a passenger
service charge from the airport as well. I know a
number of other airlines choose to add on a number
of diVerent things, also if you are flying to the same
airport you might find the charges vary.

Q225 Chairman: The point is not that, I think what
we need to know, Mr Nicol, and also Mr French, is
both of you are saying that will be clear. I am using
the Internet to do my booking, it is quite clear to me
at an early enough stage exactly what the price is and
if there is an added charge or if there is a need to
break it down that is very clear from what comes up,
is that what you are telling me because that is what
I need to know?
MrNicol: If you want to fly with our airline and you
go on to easyJet.com, you want to fly from London
to Barcelona for the weekend, you put in the date,
which is stage one, stage two would give you a
number of diVerent prices, diVerent dates, diVerent
times of the day, so you could have a number of
diVerent choices, flights A and B and by the third
stage it would say, “Okay, that is the cost of the
fares, that is the tax, those are the airport charges”,
giving you the full total price.

Q226 Chairman: That is before I confirm the
booking?
Mr Nicol: Yes.
Mr French: Likewise. After stage three, if the
customer then wants to add on whatever other
services they want, there is a choice to add those on.
There is a basic price for carrying from A to B, fully
inclusive by stage three of the booking process.

Q227 Mrs Ellman: Mr French, you say in your
written evidence that by informing customers of the
cost of airport charges and Government levied taxes
you allow informed customers to influence these
matters. What do you mean by that?
Mr French:What I mean by that is I think it is very
important the customer understands where our cost
base is and the cost we incur from other elements.
Our basic philosophy is to charge to go fromA to B,
to add the charges which are passed on to us like
airport tax or the airport passenger duty charge and
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then the customer can say, “Right, that is what the
airline is getting, that is what they are having to pay
elsewhere”. Then the customer’s choice is “If I want
to buy a cup of tea, insurance, hotel”, whatever, they
then have that choice to make themselves. I think
that is one of the greatest advantages of this model,
the customer now chooses precisely what they want
to pay, other than APD and the airport tax.

Q228 Mrs Ellman: They are not Government
levied taxes?
Mr French: That was what I said, other than airport
levy and Government duty tax, yes.
Mr Nicol:We have argued very strongly exactly Mr
French’s point that it is very important for people to
know that they are paying £10 in tax. It was £5 and,
as everybody knows, it was doubled in the Pre-
Budget Report in early December.

Q229 Chairman: Yes, it has been up and down, but
we will not be anti-social about it.
Mr Nicol: Indeed.

Q230 Chairman: Sometimes it goes up, sometimes it
goes down.
MrNicol:We think it is important that people know
that they are contributing currently, on our flights,
£10 for Government tax.
Mr French: I think it is very important, also, when
you compete with the ferries, which we do out of
Northern Ireland, the Channel Islands, or the train,
the customer can see that air travel does incur that
cost. I think it is a genuinely important aspect of
the business.

Q231 Chairman: Should everybody in the whole
business include all those prices upfront, at the first
stage?
Mr French: I believe so, yes.

Q232Chairman:Howwould you achieve that? Your
rivals do not do that, do they?
Mr French: It was an internal choice by us. Coming
from the legacy carrier, we had customer service as
a very important part of our business. Some might
argue that some aspects of the hardcore low-cost
airlines are not quite so straight forward. That is our
business philosophy. We are an independent
company, we make our own decisions as a whole.

Q233 Chairman: Presumably you are concerned
withmaking a profit so your interpretation of a good
customer relationship is that you should tell people
the whole truth?
Mr French: Indeed, yes.

Q234 Chairman: A very strange and old fashioned
idea. Mr Nicol?
Mr Nicol:Heaven forbid, we would probably agree.
We have been praised in the past by the AUC
themselves for being some of the best in this area and
philosophically we would like to go down the route
of all inclusive pricing. We are working with the
OFT on exactly that. Our issue is probably 25% of
our flights probably do not touch the UK at all and

in continental Europe you can advertise in the paper
and on the side of taxis the lowest possible fare you
can think of, tuppence ha’penny if you wanted to.
We have to position our fares very, very diVerently
for that proportion of our fares in continental
Europe. This, fortunately, has been looked at by
Brussels as part of their review of the third package
of aviation reforms and Iwould like verymuch to see
it implemented across Europe.

Q235 Clive EVord: Can I just clarify something
because I have used easyJet’s website and I have seen
the prices which are advertised and I have to say that
my experience has been that I have never had the
final price quoted to me as the one that is advertised.
You are saying that the prices which you put on your
posters are the prices which include the final
charges?
MrNicol:Correct, they have to. Two issues, if Imay.
One is price on posters; any of the advertising which
is done anywhere is fully inclusive prices. We have
to, by law, make available 10 per cent of our seats on
any flight on any route at that particular price. That
is the law, we have to abide by that. We cannot say,
“It is £20 but there is only one seat on a quiet
Tuesday in November which is available at that
price”.

Q236 Chairman: You should talk to the rail
companies!
Mr Nicol: Therefore, the way in which the low-cost
airlines price their seats, what we call yield
management, you then have a series of price buckets.
Again, one of the innovations which the low-cost
airline brought in was the cheaper seats were
available first. If you book soonest you get the
cheapest seats. So if you want to travel to Barcelona
in October, the cheapest price you can get is today,
it will be more expensive tomorrow or the day after
or the day after that as the plane essentially fills up.
It is a series of price buckets, when one price bucket
is full you tip over into another price bucket. If could
be, for example, Mr EVord, that you are booking
seats closer to the time of departure than somebody
who might be completely flexible and book seven
months before the plane is flown.

Q237Clive EVord:Okay. That has clarified it forme,
I am very grateful for that. Can I ask you about
security arrangements at airports. Are airport
operators and theGovernment doing enough to help
these problems of security at airports? You have
both been very critical of arrangements at airports.
Mr French: The best example I can give you there is
I had occasion recently to go from London to
Manchester and then back to my oYce in Exeter. I
went from Euston to Manchester, I arrived at the
station seven minutes before the train departed,
bought my ticket and got on the train in great
comfort. When I came back from Manchester to
Exeter with my own airline, it took me one hour to
get through the security queue at Manchester
Airport and 45 minutes to fly there. I think as long
as that hurdle is in front of our customers there is an
enormous danger to our industry that the industry
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will gradually decrease. We have to recognise there
is a challenge for security for all of us. We have to
find ways, by way of the airports, Government help
and assistance in some areas, of reducing the hurdle
that customers have to go through.

Q238 Clive EVord: What form should that
assistance take?
Mr French: I think there are two forms. One is
financial, clearly you would expect me to say that,
but I think more important is technology.

Q239 Chairman: What do you mean by financial?
Do you mean “Give us a lot of money and we will
put up with standing there for an hour”?
Mr French:No, I do not mean that. What I mean is
that each time there is a security incident or threat in
this country the cost to the airlines goes up
significantly because of the increase in security.
After September 11 you will be aware that the US
helped the US airlines during that period post that
event. That was what I meant by financial, just to
clarify that point. The other thing is we should try
and work together as a society, we must recognise
that security is here probably for the rest of our lives
and therefore wemust work together to (a) minimise
the inconvenience to the customer and (b) look at
technology to try and develop mass transit
screening systems.

Q240 Clive EVord: It is Government money for
developing new technology?
Mr French: I believe that is what is required to help
the industry.

Q241 Clive EVord: Does easyJet agree with that or
do you not have a view?
MrNicol:Essentially, yes. Like everybody else in the
industry, we saw what happened when we had the
security disruptions in the summer where the
airports essentially ground to a halt for four days at
least, and many more than that in certain airports.
We are still seeing the eVect of that now.The airports
have only recently come round to looking at that. A
number in the industry have been very critical, for
example at Stansted, where it took BAA, the airport
operator, quite a long time in order to do more
security, and have more check-in gates so we can
process people more quickly through the airport
environment. What we have always argued is that
the industry should look after itself and then at times
of exceptional stress, like we had over the four days
in August and immediately after 7 July 2005 when
airport security went up as well, after 9/11, these are
clearly attacks on the state, that is when the state
steps in. In the long term, something relating to new
technology, how we can put more people through
airport security, will make the passenger experience
a whole lot better.
Mr French: If I may add, my argument for this mass
transport system is not just with airlines, it is with
railways, tubes and everything. That is my
argument, that we must find some mass transit
system.

Q242 Clive EVord: Presumably there are
innovations which you have implemented as well to
assist in security?
Mr French: I would say the airlines are more
procedural as opposed to technical because the
airport security screening is a matter for the airports
themselves. Ours tend to be procedural and trying to
give guidance to customers.
MrNicol:For example, easyJet, likemany airlines in
the summer, had to ask people to turn up at the
airport earlier. It is not rocket science, I am afraid,
we cannot point to new technology which we are
working on, we are not specialists in that area.When
there is a need, instead of asking people to turn up
no later than 30 minutes before departure, it might
be 45 minutes or an hour to allow people more time
to get through security.

Q243 Clive EVord: Presumably you have discussions
with the airport operators about these issues. How
do you find those discussions, do you find your
concerns are taken on board?
Mr Nicol: I think everybody in the industry talks to
the airport operators not quite every single day but
pretty much close to it because the passenger makes
a decision to fly based upon a whole range of factors.
It could be that people would say, “I am sorry, it is
taking me far too long to get through security, I am
not going to travel at all” and clearly it is the airlines
which would suVer as a result of that. We have got a
huge vested interest inmaking it work for us and that
is in terms of passenger experience, how long it takes
them to wait, how long they are standing in queues
and what they are doing when they are not standing
in queues.
Mr French: From my perspective, I would say any
radical change on security by airports will require
investment by those airports. When you have one
operator having the three London airports, the three
Scottish airports, et cetera, the lack of competition
takes away the competitive spur to provide the best
possible service. I would say to you if there was a
more competitive background to the industry we
might see greater progress than we have currently.

Q244 Clive EVord: On airport charges, is the way
they are passed on to the passenger transparent?
Mr Nicol: I would say so, yes. Each airline tends to
negotiate its own arrangement with airports. That
comes under Brussels regulations which were
brought in in early 2004 after the Charleroi case with
Ryanair which you may remember. It is all laid out
in books what essentially the rack rate is and that is
what is included in tickets. Most airlines are very
upfront about what they are paying for airport
charges.

Q245 Clive EVord:Do you have any concerns about
the impact of the EU Directive on charges that will
be passed on to passengers?
Mr French: Under the current proposals, every
airport in the UK, other than Southend, will be
regulated by the EC. I think it will be a terrible task
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to achieve, hence my comment earlier I think if there
was competition between all the airports that might
get half way there.

Q246 Clive EVord: Can I move you on to the issues
around hold luggage. Is it fair to charge people for
hold luggage?
Mr French:We were the first airline in the world to
introduce it and the answer is yes. The counter-
argument is, is it fair to charge passengers for
baggage when they do not carry any baggage, which
was what was happening. We took a pound oV all
our fares and we then increased the baggage to 10
kilos for cabin baggage and 25 kilos for hold
baggage. We have found that since we are a regional
airline short-haul, the vast majority of our
customers stay one night or two nights, and
therefore a 10 kilo allowance allows them to carry
that baggage. For the family leisure passengers, they
can take 25 kilos, and, unlike everyone else who now
charges for baggage, we allow the customers to
travel together and take the total weight of the two
when travelling together. It has gone exceptionally
well. From a safety point of view, interestingly the
Civil Aviation Authority, our regulators, were
concerned that we might see a lot of extra cabin
baggage on board, the safety aspect. Quite the
reverse has happened, because the customer now
knows the rules they have cleaned up what they
carry on board and other stuV goes in the hold. We
have found it very successful.
MrNicol:We approach it in a slightly diVerent way.
We have a very generous on-board limit, which is
essentially the size of BA’s Club Europe, those are
physically the dimensions you are allowed to take,
and then there is no weight limit to that. Essentially,
providing you can carry it on board, within reason,
you are allowed to take it on board.

Q247 Chairman: Can I just be clear what you mean,
your hold is bigger than Ryanair for example, or
BMI Baby—noBMIBaby is the same as you—what
do you mean by a more generous allowance?
MrNicol:The dimensions of the hand baggage itself
being 55x45x20, those are the physical dimensions
of it.

Q248 Chairman: Those are the same as BMI Baby.
Monarch seemed to be a big bigger. Flybe a tiny bit
smaller. Certainly slightly larger but—
MrNicol: It is the weight issue. Some airlines choose
to apply a weight limit for hand luggage, we do not.

Q249 Chairman: You do not, why does it say 10
kilos?
Mr Nicol: We have not applied a weight limit to
hand luggage since July 2004 when we introduced it.
That would not be our submission. We were one of
the first airlines in Europe to reduce it.

Q250 Chairman: I do not know whether you display
this table but this is one of the—Oh, it is from Flybe.

Mr Nicol: I will beat Mr French up later for
misrepresenting us! I am not too sure where the 10
kilograms comes from. We were very proud, a
couple of summers ago, when we removed any
weight restriction on-board.

Q251 Mr Martlew: Is there a size restriction?
Mr Nicol: Yes, for on-board. The overhead bins are
restricted by physical capacity, not by the weight.
You can take a significant weight.

Q252MrMartlew: If you are taking gold it would be
fairly heavy.
Mr Nicol: Exactly.

Q253MrMartlew:There is still a restriction onwhat
you can take on board.
Mr Nicol: Exactly, because otherwise people would
be taking on, literally, the kitchen sink. The hand
baggage is restricted. We do not charge for the first
hand baggage but what we introduced after the
August security issue—and you may recall it was
essentially what people were taking on-board
aircraft—we started charging for the second bag, £5
to take a second bag on board, essentially simply to
incentivise people not to take a second bag because
it is easier for airport systems to cope with one 20
kilogram bag than two 10 kilogram bags in the
airport baggage systems themselves.

Q254 Clive EVord: I got a bit confused with the sizes
and diVerent weights you were just going through,
and in fact you have confused Flybe because they do
not understand your restrictions as well. Is it
appropriate to use the size and weight of hand
luggage on a plane as a competitive edge? Should
there not just be one standard so people understand
what they can and cannot take on a flight?
Mr Nicol: The European Union is trying to bring
about a common standard. It is one of the big
discussions the industry has been having since the
August security disruption. You may recall that first
there was no hand baggage, then it came back in a
briefcase type size and then they expanded that.

Q255 Clive EVord: And then it disappeared!
MrNicol:Exactly. Then we had baggage mountains
around various airports et cetera. Is it appropriate?
I think Mr French would probably agree it is an
exceptionally competitive market which we operate
in and airlines do try and find competitive advantage
where they can. By us simply saying you can take as
much weight on board, providing it falls into the
physical dimensions, if that is good for some people
they will choose to fly with us.

Q256 Clive EVord: Should there be a single standard
for handling baggage?
Mr French: The diYculty there is it depends to a
large extent what types of aeroplanes you fly as well.
For example, the aircraft we have taken with our
Connect acquisition, the 50-seat jets, have tiny cabin
baggage capability on board. Whilst I can
understand your desire to have a standard, it does
not always work with diVerent airlines flying with
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diVerent size of aircraft. I think the key issue is again
to show clarity, and to be clear at check-in and on
your website and in your customer charter what
your dimensions are that you allow.

Q257 Clive EVord: Do you agree with that?
Mr Nicol: Ditto.

Q258 Clive EVord: If there was to be a single
standard, who would negotiate something like that?
Mr French: The Civil Aviation Authority.

Q259 Clive EVord: Do you think it is achievable?
Mr French: The one for example I would have a real
problem with is you can take a 50 kilo lump of lead
in cabin baggage, so there is a safety issue there as far
as I am concerned. You may get somebody being
able to lift 50 kilos but I would not want 50 kilos of
lead in the cabin.

Q260 Chairman: You must have some funny
passengers.
Mr French: My point being that I think that as a
Chief Executive and responsible for safety for the
business, personally I would not feel comfortable in
our business with unlimited weight of cabin baggage
in the cabin.

Q261 Clive EVord: Do you think collaboration
between airlines and airport operators is suYcient to
ensure the eYcient handling of people’s baggage?
Mr French: I think there has been a lot of excellent
work done. The issue which I still think needs a lot
more work is that of security. The diVerences you
can get at diVerent terminals at the same airport, in
Manchester you can have a 10 minute queue at one
terminal and a one hour queue at another, are
unacceptable.We have to work far harder to remove
those diVerences.

Q262 Mr Martlew: First, Mr French, you have
indicated that you are not happy with what you
consider is the monopoly situation of BAA. Do you
think it should be broken up?
Mr French: I do believe so, yes, because we fly from
Gatwick, Southampton, Glasgow, Edinburgh,
Aberdeen and I think competition between these
airports would be quite diVerent. I cite
Southampton as a classic example, the financial
constraints on the economic returns of the British
Airport Authority—or BAA as it is now known—
applied to the management of Southampton are the
same as those of the corporate bigger company.
They are quite diVerent from most other regional
airports and therefore the costs are diVerent.

Q263 Mr Martlew: Mr Nicol, do you not want to
upset them?
Mr Nicol: No, anything but, there are not many
people in the airline industry who do not mind
putting the boot into BAA occasionally and there is
not a huge amount of love lost between the various
organisations. We operate from six out of seven
BAA airports plus Naples in Southern Italy,
including the two principal London airports of

Gatwick and Stansted. To us it is not a question of
ownership. You could, for example, break up BAA
and say, “Okay you have got to sell Gatwick or you
have got to sell Stansted”. These are mini
monopolies in their own right, and certainly in the
case of Heathrow very, very big monopolies. The
issue which we are much more interested in is that of
price regulation. The worst thing would be to take a
monopoly airport system and break it into three
little mini monopolies so they can go oV and charge
what they want. Gatwick is full, Stansted is full and
Heathrow is full as well. They would all have local
monopoly pricing power. What we say is ownership
is secondary to ensuring that customers come first in
those places rather BAA’s Spanish shareholders.

Q264 Mr Martlew: Landing charges have got to be
regulated?
Mr Nicol: Correct. We would very, very strongly
urge that. Also it just stops BAA gaining the
investment around the system. They may choose to
under-invest in one airport in order to invest in
another. It is about price regulation, undoubtedly,
making sure the customers get the best deal.

Q265 Mr Martlew: The title of this inquiry is
Passengers Experience of Air Travel, is it not a fact
that people’s experience of air travel is a poor one
and that every year it is getting worse?
MrFrench:For the last 10 years we have undertaken
on-board customer market research of satisfaction
and gradually it has been getting better all that time.
I would say to you that customer satisfaction is
higher than it has ever been, other than this issue of
congestion at terminal buildings because it really
does cause a lot of stress to passengers. I think, also,
the uncertainties over what they can and cannot take
on-board cause a lot of stress to customers. On the
whole, I would say the customer experience is very
good. In our own instance we provide a lot of
service, our business would not be doubling in size if
it was not good. The issue I think is more to do with
the ground than in the air.

Q266 Mr Martlew: Can I press you on this because
basically my view is I fly because it is convenient, I
fly when there is no alternative. I would not, for
example, fly to Paris, I would get the Eurostar which
is better, so that is why people use your aircraft, they
fly because it is convenient and quick. It is not
because they enjoy the experience, it is not because
they enjoy running around trying to get a seat or
whatever, I am not sure whether you do that. I think
the general public out there will tolerate airlines and
they accept what you say, that it is not just the
journey it is the whole experience, it is getting to the
airport, it is the cost of the airport food perhaps, it
is getting oV at the other side and your baggage has
not arrived. People do not enjoy flying any more, do
they, Mr French?
Mr French:Very few people fly for pleasure, most of
them travel to get from A to B. Like you, I would
never think of going from central London to
Manchester or Birmingham, Paris or Brussels by air,
I would always go by train. Why? Because it is very
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simple, you can get to the station six or seven
minutes before and get on that train, it is a good
experience. Conversely, as a regional airline, we
operate around the country and we have competitor
airports less than one hour’s drive away from all of
our airports; the customer has a choice. If we did not
give a reasonably satisfactory standard of service we
would lose our customer base.

Q267 Mr Martlew:Mr Nicol, what is your view?
Mr Nicol: The question was is it getting worse? No,
I do not believe it is at all.We hear occasional horror
stories. When there are issues relating to disruption
last summer we hear an awful lot about that; when
there is fog at Heathrow which substantially shuts
down the air traYc we get to hear about that. What
you do not hear about is that we will fly 38 million
people this year andmost of those people fly on time
without any diYculties whatsoever. It may be that
some people who are in city centres, going to city
centres might say, “Okay, on balance I might choose
to take the train” but what happens if you live in
Milton Keynes or you live in Bedford, then our
service from Luton to Paris suits you much better
than going into London and getting on the Eurostar.
The customer decides what they want to buy. If they
did not want to buy our services they would not
buy them.

Q268 Mr Martlew: My argument is they buy it
because it is convenient. Nobody goes to an airport
willingly saying, “This is going to be a good
experience”. They say, “Let’s get it over with”!
Mr Nicol: I disagree. I honestly disagree. A weekly
commute or daily commute for people, people may
look at it slightly diVerently for those purposes but
an awful lot of people that I know are going on
holiday and the holiday begins when they get on the
plane. “Great, I’ll have a gin and tonic and relax,
we’re on our way”. Yes, clearly they are taking the
plane to get somewhere but that is part of the
holiday experience.

Q269 Mr Martlew: I must admit when I have been
to Stansted I have never felt that experience.
Mr Nicol: Come to Luton.

Q270 Mr Martlew: In my business it is called
believing your own propaganda.
MrNicol:Come toLuton on aFriday afternoon and
Iwill show you. Iwill show you people who enjoy the
flying experience and are looking forward to the
flight element of it, not just the A to B element.
Chairman:There is an interesting study to be done in
psychiatric restructuring, I suppose.

Q271 Mr Donaldson: We have had some evidence
about the low-cost experience and in particular some
complaints and criticism about the behaviour of
other passengers and, indeed, on occasions of cabin
crew. Do you recognise the following description of
a low-cost airline as being “ . . . very unpleasant, a
good proportion of people shout the length of the
cabin, walk around with drinks, use foul language
and are generally awful”?

Mr French: I certainly do not recognise it as one of
our flights, no.
Mr Nicol: It does not sound like one of ours either,
needless to say!

Q272 Chairman: Take a wild guess, who can we be
talking about?
Mr French: This is the real issue, all forms of
transport are now experiencing an increased level of
threat and misbehaviour by some passengers. We
have a very clear policy that if there is any verbal or
physical threat or abuse to any member of staV we
take a very tough line and oZoad the passenger and
contact the police.

Q273 Chairman: How often have you done that in
the last year?
Mr French: My estimate would be once or twice a
month.

Q274 Chairman:Any particular lines? I will come to
you in a minute, Mr Nicol.
Mr French: No. Flying, as Mr Martlew said, is
stressful. A lot of people do not like flying, they
drink too much.

Q275 Chairman:Given all that, how often have you
done it? Once a month, are there any particular
airports?
MrFrench:No, it is across the country, once or twice
a month we oZoad passengers.

Q276 Chairman:Mr Nicol?
MrNicol: Probably once a week to once a fortnight.
Our airline is slightly bigger than Flybe but I would
have thought the incidents per flight is probably
exactly the same. I doubt very much whether that
has grown significantly in the industry over the last
25 years.

Q277 Chairman: Do you prosecute any of these
people?
Mr Nicol: Yes.

Q278 Chairman:How many have you prosecuted in
the last year?
Mr Nicol: Hundreds, probably, for breaches of the
Air Navigation Order.

Q279 Chairman: Do you want to give me a detailed
note on that?
Mr Nicol: Yes.

Q280 Chairman:Mr French?
Mr French: I will do the same.
Chairman: I would just like to know how many of
your staV have been assaulted in the last two years.
If you cannot bump them oV because it happens on
the flight can you tell me how many of them have
been prosecuted.
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Q281 Mr Donaldson: I take it from your responses
that you would not accept the allegation that your
cabin crew accept a lower standard of behaviour on
your flights than one would expect on a full service
carrier?
MrNicol:No, I would not agree with that at all. The
job of a member of cabin crew is to be there
essentially first and foremost for safety. In the event
of an incident we need to get everybody oVwithin 90
seconds, the aircraft are designed that way. They
have a number of other functions while they are on
board but ensuring the safety of the aircraft,
passengers and the crew is what they are there for.
We certainly would not tolerate a lower standard of
behaviour.

Q282 Mr Donaldson: Are you aware of any
comparisons that have been carried out in terms of
the incidents of passengers having been removed
from aircraft operated by your airlines and, say,
airlines which are full service carriers?
Mr Nicol: I am not aware of those studies.

Q283 Mr Donaldson: Are you confident that in no
case involving a disruptive passenger your cabin
crew have over-reacted in any way?
Mr Nicol: I would say definitely not. What we do is
to empower—I am sure Mr French’s cabin crew are
exactly the same—the cabin crew to make the right
decision. easyJet were rather unfortunately in the
news recently when the senior members of the
Sunderland football team were flying back from
Bristol to Sunderland, having won a crucial game in
CardiV. People got on board and they were in very,
very high spirits having just collected three very
important points.

Q284 Chairman: Is that a euphemism for drunk?
Mr Nicol: No, because if they were drunk they
would not have been allowed on board. The
behaviour once everybody was in a confined space
became what our cabin crew felt was unacceptable
and a result of that we tried to have 20 people
removed from the aircraft. That caused some
diYculties and in the end we had to cancel the flight.

Q285 Chairman: Before they had taken oV?
Mr Nicol: Yes, before they had taken oV, while the
aircraft was still on the ground. The flight was
cancelled because the crew had gone out of hours,
they could not work any later. This was quite late on
a Saturday evening. As a result of that, Niall Quinn,
the Sunderland Chairman, an ex-professional
footballer, put his hand in his pocket and paid for
taxis to get back to Sunderland.

Q286 Chairman: That’ll teach him!
MrNicol: I likeMrQuinn immensely as a footballer.
He got an awful lot of good publicity for himself and
for Sunderland. One of the criticisms of us was
exactly your point, Mr Donaldson, that we had
over-reacted and we were saying, “No, we have not
over-reacted, we empower our cabin crew to take the

right decision on board”. That was one decision
where we made the right decision even though some
members of the press chose not to see it that way.

Q287 Mr Donaldson: The Air Transport Users’
Council have expressed a concern that a culture may
develop where any passenger who makes a
legitimate complaint to cabin crew may be
considered per se to be disruptive. Will you take this
opportunity to guarantee that this is not the case in
your company?
MrFrench: I will respond. First of all, in Flybe’s case
90% of our flights are either domestic or UK to
capital cities in Europe; less than five% are what I
would call leisure. That is one instance. The second
thing is regarding the cabin crew or the pilot, the
commander of the aircraft, he or she has the final say
and we have to respect that authority. When they
make a decision we investigate the decision with
them, why they made the decision to refuse the
passenger, and if we think the crew member made a
mistake in judgment we will discuss that with them.
Regarding giving assurances, yes, we treat all
customers the same. We expect customers to give us
their comments on the service, we do not throw
somebody oV an aeroplane because they might
complain about one aspect of our service.

Q288 Mr Donaldson: Have you had cause at any
time to discipline any staV for over-reacting to a
passenger whomade a complaint or for mishandling
a complaint that was made on board?
MrFrench: I am not aware of any discipline but I am
aware of one instance where the decision could have
been less severe than it was, I think the aircraft could
have travelled. At the end of the day it is the
captain’s and cabin crew’s responsibility for the
safety of that flight and that we must never forget.
The situation for us, looking at it a week or two
weeks later, is quite diVerent from the day when it
happened.
Mr Nicol: Likewise. While Mr French was speaking
I was trying to rack my brains whether in my seven
and a half years with easyJet there had been any
incident like that at all and I cannot recall one.

Q289 Clive EVord: Do the passengers have a
complaints procedure? If somebody comes and they
have been taken oV and they complain, is there an
investigation?
Mr Nicol: Yes, undoubtedly.
Mr French: Yes.

Q290 Clive EVord: Can we have copies of your
complaints procedures?
Mr Nicol: Yes.
Mr French: Yes.

Q291 Mrs Ellman:Amicus tell us that in some cases
the flight turnaround time has gone down to 10
minutes, is that right?
Mr Nicol: If one of Amicus’ members can turn a
flight around in 10minutes I would like to knowwho
they are, seriously. easyJet targets 25-30 minute
turnarounds. At ourmost eYcient airports, at places
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like Gatwick, it is significantly longer than that. At
places like Charles de Gaulle it is much longer than
that. Ten minute turnarounds sound like the stuV

of fantasy.

Q292 Chairman: What do you build in then? You
must build something into the timetable, what do
you build in for turnaround?
Mr Nicol: It would vary depending on the airport
which you are flying into. If you are flying into
Luton it is a lot more eYcient than, say, flying into
Gatwick. We do not fly into Heathrow but if we did
it would be a lot longer. I would say broadly 25
minutes at the likes of Luton, Bristol, EastMidlands
and Newcastle; Gatwick probably 35-40 and longer
in Charles de Gaulle and Milan.
Mr French: Twenty-five minutes is the minimum. If
there is a crew change or the crew are due a meal
break we extend it up to 40 minutes.

Q293 Mrs Ellman: Do the crew get adequate rest
periods?
Mr Nicol: Yes. Rest periods are governed by law.

Q294 Chairman: Which law do you have in mind,
Mr Nicol?
MrNicol: The fact that pilots are only allowed to fly
up to 900 hours.

Q295 Chairman:We are talking about cabin crew.
Mr Nicol: Certainly. There are similar restrictions
for cabin crew as well, what duty periods they are
allowed, how long they are allowed towork for. I am
sure most airlines have very similar rostering
systems as we do which simply do not allow you to
roster people in if they have gone beyond their
allotted hours.

Q296 Mrs Ellman: Which regulations are you
talking about for cabin crew?
Mr French: JAROPS, CAP371. Civil Aviation
Authority, JAROPS regulated cabin crew. All
aircrew have limitations. Pilots are slightly more
limited than cabin crew. We are all required to work
with those. Then there are union agreements with
various companies which actually reduce those
hours, so it depends on the individual company.
Overall in the UK we are regulated by the Civil
Aviation Authority to that extent. The only
diVerence from our experience is what I said earlier,
that where we have a cabin crew doing six sectors
and we deem that there should be a meal break, say
after the third sector, we extend the duty period for
that meal break.

Q297 Mrs Ellman: Is there a continuing pressure to
reduce those times?
Mr French: In the regional business a lot of airlines
get 10 sectors a day by flying from five in the
morning until 12 at night; regional airports tend to
open at seven o’clock in the morning and close at
nine or 10 o’clock at night, so there is no great
advantage for us to get below 25 minutes.

Mr Nicol: We traditionally go for what we would
call two crew days. In the case that Mr French has
just outlined, if the plane flew from seven in the
morning until 12 at night that would be split in the
middle and when the plane comes back to base
people would then change over. It is governed by
law, it is not something that we have got any
discretion over.

Q298 Mrs Ellman: We are told that cabin crew
training and qualifications are not interchangeable
between airlines, is that right?
Mr French:What happens is that each company has
its own safety operating procedures that every
member of cabin crew has to be retrained for. For
example, of the BritishAirways’ staVwho just joined
Flybe, although they both fly British Aerospace
146s, all the British Airways’ staV had to go through
the Flybe training system to be up to speed with our
operating procedures. As you know, they are
certificated, standard training courses that are
regulated, the training records are regulated by the
Civil Aviation Authority and the retraining is also
regulated by the Authority.

Q299 Mrs Ellman: How long would that training
take?
Mr French: For a new person it is three weeks
minimum. For a change to our Flybe type from
British Airways type it was less than one week.

Q300Mrs Ellman:MrNicol, what is your situation?
Mr Nicol: Our cabin crew training tends to last
about four weeks, so about a similar amount of time.
About 18 months or so ago we opened a new
training academy at Luton Airport. Needless to say
it is a big orange building up there and anyone is
welcome to come and have a look. It is a great
facility and we get people through there in four
weeks from beginning to end. We pay them, unlike
some other airlines which force people to pay for
their own training without—

Q301 Chairman: Which airlines? Could we have
something vulgar like a name?
Mr Nicol: Our favourite Irish airline forces people
to—

Q302 Chairman: Ryanair we are talking about, are
we?
Mr Nicol:We are. Ryanair, to give it a name, forces
cabin crew members to pay for their own training
before they have got a contract.

Q303 Chairman: They also force them to pay for
their uniforms.
Mr Nicol: Correct.

Q304 Chairman: Have they concentrated on asking
them to pay for the replacement of tyres or is there
anything else they have thought of yet?
Mr Nicol: I have not heard of that one but you are
never too sure with them.
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Q305 Chairman: You never know with the high
quality of their intellectualmanagement.
MrNicol:The point is, people pass our initial exams,
theycomeandworkforus, theyareoncontracts, they
do four weeks training at the academy at Luton
Airport and then they begin to fly.

Q306 Chairman: Gentlemen, I want to release you
quite quickly so I amgoing toaskyou for somepretty
short, sharp answers because there are certain things
we have not covered so far. Self-service and on-line
check-in have generally made the passenger
experience better, but do you think that some groups
of passengers are being excluded because you
concentrate on things like the web?
MrNicol:No.

Q307 Chairman: Have you done any work on that?
Mr French, it would perhaps be more applicable to
you because you are the regional airline.
Mr French:We oVer both on-line checking and still
check-in desks. I know some airlines have gone away
from thecheck-indeskconcept butwe still oVerboth.

Q308Chairman:You oVer both alternatives?
MrFrench:Yes.

Q309 Chairman: I think what we would also like to
know is that you have chosen, Flybe, not to make a
charge on ticket prices to cover persons with reduced
mobility, why is that?
MrFrench:The same reason as for infants, we donot
charge for infants either.

Q310 Chairman: Do you consider that the 50 pence
wheelchair levy charge by another low-cost carrier is
reasonable?
MrFrench:Wehave not done that.
MrNicol: It is no longer 50pence, is it? The last time I
looked it was about ƒ1.80, an insurance and
wheelchair levy euphemistically.Wehave chosennot
to apply something similar.

Q311 Chairman: You must have done that on a
business principle presumably because you think it
would damage your reputation.
Mr Nicol: Sorry to sound like I am going back over
old ground, but we do not believe that you can fool
the consumer, theymake a decision to buy on the last
price regardless of what is included and how it is
badged in themiddle.

Q312 Chairman: Flybe, are you the first low-cost
airline to allow passengers to oVset their carbon
footprint?
MrFrench:The second.

Q313Chairman:Why did you introduce that?
Mr French: We have to take responsibility as an
airline for the fact that we do cause emissions. We
have to minimise that responsibility, which we do
through our capital investment in new aeroplanes. A
lot of customers are very consciousof that aswell and

we feel it is best togive the customers the choice if they
want to make that conscious decision to oVset their
journey.

Q314 Chairman: Quite interesting. Mr Nicol, have
youcontemplated that?Are yougoing todo that too?
Mr Nicol: Very much so. I mirror Mr French’s
comments on our environmental responsibilities and
we will be rolling out a carbon oVsetting programme
very, very shortly. There are a lot of snake oil
salesmen in the business at the moment, it is just a
question of working out what is the right way to go.
We do not want to be back in front of you in a couple
of years’ time explainingwhere all themoneywent.

Q315 Chairman: Snake oil salesmen, lordy! Is it true
there isnosingle formula forbaggagehandlingacross
theUKor across the EuropeanAirline industry?
MrNicol:That is correct.

Q316 Chairman: So who would develop that if you
needed one?Has anybody talked about it?
Mr Nicol: It has been discussed for some time. Just
recently in the wake of the August security
disruptions the discussion has been hand baggage
and they wanted to do it in terms of hold luggage,
what you can take, theweights, et cetera. Thatwould
have to be considered by the European Union, I am
afraid, working with the individual Member States,
possibly with the individual CAAs.

Q317Chairman:Doyou both think your procedures
are robust enough when you are dealing with lost
luggage, mishandled luggage?
Mr French: I believe so. Our rate is three bags per
thousand and I think that is quite good for the
industry average. Again, we have the advantage of
not going through the London airport system where
the bags tend to get lost.
Mr Nicol: Three bags per thousand sounds about
right although, excuse me, it is not a number I have
got.

Q318 Chairman:You are going to confirm it to us in
writing?
MrNicol: I can happily confirm that for you. Things
occasionally do go wrong when people fly and lost
baggage—

Q319 Chairman:Why is that? Not enough baggage
handlers or untrained baggage handlers?What is the
reason?Have you any experience?
MrNicol:Baggage systems are an issue, especially at
older airportswhere if you think about it the baggage
system is often in the basement and they were built
possibly20or soyearsago.Thesearenot theheightof
modern technology. Things go wrong, the baggage
system fails, yourmanual handling—

Q320 Chairman: Some of the systems are fairly
expensive and recent, are they not? What you are
saying is it is technology, but is it also staYng?
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MrNicol:No. I think the people who handle bags in
the airline business are really, really great, honest
professionals who do their jobs to the best of their
abilities like the rest of us.

Q321 Chairman: Mr French is going to give us his
view.
Mr French: It is a very complex logistical exercise,
moving hundreds of thousands of bags through an
airport. Individual people handle the bags as well,
label the bags, there must be some human element in
thereaswell. Iwouldsay theremustbesomeaswell as
technical failure on occasion.

Q322 Chairman: Can I ask you about EU Denied
Boarding regulation.Does it work?
Mr French: Our passenger charter came out long
before. I think the biggest flaw—

Q323Chairman:No,MrFrench, do not tellmewhat
you had done before that. Is this Directive working?
MrFrench: I do not think it is for the simple reason it
has no reflection or consideration of the fare paid.

Q324Chairman:What diVerence would thatmake?
Mr French: If a passenger is paying £25 for a ticket,
say, and the compensation is £700 I think that is an
unfair balance.

Q325 Chairman: Would you agree with that, Mr
Nicol?
Mr Nicol: Yes, absolutely. We have always been in
favour of what the regulation is trying to achieve,
which is to incentivise theairlines in this case, tomake
everythingwork for the benefit of the passenger. Our
average fare,asI saidupfront,hasvariedbetween£42
and £46 in the last few years and when we cancel a
flight for our own reasons we pay ƒ250, which is a
very, very substantial increment.

Q326Chairman:Didyouget anyproblems as a result
of the misleading information that was published by
the EuropeanCommission?
Mr Nicol: Yes. I am trying to imagine where we did
not have problems relating to it. The information
which came out from the European Union was
incorrect and that was then picked up by the press

Witnesses: Mr GeoV Want, Director of Ground Operations, British Airways, and Mr Barry Humphreys,
Director of External AVairs and Route Development, Virgin Atlantic, gave evidence.

Q329 Chairman: Good afternoon, gentlemen. I am
sorry we are a little bit late starting but you are most
warmly welcome. I know that you know our ground
rules. Perhaps we could ask do either of you have
anything you want to say? I would ask you to give us
your name.

Mr Want: I am GeoV Want. I am British Airways’
Director of Ground Operations responsible for
airport operations worldwide, including the move
into Terminal 5. Previously I was the Director of
Safety and Security.

who on 17 February 2005, when the rules came in,
printed the EU’s guidelines and people were coming
up tous at airports saying, “These are the guidelines”
and we were saying, “We are very sorry but they are
not”. It caused a great deal of diYculty and the
European Union had to redraft them and I do not
thinkwe got an apology, we are still waiting.

Q327Chairman: I think it would be helpful if both of
you could give us a little note on the numbers of
compensation cases you have paid. Shall we give you
a two year period again, certainly since the
introduction of the Directive. Can you tell us how
much compensation you have provided, how many
times and the number of applications for
compensation that have been made directly to you
and how many you have rejected. Do you think you
are fulfilling the spirit of that regulation?
Mr Nicol: Yes, absolutely. It is not just the
compensation, it is also when a flight is cancelled for
whateverreason,sofog, securitydisruptions,wehave
to refund people’s money as we would have done
already, paid for taxis, paid for hotels.

Q328 Chairman: So you do not use this
“extraordinary circumstances” defence?
MrNicol:Thereare twothings thatweneedtobevery
slightly mindful of. One is relating to compensation,
ie theƒ250 forpeopleflyingwithinEurope, that if the
airline messes up we have to pay over and above
everything else. Then there are flights cancelled for
whatever reason—Frankfurt air space closesbecause
George W Bush chooses to fly in there, the Pope’s
funeral closes airports in Milan, for example—and
for every flight which is cancelled there are people at
airports, it is late at night and we have got a financial
obligation toput themup inhotels,pay fortaxis toget
them home and give them meals regardless of the
reasonwhy theflightwas cancelled.Thereare the two
issues. Special circumstances only apply on
compensation.
Chairman:Wewill be interested to see your figures. I
am very grateful to you both, thank you very much
indeed. It says something for your confidence in your
airlines that you are prepared to come and give open
evidence to a committee on transport, and we note
that. Thank you.

Mr Humphreys: I am Barry Humphreys. I am
Director of External AVairs and Route
Development at Virgin Atlantic Airways.

Q330 Chairman: Thank you very much. Are full
service carriers good value for money? It is no use
looking at one another or nodding, one of us has to
say something.
Mr Want:We certainly believe we are otherwise we
would not be in business. It is a very competitive
industry and we provide a number of products
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across the range and if we were not competitive we
would not be surviving.
Mr Humphreys: I think I would agree with that. We
regard ourselves as very good value. Seventy-five%
of our passengers rate us as either “good” or
“excellent” and that is not a bad record in a service
industry.

Q331 Chairman: How would you say either of you
have had to change because of the challenge of low-
cost airlines? Any specific way?
Mr Humphreys: Virgin Atlantic only operates long-
haul services so we are not subject to direct
competition from the low-cost carriers you have
already heard from. There are the beginnings of low-
cost competition in the long-haul market, there is a
new airline operating from Hong Kong, for
example, but so far the impact has been minimal.

Q332Chairman:MrHumphreys, youmust be doing
some very urgent work on this Nirvana that is going
to strike when people can have every cheap flight
across the Atlantic under the new regime which will
mainly consist of American airlines operating from
Heathrow, are you not?
Mr Humphreys: We are not expecting a major
change in the marketplace.

Q333 Chairman: You are not awaiting Nirvana?
Mr Humphreys: No.
Mr Want: The last 10 years has seen a significant
change for British Airways. As the low-cost carriers
have becomemore powerful andmore influential we
have certainly looked to our costs and our
eYciencies. That is particularly in the short-haul
arena where our fares are now comparable with all
carriers but we have still remained a full service
airline.
Chairman: That is interesting.

Q334 Mrs Ellman: The low-cost carriers say they
were at the forefront of the revolution in Internet
bookings. Do you agree with that and, if so, whywas
it them and not you?
Mr Want: We have been very much focused on
Internet bookings. We particularly became involved
around three or four years ago. We already had a
successful website but we particularly focused that
on Internet bookings and we continue to develop
things such as on-line check-in and obviously on-line
boarding cards which have come in over recent
months and years. It is particularly important as we
move towards Terminal 5 because our whole process
with Terminal 5 is assuming that 80% of customers
will use self-service as they move eYciently through
the terminal.
Mr Humphreys: The long-haul market is quite
diVerent from the short-haul, it is much more
complicated in terms of booking and the take-up of
Internet booking has been slower. It is gaining
momentum but it is still a minority of bookings on
long-haul services.

Q335 Mrs Ellman: Would you say the low-cost
airlines went for it first because it is more suited to
their mode?
Mr Humphreys: I think it works best where the
traYc is point-to-point rather than connecting or
making multiple sectors.

Q336 Chairman: A lot of your transatlantic flights
are point-to-point, are they not?
Mr Humphreys: All of our flights are point-to-point
and most of our passengers are also point-to-point,
we are not a network carrier. We carry some
passengers who are connecting but it is a minority.
Mr Want:We have increased the availability of on-
line check-in around our global network and that
has increased in volume. Whilst on our short-haul
services we are now seeing of the order of 70% of
customers using self-service, on long-haul that has
slowly been increasing and certainly out of Terminal
4 probably 40-50% of our customers are now using
self-service and on-line check-in is increasing all
the time.

Q337Mrs Ellman:Are you conscious of the needs of
customers who do not like an on-line service?
Mr Want: Absolutely, and that is part of the design
for Terminal 5.Where we are looking for 80% to use
self-service there will be 20% of additional customer
service desks, the traditional customer service desks,
which will be able to deal with customers who either
cannot check-in or do not wish to check-in using
self-service.

Q338 Mrs Ellman: Do you have any plans to
change that?
Mr Want: Any plans to change that?

Q339 Chairman: That is for the new terminal.
Mr Want: That is for the new terminal. At the
moment what we are doing is changing our
procedures at Heathrow to match the procedures
that we will look to use in Terminal 5 and that is
allowing us to improve the customer experience
through the terminals, especially following the
problems of last summer.

Q340 Chairman: It is a bit of a pain really to do all
the checking in and the booking of seats on-line and
then spend God knows how long queuing up to go
for fast drop, is it not, Mr Want? Fast drop
occasionally turns into very slow drop.
Mr Want: Undoubtedly we have had a number of
issues, particularly in Terminal 4, as we have gone
through the fast drop.What we are looking for as we
move into Terminal 5 is there will be 96 desks solely
dedicated to fast bag drop and you will get a genuine
fast bag drop and the intention is there will be no
queues, never more than one person in front of you.
A number of people look at us but it is resourcing.
The terminal itself gives us the layout, a modern
layout, that allows you to flow through. At the
moment at the terminals we use at Heathrow,
particularly Terminal 1 andTerminal 4, the flows are
not designed to flow naturally and you have to
continue to cross-flow and come back through. We
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are doing things and a lot of the issues are around the
way our staV look after our customers. The fast bag
drop has to be about handling the bags. We are now
looking to make sure that there are desks available
to deal with the other issues, such as change of seat
and other things that people want to do. If you allow
the bag drops to continue to do those parts of the
service then you will have delays and that is what we
are trying to refine.

Q341 Mrs Ellman: Do your airlines have full and
open disclosure of prices, terms and conditions for
customers booking at all stages?
Mr Humphreys: Certainly we do. Do you mean
primarily on the Internet or more generally?

Q342 Mrs Ellman: Both.
Mr Humphreys: I think we do. Just to give you one
example: on the Internet booking—I have got some
printouts that I can let you have if you want—the
first page clearly gives you what we believe the
passenger is primarily interested in, which is the final
price they will pay depending on departure date,
return date and the price. The second page then gives
you more detail and then there is a drop-down box
that gives you all the taxes and the underlying fare
and total and even the number of frequent flier
points. For me it is absolutely clear, there cannot be
any mistake.

Q343 Mrs Ellman: Would that be there before the
booking is made?
MrHumphreys:Yes, this is as you are going through
the booking process before you confirm the
booking.
MrWant:From2005 BA took the decision to ensure
that all prices shown on its website and other ticket
oVerings was the fully inclusive price. Whether it be
a return trip or a single fare trip that is the price you
will see throughout thewhole of the process and only
right at the end do we then break that price down so
you can see what is tax and what is the basic fare.
The fare you are shown upfront is the fully
inclusive fare.

Q344 Chairman: Mr Humphreys, you say real or
imagined problems with “certain airlines” are
prompting unnecessary industry-wide regulation.
Who is this “certain airline”? Do we have a name?
Mr Humphreys: I think it is widely recognised that
Ryanair has come in for a great deal of criticism in
terms of customer service. From our perspective it
can be quite annoying that we get caught in the same
reaction that follows from their actions. Certainly
from our perspective we believe that if there is a
problem with one or more airlines any corrective
action should be aimed specifically at them rather
than at us.

Q345 Chairman: It is diYcult to regulate, to create
either laws of regulation only for bad persons, is it
not, Mr Humphreys?
MrHumphreys: It may be diYcult but the other side
of the coin is regulation is not free, it costs money,
and at the end of the day the passenger will pay for

that regulation and it seems unfair that our
passengers end up paying for problems created by
another organisation.

Q346 Chairman: You should think of having a
simple racist thing that says, “No Irish airlines”! Mr
Want, can you tell us is the regulatory burden
particularly from the EU having a dramatic impact
on your business?
MrWant: I think it is. There are specific areas of the
operation where we believe we do suVer. A good
example is the security regime where there is a very
diVerent application of the way charges are
promulgated. The EU has a general lack of
transparency on a lot of these charges. The UK
requires security charges to be passed on to our
customers, to the airlines, whereas a lot of issues
within the EU are covered by the state or state
security forces. The other issue is the regulation
around security generally where we fail to have a
lack of common standards. You were talking with
the previous witnesses about baggage standards.
The only thing since last August that is standard is
fluids and the restrictions on fluids. The EU had
decided to try to standardise the single size of
maximum hand baggage and that was due to be
implemented over the last month or so but that has
been delayed again for another year, whilst the UK
is very much applying that. It is causing confusion
amongst our passengers and our customers as you
hit the UK and it is giving us an extra problem to
deal with.

Q347 Clive EVord: You said it is causing confusion
amongst your passengers, what is the source of that
confusion?
Mr Want: The UK is the only country, let alone in
the EU, that is restricting hand baggage to a single
piece and a single piece that is defined as an IATA
size of bag.Most other European countries have not
standardised the size of the bag, although they
intend to, and certainly no others have any intention
of restricting it to one piece, so you can check in in
Paris, you could pass throughwith your bag and buy
Duty Free, you arrive in the UK and unless you can
put all of your things into a single bag those items
will be confiscated. It is causing significant confusion
for people transferring over UK airports.

Q348 Clive EVord: So what should be done about it?
MrWant:We should have a common standard. The
EU is probably the only body that can set such a
standard and we need a level playing field.Whatever
is the appropriate level of security should be agreed
and then we should apply it consistently across all
countries.
Mr Humphreys: I totally agree with that. It is a
major problem and a source of complaint from our
passengers.

Q349 Clive EVord: Do you believe that airport
operators and the Government are doing enough to
help ease problems at security?
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Mr Humphreys: In terms of the airports we have
been very critical of the reaction of BAA in
particular to the recent security problems. In our
opinion they did not react with suYcient flexibility
and the result was, and still is to some extent, very
long queues. That is a disappointment. We know
they are trying to get their act together but it is very
slow and unfortunately our passengers associate us
with those problems even though we are not
responsible in any way.

Q350 Clive EVord: Do you want to comment, Mr
Want?
Mr Want: Yes. I believe there are two specific
aspects to the question you have asked. The first one
is the airport authority themselves, and I agree with
MrHumphreys that the airport authority was not in
a position and did not have the resources to deal with
the raising of the security threat which came into
force in August. We do find that concerning bearing
in mind there had been problems since last February
following an EU inspection and requirement. There
were already problems at the central search arena.
Moving into the specifics of last August, the eVect of
that has put 25% additional bags into baggage
systems which were already full. There is a whole
issue about how the hand baggage system is
managed. The second point is looking at the
Department for Transport itself. Over the years the
Department for Transport, TRANSEC, has had the
responsibility to assess threat and require and direct
airports or airlines to take certain actions.
Understandably, because some of this may be at a
national level, we are not alwaysmade fully aware of
the reasons behind the change of threat. However,
when specific actions are taken we would argue that
the full consequences of those actions are not always
thought through, in particular when you change a
security requirement how you move back as the
security regime changes. A good example previously
was metal cutlery which was put in place after 9/11.
You had to think of very sensible ways how you
could demonstrate that the original threat had been
mitigated. We believe the same is true of the
situation we now have with hand baggage.
Mr Humphreys:May I just add something. I do not
disagree at all with that comment but I think there
has been an improvement on the part of the
Government. After 9/11, for example, restrictions
were imposed very quickly without any
consultation, for understandable reasons. After the
latest problems there was much more willingness on
the part of the Government to discuss the issues with
the industry and to consult and, as a result, what was
imposed was far more eVective.

Q351Clive EVord:Can I just ask you to comment on
the situation at Heathrow, Mr Want. In your view,
do you believe that BA have a strategy for rescuing
the problems at Heathrow?
Mr Want: Heathrow has the peculiar problem,
based on its previous success, that the airport is
eVectively full. It is full in a number of measures and
has very little ability to react and manage when it is
hit with a major problem, such as we were last year

on a number of occasions. I believe that BAA are
making eVorts, particularly in the central search
arena and the transfer search arena, to get suYcient
resources in place, which are mechanical x-ray
machines and staV. The real relief will not start to
come until you get Terminal 5 and some of the other
airport infrastructure developments. It is struggling.
Is there a plan in place to make Heathrow better this
year than last year? Not really. Until you get the
extra capacity from Terminal 5 it will always be
operating close to the limit.
Mr Humphreys: I think it is important to remember
that this is not only a Heathrow problem. Gatwick,
which is our second major base, has experienced
major problems and during December and into the
new year, several months after the original security
problem, there were totally unacceptable queues at
security.

Q352 Clive EVord:Do you think part of the problem
is BAA itself should it be broken up?
Mr Humphreys: For a long time we have supported
the breaking up of BAA. We believe that if the
individual airports were under separate ownership
there would be the introduction of an element of
competition that would improve customer service.

Q353 Chairman:You heard whatMrNicol said. Do
you accept that if they were all what he called three
small monopolies they would continue to charge
whatever they like? Do you accept that economic
argument?
Mr Humphreys: I do. We believe that even if they
were broken up they would still require an element
of regulation because they would still have
monopoly power, especially Heathrow and
Gatwick.
Mr Want: British Airways’ position is very clear
with regard to the investment in infrastructure and
runways in the south-east of England. We find it
diYcult to understand how a single entity can
properly fund that at an appropriate level of
priority. The Competition Commission may find a
way of encouraging and avoiding the break-up, but
clearly that has to be one of the options.

Q354 Clive EVord: Everyone seems to be in
agreement on this but just exactly how does it benefit
the passenger?
Mr Humphreys: I think it benefits the passenger
because it benefits the airlines and the airlines
provide the service for the passenger.May I give you
an example from our own experience, and it is not of
competition between airports but competition
between diVerent terminals within an airport. We
operate into Kennedy Airport in New York where
the individual terminals are separately owned and
we have moved terminals two or three times there
and it is really noticeable that the owners of the
individual terminals want to fight for your business,
they want to encourage you to move there, they
provide a better quality of service and are far more
willing to discuss the provision of services.



3736811002 Page Type [E] 23-07-07 18:27:40 Pag Table: COENEW PPSysB Unit: PAG2

Ev 38 Transport Committee: Evidence

25 April 2007 Mr Geoff Want and Mr Barry Humphreys

Q355 Chairman: That is also tied in though with the
ownership of gates, is it not, Mr Humphreys? It is
possible to own individual gates. Ours is a very
diVerent system. If we moved to the system you are
recommending where we could set oV one terminal
against another at a large airfield, do you think that
would improve the quality for the customer?
Mr Humphreys: I do, indeed. It does not necessarily
have to be associated with owning individual gates.
It may do, and it often is, in the United States but it
does not have to be that way. I really do think it
would improve matters. It would require an element
of excess capacity to be provided because if capacity
is totally constrained then the ability to move
between terminals is limited. That is certainly an
issue. I wanted to use that as an example of how
competition can improve customer service,
primarily for the airlines but as a secondary element
for the passenger.

Q356MrMartlew:Firstly, can I come to the issue of
security. One of the things you have both said that
has concerned me is what you are really saying is my
constituent who never goes abroad should actually
pay for the security when there is a crisis for those
who do travel, even though some of them may not
be taxpayers in this country. Is that what I am
getting from you?
Mr Want: No.

Q357MrMartlew:You do not think the passengers
should pay?
Mr Want: What I have said, and what the BA
position is, is that we should have a consistent view
across Europe. I am quite happy that we pass it on
to our customer as long as our competitors in
Europe are behaving in a similar way and there is a
common approach to it. We are quite happy for it to
be transparent and passed through in a proper way
but what we do not want is for there to be unfair
support in other countries.
Mr Humphreys: I agree with that. We are often at a
significant competitive disadvantage. The clearest
example is probably the United States’ airlines
which over the years have received substantial
subsidies to cover security.

Q358 Mr Martlew: Because they are subsidised
regionally. That bringsme to the point that you seem
very keen on the EU taking over the security role for
air transport. Is that a fair point? I would be very
worried about letting the EU take over security.
Mr Want: I am not looking for the EU to take over
but what I am looking for is that there are common
standards across the EU and the UK Government,
who work very closely with a number of the other
organisations in Europe, should seek to ensure that
there is a common approach. The British technology
and the experience of people such as TRANSEC is
exemplary and we need to push that through to
ensure there are consistent standards.

Mr Humphreys: I agree with that.

Q359 Mr Martlew: There has been an implied
criticism from all of our witnesses about the security
arrangements, but there is a real threat. I live in
Carlisle, 20 miles away from Lockerbie, and it
happened, and if it happened again it would have a
dramatic eVect on your business. Are you not being
a bit too critical of the airport authority?
Mr Humphreys: No, we are not criticising the
security standards at all, it is simply the eYciency of
applying those standards and the consistency of
application.

Q360 Mr Martlew: Are you not wanting it both
ways, you want fast passage but you want it secure
and you want it tomorrow?
Mr Humphreys: But is that not what the passenger
wants? If you can achieve a given level of security
more quickly, why would you not want to do that?
Mr Want: My answer to you is you mentioned
Lockerbie and the action that the UK took after
Lockerbie was to develop whole baggage screening
in a way that did not inconvenience the customer.
Whole baggage screening was built into systems. It
took a number of years but it meant there were no
longer delays for the customer.What happened after
9/11 was because when the US had to react they put
x-ray machines in place which caused delay and
disruption. There is an argument that says that is the
terrorist winning.What we did in theUK,whichwas
to build it in properly in a robust manner, was the
right way to ensure that you have proper security
done in a proper way but in a way that does not
inconvenience the customer. Most customers want
security and they want it done eYciently, they get
upset when they see long queues and it being done
ineYciently.

Q361 MrMartlew:We have a report coming out on
that very soon. What passengers really want on
long-haul is a comfortable trip.We are talking about
the air passengers’ experience and, to be honest,
being in economy—despite what the press says MPs
rarely get upgraded—is like being a battery hen, is it
not? It is awful. That is the problem with long-haul.
Mr Humphreys: I am not sure I would agree with
that. First of all, we provide an alternative. You get
what you pay for basically.We could always provide
a first class product to every passenger but the cost
would be substantial. The seating arrangements at
the back of the aeroplane are very much dictated by
what the passenger is prepared to pay. We do
provide an alternative, we have Premium Economy,
and for a modest additional amount you get a much
more comfortable seat, but at the end of the day it is
a very price competitive business.

Q362Chairman: I would notwant to argue with you,
Mr Humphreys, but if you look at the pricing
structure, we have done some work on this and
British Airways have got First Class, BA Club
World, Virgin Upper Class, United Business and
then there is World Traveller Plus and Premium
Economy and then economy class. We looked at a



3736811002 Page Type [O] 23-07-07 18:27:40 Pag Table: COENEW PPSysB Unit: PAG2

Transport Committee: Evidence Ev 39

25 April 2007 Mr Geoff Want and Mr Barry Humphreys

flight on British Airways, we chose the date at
random between 4 and 7 May, and we went on the
website to compare prices for a return trip from
London to New York, and British Airways were
cheaper than you for a comparable class. Club
World was £2,092 and you were £2,100. United
Airlines were £2,040.Whenwe looked at some of the
others, British Airways’World Travel Plus was £725
and you were £982. Are your pricing policies totally
clear and understandable?
MrHumphreys: I think they are. If you had gone for
diVerent days, diVerent routes, you might have got a
very diVerent picture.

Q363 Chairman: I am just saying this was a random
choice, on a random route, it happened to be a
transatlantic route that a lot of people would use.
Mr Humphreys: Prices change all the time and we
react to market forces. I might say that our products
are so superior that we can charge a few extra
pounds, but I am not sure that is always true.

Q364 Chairman: I am going to ask Mr Want a
slightly diVerent thing about Premium Economy
andWorld Traveller Plus. They are twice the cost of
the normal economy seat.What do I get for twice the
price of the economy ticket?
Mr Want: You get additional space around your
seat and some other benefits at check-in and
additional hand baggage allowance.

Q365 Mr Martlew: Can I come back on that. Are
you convinced that in economy, and the vast
majority of people travel economy, especially if they
pay for it themselves, you are not damaging people’s
health? We now have this video on DVT which tells
you that you should get up and walk about but there
is rarely space to get up and walk about because of
the threat of the congestion in the seats being so close
together. That is especially on long-haul. I can
understand it if you are going two hours into Europe
perhaps. Are you not taking it to extremes?
MrHumphreys: I do not think we are. Certainly our
seats are nowhere near as tightly packed as some
other airlines, especially the charter carriers, for
example, on long-haul. The health element was at
one stage exaggerated and a great deal of research
has gone into it. We take every possible precaution
in terms of the advice given to passengers about
drinking water, moving around and so forth. I have
to come back to the point I made before that this is
a very price sensitive market. If we decided
tomorrow to give every passenger another three or
four inches of leg room we would not have any
passengers on our aeroplanes because we would
have to increase prices to such an extent they would
all fly with British Airways or United.
MrWant:On the health issue, no, we do not believe
that we are putting people at risk. Since the issue of
DVT came to the fore we have done a lot of work
with many of the government agencies, with the
CAA and the aviation medical people to ensure that
we are doing things in an appropriate manner. We
have worked with the airports with that and will
support everything we can on that.

Q366 Mr Martlew: I do accept that you are not the
worst culprits but do you think it would be advisable
if you could limit the space, that there should be a
minimum space between the two?
Mr Humphreys: There is a minimum space.

Q367 Mr Martlew: Is it too close together?
Mr Humphreys: The CAA sets a minimum space.

Q368 Mr Martlew: You think they have got it
wrong, do you, because you are going over that?
Mr Humphreys: No. They set it according to safety
criteria in terms of the evacuating the aeroplane in a
certain time period. We provide what we believe is a
very competitivemarket and our survey figures show
that our passengers are highly pleased with the
product at a competitive price.

Q369 Mr Martlew: So you actually go beyond the
standard that is set?
Mr Humphreys: Yes. From memory, I might be
wrong about this, it is a 29 inch pitch that is the
minimum and ours is significantly more than that.
MrWant:Ours would be the same. It would depend
on the aircraft and the layout of the aircraft. Overall
we are confident that we are delivering what is
required to ensure safe passage.

Q370 Chairman: It does not say that on your
website. When you check-in it does not give you
seat pitch.
Mr Want: It will change between seat rows
depending on where the actual seat is on the aircraft
as well. There are diVerent configs around the
bulkheads and—

Q371 Chairman: I know all of that. I am saying that
since you are so full of information, is it possible for
me to work out the seat pitch when I go on to book
my seat?
Mr Humphreys: I do not know.
Mr Want: I do not know.

Q372 Chairman: You had better go away and tell
me.
Mr Want: I will.
Mr Humphreys: The information is published but I
do not know about the website.
Chairman: When in a hole stop digging, Mr
Humphreys.

Q373MrMartlew:A final question for you: looking
to the future, and you are all talking about it being
very price sensitive and you seem fairly happy that
you are one of the low-cost airlines on the long-haul,
is the travelling experience going to get better or
worse?
Mr Humphreys: In our experience the passenger
experience on board the aeroplane has consistently
got better as years have gone on. The problem the
passenger faces today is more related to what
happens on the ground rather than in the air for all
the reasons we have talked about already. That is the
major problem.
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Mr Want:We believe that Terminal 5 will be a step
change in the passenger experience. It is a modern
terminal which has thought about the customer, it
has thought about giving time back to the customer
to allow you to flow through to take a lot of the
hassle and the stress out of that process. It is setting
new standards and if the airport authority get
permission to build Heathrow East it can continue
across the airport. Heathrow is supposed to be one
of the major airports of Europe and at the moment
the standards are not, the terminals are outdated and
overcrowded. Terminal 5 gives us a chance to start
moving forward in a proper way.

Q374 Mr Martlew: That is fine, Mr Want, but the
vast majority of my constituents would probably
travel from airports other than Heathrow, what is
happening there?
Mr Want: There is ongoing development. Our
primary airport is Gatwick and the Scottish airports
and Manchester and we continue to work with the
authorities to build it, but Heathrow has got so far
behind because it is so congested that we need to get
that airport back up to its international status where
it should be.

Q375 Mr Donaldson: I suppose my questions are
mainly directed to British Airways. Following the
recent decision to withdraw from a number of
regional services in theUnitedKingdom, is there not
a danger that will be interpreted bymany passengers
as you abandoning that market to the low-cost
airlines and full service carriers cannot compete on
regional routes?
Mr Want: Yes, there is a danger. Our commitment
is certainly to continue feeding the regional airports
into our hubs, into Heathrow and Gatwick. We are
continuing to fly more than 75 round trips a day
from the Scottish airports, from Newcastle and
Manchester into Heathrow and Gatwick and we see
that as a fundamental part of our network to ensure
that the regional airports do get full access to our
worldwide network.

Q376 Mr Donaldson: It was a fundamental part of
your network five years ago that you could fly from
Belfast to the hubs in London but you cannot any
more using BA. When will you reach the stage when
Newcastle and Glasgow will go the same way?
Mr Want: The issue about Belfast was a tough
decision we had to take immediately after 9/11 when
we were faced with survival and, unfortunately, we
took that decision. At the moment our commitment
is to continue to provide the feed into the London
hubs and that is part of our ongoing plans. With
London City we have started to increase the services
particularly to Scotland from London City and we
see that as quite appropriate.

Q377 Mr Donaldson: You were flying from Belfast
to theManchester hub until earlier this year and that
was not 9/11, clearly there were other factors there.
Is it not the case that BA,which describes itself as the
national airline, is gradually withdrawing from

regional routes within the UK and in time will
become simply an international airline dealing only
in business that is overseas?
Mr Want:We see ourselves as a global airline. The
regional operation was tough for us. We had known
for some time that our BA Connect operation
needed to reform and as it was Flybe approached us
to see to take it from us and we saw that as a good
opportunity to move forward. The whole of the
regional operation is entirely competitive and we
saw them better placed and it also ensured we were
able to move forward to minimise any job losses.

Q378 Mr Donaldson: So if you got a good oVer for
your Glasgow route you would consider pulling out
of there as well?
MrWant:We see that as a core part of our business,
it is an important feed. Heathrow in particular is an
important transfer market where a significant
number of our customers transfer intoHeathrow for
our many international routes and we see that
continuing. There is significant travel from the
regional airports into Heathrow and we expect that
to continue.

Q379 Chairman: The diYculty is, Mr Want, that
those of us who would never use a cheap airline
because, frankly, some of us are too old to be
bothering with all those bits, are put in an
extraordinarily diYcult situation where what was
laughingly known as our British airline has virtually
abandoned all the regions. If the pressure comes on
the slots at Heathrow, are you really telling me that
in future your airline would not consider selling
those to some transatlantic flight run possibly by a
very large American airline?
MrWant: I think it is highly unlikely that we would
sell any slots at Heathrow.We see Heathrow as very
important to our operation and the frequencies we
oVer tomany parts around the world as a key part of
our position.No, we do not.We also see the regional
airports as a fundamental part of feeding to those
routes to make it successful and allow the frequency
to continue.

Q380 Mr Martlew: Just on that, I can understand
why you would not want to sell a slot at Heathrow
but you may send the plane somewhere else. Is that
true?
Mr Want:We may, but that is not our intention at
the moment. We are keen to hold the operation as it
is. As you know, we are very supportive of the third
runway atHeathrowwhichwould be a short runway
which would allow domestics and short European
flights to continue to operate into Heathrow as the
ongoing pressures continue on the runways at
Heathrow.

Q381 Chairman: Have you discussed with Her
Majesty’s Government, and particularly the
Department for Transport, anything to do with
PSO—public service obligation—subsidies for any
regional air service?
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Mr Want: No, we have not. We do not expect any
subsidies andwe have never been in themarket to get
any. That certainly has not been our position.

Q382 Chairman: Mr Humphreys, do you run any
regional services in that sense?
Mr Humphreys: No, we do not.

Q383 Chairman:We have talked about a lot of new
technology, on-line bookings and various other
things, but do you think that excludes a proportion
of the population who still do not have access to that
kind of technology?
Mr Humphreys: I do not think so. Our approach is
to provide the passenger with a choice. We still have
the traditional check-in if that is what the passenger
wants. We have the kiosks, which are highly
automated, and we also have the on-line check-in.

Q384 Chairman: Have you done a breakdown of
what percentages travel by which method?
Mr Humphreys:We have the figures. I do not have
them at my fingertips but we can certainly provide
those. The market is developing very quickly. The
kiosk and on-line check-ins are growing rapidly.

Q385 Chairman:Mr Want?
MrWant:Absolutely. We can certainly give you the
breakdowns of how we are using the diVerent
channels but it is changing dramatically as we move
towards T5. We have a global performance monitor
from our customer surveys and what is clear is that
the highest satisfaction is from on-line with self-
service and traditional check-in desks are in third
place. It is very much along the line of as an
increasing number of people find they have the
control themselves, a bit like on-line banking, they
like it, and on-line booking, in particular if you are
travelling as a group, gives you the ability to check-
inwithoutworryingwhether you are going to be able
to sit next to each other when you get to the airport.

Q386 Chairman:Would I be able to work out how
much of your charges are airport charges? Do you
make that clear?
Mr Want: Absolutely. On the final price you get we
are looking to break down each of the individual
taxes as applicable and any additional charges. It
may interest the Committee to know that through
IATA, the codewework with, there are 480 diVerent
codes from around the world of charges and taxes
we have to apply. Just looking at a New York flight
today there were 11 separate charges. With an on-
line e-ticket, because you have a larger ticket, if you
like an A4 size ticket, we are able to itemise what
each of those charges are, and it is our intention to
do so, whereas on a written ticket it is very diYcult
to get suYcient numbers.

Q387 Chairman: Tell me a bit about your Air Miles
scheme. Is it popular?

Mr Want: Yes, it is very popular.

Q388 Chairman:Howmanymembers have you got?
Mr Want: I do not have that information with me
but I can get it for you.

Q389 Chairman: I got a very indignant letter this
week from someone who said he had some
enormous number of Air Miles who was a regular
flier who never managed to get anything in
exchange. Is that a common experience?
Mr Want: There are a certain number of tickets
available on many of our flights for people with Air
Miles. I can certainly provide the Committee with
the volume that is available and let you have that
information. I do not have it with me.

Q390 Chairman: What airlines are claiming that a
journeywith them could count for BAAirMiles?Do
you know of any?
Mr Want: That would be most of the One World
carriers and obviously our Alliance and franchise
partners.

Q391 Chairman: Only your franchise partners, no
other airline?
Mr Want: And the One World carriers. Those we
code share on.

Q392 Chairman:You would accept that as a normal
involvement because they are code sharing?
Mr Want: Yes.

Q393 Chairman: I think it would be helpful for us to
know a bit about your baggage allowances. What
thinking lay behind your recent change in baggage
policy?
Mr Want:We were trying to simplify the situation.
I know that may not be how it is perceived but
historically we had a very diverse number of rules
with regard to hold baggage and we tried to simplify
them. The 23 kilo basis of our policy was the
standard for many of our classes, which was already
greater than many of our other competitors. We
tried to simplify it and produce it in a way where
there have been excess bag charges which people
have done. We have tried to simplify it, we have
taken on the criticismwhichwe have received andwe
are reviewing that.

Q394 Chairman: You did back oV quite fast, why
was that?
Mr Want: Because we were listening to our
customers. We do believe that it aVected probably
less than five% of our customers but we wanted to
ensure that we were able to present it properly and
clearly we have not done.

Q395 Chairman: Should there be a single standard
based on the length of the flight for baggage
allowance?
Mr Want: By class of travel absolutely. That is why
we have diVerent standards for economy, Traveller
Plus and First Class.



3736811002 Page Type [E] 23-07-07 18:27:40 Pag Table: COENEW PPSysB Unit: PAG2

Ev 42 Transport Committee: Evidence

25 April 2007 Mr Geoff Want and Mr Barry Humphreys

Q396 Chairman: So baggage allowance is not an
area where competition would benefit passengers?
Mr Want: It is something which we would oVer but
we are committed to the 23 kilo limit. We welcome
getting to a maximum bag size. Some years ago we
worked with the HSE and a number of the trade
unions you have mentioned about standardising on
32 kilos. Part of that was to minimise the number of
muscular and spinal injuries froma health and safety
issue. We believe, working with the HSE, that 23
kilos would be a better standard across the industry.
Our understanding and expectation is that the
Health and Safety Executive will issue a guideline
later this year which will allow us to enforce it and
perhaps work through the airports in the UK
similarly. That way we can get an industry standard.
MrHumphreys: I completely agree on the health and
safety element in that there may well be an argument
for a standardised figure, but beyond that our
position is that the baggage allowance is a
competitive element and we do not see any reason to
have an imposed rule there. In some markets, in
particular places like Nigeria, for example, the
amount of baggage you are allowed to carry is a very
important element in the decision on which airline
you fly with.

Q397 Chairman: Mr Want, it may be indelicate to
point it out but you are the worst airline in Europe
for losing baggage, why is that?
MrWant:As you rightly say, the information which
was published recently made that very clear. We are
very sorry about that and we have apologised to our
customers.

Q398 Chairman:We all glad that you are sorry but
what are you doing about it?
Mr Want:Whilst some of those issues were outside
our control last summer our customers still expect us
to deal with it and we are taking a number of actions
to try to minimise it. I mentioned earlier that the
security regime put an additional 25% of bags into
the baggage systems, many of which were already
close to their capacity. We have three approaches to
what we are doing: we are working with the airport
authority to minimise the number of occasions we
get the baggage system failures that we had so that
we can minimise the number of times it happens; we
are also working to have better contingency plans
ourselves into how to deal with the large numbers of
bags that can get caught up in these events so that we
can move them quicker oV the airport and get them
to the customer; and, lastly—

Q399 Chairman:What is wrong there? Are there not
enough baggage handlers, is that the problem?
Mr Want: No, that is not the issue. When a bag is
travelling without its owner they have to have
additional security and additional regimes to move
them on. What we have been doing with the control
authorities, customs and the DfT is to find
additional ways we canmove themquicker to ensure
they can be moved and that is what we intend to do.
The last thing is we aremaking information better so

that the bag is tracked and it is clearer and easier for
the customer to understand where the bag is so they
know when they are going to get it back to them.

Q400 Chairman: I hope the two things are
connected. It would be mildly oV-putting to know
where it was if you never got it back. It would not be
much compensation really to be told that your
baggage was in Alaska, would it? Can I ask about
cabin crew and the qualifications and training. There
does not seem to be any standardisation between
airlines, so if somebody worked for BA as a steward
for a long time they would have to retrain if they
wanted to work for you, Mr Humphreys, is that
right?
MrHumphreys: They would. I can only repeat what
was said by the gentlemen in the previous session.
Each airline has its own standards and crew have to
train to those standards, primarily for safety
standards but also for quality of service purposes.

Q401 Chairman: It is a bit worrying that you all
think that everybody else’s safety standards are not
up to yours. Perhaps we could have that on the
website as well, “We think the following airlines
have got lousy safety standards”.
Mr Humphreys: That is not the issue. We are not
saying that their standards are unsafe, simply that
they are diVerent and therefore when crews have to
work together they need to know what to do in
certain circumstances.

Q402 Chairman: I will take your word for it. Do
both of you accept that cabin crew are covered by the
working time regulations and the health and safety
laws and annual leave in this country, in British law?
Do both of you accept those and do you apply them
to your staV?
Mr Humphreys: Yes, we do.
Mr Want: Yes, we do.

Q403 Chairman: We are absolutely certain about
that, are we?
Mr Want: Yes. I am advised we are compliant with
the legislation, and I have the reference to the
instrument if that would help. I am told the UK
implemented the Directive via Statutory Instrument
736/2004, the Civil Aviation Working Time
Regulation. I am told that we are compliant with it.

Q404 Chairman:Well done. I want to finally ask you
a bit about compensation. Mr Humphreys, Virgin
say that the way the new rules were developed and
introduced left a great deal to be desired. What does
that mean? Is the EU Denied Boarding regulation
working?
MrHumphreys: It is working but not as eYciently as
it could be working.

Q405 Chairman: So what is wrong with it?
MrHumphreys:Wewere very disappointed with the
way the new rules were introduced. As was described
earlier, it is a very poorly written regulation open to
diVerent interpretations. It was quite clear that even
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the European Commission itself did not fully
understand the regulation because they produced a
document trying to explain it, which was wrong.

Q406 Chairman: That is not as unusual as you
might imagine!
Mr Humphreys: The way that was done was
disappointing. It created a great deal of extra work
and expense for us. I think it built up false
expectations in certain areas on the part of the
passenger. However, having said that, we always
had a Denied Boarding scheme and it was always
significantly better than any minimum standards
and that is still the case today. We do not have any
significant complaints about it.

Q407 Chairman:Can you tell us how often you have
provided compensation?
MrHumphreys: I can. The problem is defining what
you mean by “compensation” because we give—

Q408Chairman:Under the regulation as it is framed
now, let us be precise, how often have you provided
compensation?
Mr Humphreys: Our objective is not necessarily to
fall back on the regulation but to exceed it so we give
passengers a choice.

Q409 Chairman: You made that point. How often
have you provided compensation?
Mr Humphreys: In 2006 we carried well over five
million passengers andwe overbooked 1,125. On top
of that therewere some other passengerswhowere—

Q410 Chairman: So you are telling us you provided
compensation for all of those 1,100?
Mr Humphreys: We always provide compensation,
yes.
MrWant: I do not have the figures withme but I will
get them for you. Only to say that we already had a
Denied Boarding compensation package, we are
compliant with the Directive and we will give that
information to you. The other thing we do, and I am
happy to provide the information to you, is when it
is weather, such as the fog of last Christmas, we
provided many hotel rooms for our customers, quite
rightly, and that is what we have always done.

Q411Chairman: I think we would like figures for the
numbers of applications for compensation, how
many you accepted and how many you rejected.
Would both of you give us those, please?
Mr Want: Absolutely.

Q412 Chairman: You realise that it will be
published. Do you think that you are actually
playing fair by the spirit of the regulation?
Mr Want:We believe we do.

Q413 Chairman: Do you use this “extraordinary
circumstances” defence to avoid paying up?
Mr Want: We use the circumstance on occasions
when it is there. We are compliant with the
regulation. We believe, as Mr Humphreys said, the
regulation is badly drafted and causes confusion. It

did set expectations and bearing inmindwe do drive,
as I knowVirgin do, a safe operationwewould never
put our crews under any pressure not to operate that
way. That, as a consequence, will come through
from time to time.

Q414 Chairman:Do you have suYcient turnaround
time on all your flights?
Mr Want: We certainly do. On short-haul our
standards tend to be 40, 45 or 50minutes. You asked
the witnesses about other provisions. Within our
schedule we monitor all of our routes to understand
their punctuality and we will adjust the block time
accordingly and, in addition, we will build
additional buVers into our schedule to protect the
turnaround time so that we have a robust
turnaround.

Q415 Chairman: That is both short flights and long
flights?
MrWant: It is particularly short-haul flights. Long-
haul is diVerent. Because of the nature of long-haul
our aircraft tend to be on the ground longer.

Q416 Chairman: You roster diVerently.
MrWant:Yes, and we do more maintenance. When
the aircraft comes back to Heathrow it has more
maintenance.
MrHumphreys: I think in terms of long-haul aircraft
the turnaround times are in terms of hours rather
than minutes.
Mr Want: Absolutely.

Q417 Chairman: That is very helpful. Gentlemen,
did either of your airlines protest to the European
institutions when they were faced with diYculties in
the regulation?
Mr Humphreys: Yes, we did. We expressed our
disappointment strongly.

Q418 Chairman: Were you also disappointed, Mr
Want?
MrWant:We were indeed, and we particularly used
the Association of European Airlines to voice our
views and opinions. We tend to work through that
agency into Brussels.

Q419 Chairman: Can you see a situation where for
reasons that airlines would define as being of
commercial interest you would move wholly to a
system of check-in and baggage control that would
not provide any alternative for travellers other than
the web?
Mr Want: That is not our intention at this time,
certainly not.
Mr Humphreys: I cannot envisage it but you can
never say never. At the moment we have no plans to
do that at all. It is not just the web, there are kiosks
also, the two elements.
Mr Want: Certainly because of our worldwide
operation what we can do in the UK and what we
can do overseas is often very diVerent and we need
to ensure there is a common standard that wherever
people buy tickets with us they can pass through the
airport properly.



3736811002 Page Type [E] 23-07-07 18:27:40 Pag Table: COENEW PPSysB Unit: PAG2

Ev 44 Transport Committee: Evidence

25 April 2007 Mr Geoff Want and Mr Barry Humphreys

Chairman:Gentlemen, you have been very helpful. I
will expect from you a certain amount of homework
and I am very grateful to you for coming. Thank
you.
Witness: Mr Lawrence Hunt, Chief Executive,
SilverJet.

Q420 Chairman: Thank you for coming back, Mr
Hunt. You are most warmly welcome. Would you
like to give us your name and oYcial position.
Mr Hunt: Lawrence Hunt, Chief Executive of
SilverJet plc.

Q421 Chairman: Thank you very much. Did you
have something you wanted to say or may I go
directly to questions?
MrHunt: I think the customer experience, as we call
it, or the passenger journey over the last five to 10
years has become considerably worse in the aviation
industry and the industry has lost sight of the
customer, which was partly why we set up SilverJet
because it is an opportunity to do something better.
Despite what BAA will tell you, customers do not
want to go shopping at airports, they want to drive
up to an aircraft, walk up the steps and get to where
they want to get to as quickly as possible. The main
theme that I would like to talk to you about is that
experience at the airport.

Q422 Chairman: What do you do as a dedicated
business carrier that the others do not?
MrHunt:We have invested a substantial amount of
money in partnership with Luton Airport and
Newark Airport in New York in creating our own
terminal facilities, which includes all of our own
check-in, our own concierge services and our own
dedicated security lines so we can give customers
what they want.

Q423 Chairman: Do you think the regulatory
burden on airlines, particularly from the EU, is too
high?
MrHunt:Frommyperspective, having just set up an
airline, the EU burden is actually very light. The
burden of the UK Government on an airline is
extremely heavy.

Q424 Chairman: Define “extremely heavy”.
Mr Hunt: I would say a considerable amount of our
resource in setting up the company was dedicated to
negotiating with our regulator and the Department
for Transport, who have been very supportive, so I
am not criticising them in any way and, in fact, our
relationship with the Civil Aviation Authority—

Q425 Chairman: What was the very heavy
regulation that caused you this diYculty?
Mr Hunt: The legislation that is in place. It is
probably the most consumer protected industry,
apart from financial services. I understand the need
for consumer protection but I think in the 21st
century it makes it very diYcult to establish
competitive airlines against established incumbents

who are probably more lightly regulated than we are
because they have been around for a long time and
are somewhat protected.

Q426 Chairman: I am not going to let you get away
with that. I need a definition. No existing airline is
going to be regulated diVerently from you, are they?
Are you talking about financial requirements, safety
requirements? What would be the gap between you
as a new airline and an existing airline, apart from
the obvious one that you do not have a lot ofmoney?
Mr Hunt: Are you saying I have got a lot of money?

Q427 Chairman: No, no, I am not saying you have.
You just said that the gap is bigger between you and
an established airline, in what way? We are talking
about regulation, not anything else, government
regulation. What is the gap in government
regulation that makes it more diYcult for you than
it does for an established airline?
Mr Hunt: When we set the airline up we spent
probably the best part of four months and almost a
completely dedicated person, plus a lot of support
from various members of the SilverJet team,
convincing the Civil Aviation Authority that we had
the right level of capital adequacy, the right level of
consumer protection, and, having floated the
company in May last year and gone through a very
rigorous process that I am sure you are familiar with
when you float a company, to go through it all again
was frankly very distracting. It is not theCAA’s fault
because they are required to adhere to the legislation
that is there but I think that a lot of the legislation
that is there does not need to be there. There has
been this huge debate raging in the industry over the
last five to 10 years about consumer protection and
whether the current licensing and so on is relevant
for the 21st century and I do not believe it is.

Q428 Mr Martlew: What experience tells us is that
when airlines go bust they create problems for all
over the world. Does it not say something to make
sure that—
Mr Hunt: Corner shops go bust, technology
organisations go bust. I spent 20 years of my career
working in technology and more technology
companies go bust every week than airlines go bust
in a decade.

Q429 Mr Martlew: It does not create the same
problem, does it, if you have got people whose
holidays have been spoiled and thousands of pounds
lost because your company—not your company, I
am sure it is a good company—goes bust. You must
accept that there have been bad experiences.
Mr Hunt: I am not disagreeing with you, but if I
walk into a car dealership and buy a car, pay a
deposit and the car dealer goes bust, do I ever get
that deposit back?No. I amnot disagreeingwith you
that there should be consumer protection.

Q430 Chairman: You are not, however, going to be
deposited on the other side of the world because
your car dealer has gone bust, are you, not unless
you have driven there?
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MrHunt:That is possibly true but you will have lost
potentially substantially more money with easyJet
and so on flying us around Europe for the price of a
pair of jeans now. Our industry is more regulated on
consumer protection than almost any other
industry, apart fromfinancial services, I do not think
you can deny that. The question about whether that
regulation is too heavy or not needs to be addressed
and from my point of view, in trying to establish an
airline that meets consumer demand, is very much
helping to reduce fares and enable people to travel
more frequently and in some degree of comfort and
through airports in a manner that they would expect
for the price of the ticket they pay for, a huge amount
of our resource goes into dealing with our regulator
and dealing with the legislation. The legislation is
not particularly clear, which was why we went to the
High Court and the Association of British Travel
Agents challenged the CAA and the DfT and so on.
I do not think anybody could sit here today and say
there is a clear interpretation of the current
legislation.

Q431 Mrs Ellman: Would you say your pricing
structure is simple, easy to understand and clear?
Mr Hunt: Yes. If you book early you pay £799 and
if you book late you pay up to £1,500.

Q432 Mrs Ellman: Is that very clear to people
enquiring?
Mr Hunt: Yes.

Q433 Mrs Ellman: Is it clear how you add airport
charges to prices, is that transparent?
MrHunt:Yes. All of the taxes we break down at the
timewhenwe quote the fare. The fare includes all the
taxes but when we quote the fare that the customer
is going to pay we show them exactly what the break
down is, including our carbon oVset charge, all the
air passenger duties, et cetera.

Q434 Mrs Ellman: Is that where you quote prices
anyway, on the Internet?
Mr Hunt: Yes. Seventy% of our business comes
through the Internet and about 30% comes through
travel agent. We invest a lot of time in training those
travel agents on our pricing structures, what is
included and what is not.

Q435Mrs Ellman:Will the proposed new European
Directive on airport charges have any impact on
you?
Mr Hunt: I do not know because I have not really
studied it in detail. It will be interesting when we get
more concrete proposals on that. It would be
helpful, I think, for UK airlines to make sure
everyone is on the same playing field and our
passengers are being charged the same level of duty
as other passengers because we have to compete on
a pan-European basis.

Q436 Mrs Ellman: How is it that you can oVer a
Business Class flight across the Atlantic for around
£800 less than Virgin or BA?

Mr Hunt: Our fares are about £2,000 cheaper than
Virgin. Their average fare for the route that we
operate, which is London-NewYork, is over £3,000,
despite what they might tell you.

Q437 Mrs Ellman: We looked at some prices on a
specific day and at a particular time and that was
how we came to that conclusion.
MrHunt:As I explained to the last Committee I was
at, we analyse over 1,000 fares for each airline on a
12 month rolling basis and for the average Business
Class fare on an equivalent basis, ie flexible ticket,
and quite often booked within the next month,
sometimes you pay over £4,500 to the existing
carrier. We do it for £1,000 because we do not have
economy passengers to subsidise. Most airlines lose
money in the economy sections of their plane so they
have to take 50 or 60 Premium passengers who are
then subsidising 300 economy passengers.

Q438 Mrs Ellman: You say that is the sole reason?
Mr Hunt: Yes. We have much lower overhead costs
and we are much more eYcient but the basic
economic principle of what we do is our business
customers and our leisure customers are not
subsidising economy passengers.

Q439 Mrs Ellman: What do you think should be
done to ease airport security
MrHunt: I think we should have as much security as
is possible to prevent any disasters happening, so we
are very supportive. It needs to be better resourced
and better organised.

Q440 Chairman: By whom?
Mr Hunt: I think the airports should be responsible
for it, or the airlines, and conform to guidelines.
They need to resource it properly, as we have done.
We have invested huge amounts in our own security
at Luton.We are able to board 100 passengers in less
than 30 minutes. At Newark the experience is even
better, it takes us 20minutes on average from getting
the customers oV the plane to getting them out of the
airport, it takes us over an hour at Luton because of
the under-resourcing. We are quite happy to invest
in it but we are not allowed to.

Q441 Mrs Ellman: What should be done more
specifically?
Mr Hunt:We need more immigration oYcers, more
security oYcers, more training, better technology. If
you travel around the world as I do and you look at
airports every day there are very well organised
airports and very badly organised airports and we
seem to have a higher proportion of badly organised
airports in this country than any other country I
visit.

Q442 Mrs Ellman: Who should be paying for this,
the airports or the airlines?
MrHunt: I think it is the whole industry. Ultimately
it is going to get reflected in customer charges but
our customers are happy to pay a little bit extra to
not stand in a queue for an hour and a half.
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Q443 Mrs Ellman: Could you give me an example
of a well organised airport?
Mr Hunt: I think Schiphol in Amsterdam, a huge
airport. Frankfurt is another airport of a
comparable scale to Heathrow, and occasionally
you get queues there but mostly they are much
more organised and much more eYcient.

Q444 Mrs Ellman: You said that you were not
allowed to invest in this, why is that?
Mr Hunt: We have asked for more immigration
oYcers to be put into Luton and oVered to help
fund that and I cannot get a response from the
DfT.

Q445 Chairman: They have not said no?
Mr Hunt: They have not said anything.

Q446 Mrs Ellman: When did you ask this?
Mr Hunt: We have been asking for months, ever
since we started the airline, and Luton Airport has
been campaigning for it as well and they just say,
“We can’t do it at the moment. It is going to take
us six months, a year, whatever”. If I wanted to go
out and hire and train an immigration oYcer I
could do it in a very short space of time.

Q447 Chairman: It is not quite that simple, is it,
immigration oYcers do not perform very simple
tasks.
Mr Hunt: No, I agree with you.

Q448 Chairman: If you really could train them in
that timeframe, Mr Hunt, you could have an entire
subsidiary business doing nothing except training
the civil servants in the IND, I suspect.
Mr Hunt: With respect, it does take a long time to
train an immigration oYcer and it is a very skilled
job, I am not taking that away, but if we decide to
do something, we put a plan in place and get on
and do it. Luton Airport has been campaigning for
some years for increased immigration resources.
When my flight comes in there are three other
flights that come in at the same time and roughly
600 or 700 passengers in the morning going
through at the same time and they have got four
immigration oYcers on there. They cannot engage
with me and tell me what they are prepared to do
about it and what I need to do to help them to do
something about it.

Q449 Mrs Ellman: Have you had any discussions
with the Department?
Mr Hunt: Yes. They listen and say they will take
it away. Predominantly Luton Airport has been
driving it but I have written to the head of the IND
and we are now taking the lead on it.

Q450 Mrs Ellman: You are still pursuing it?
Mr Hunt: I will pursue it until I die. It is the one
aspect of our service that really annoys our
customers. We all read about massive immigration
queues in the United States and Homeland Security
procedures and passenger information but we can
get 100 passengers oV our aircraft and out of the

airport in less than 20 minutes every day, day in
and day out, because we worked with the
authorities there and they were prepared to
redesign some of their processes and put more
resources on and we pay for that. As you will
remember, Chairman, at the last Committee I was
at I told you that we had more support from the
US Government than we do from our British
Government, and that is in all aspects of our
business.
Chairman: That makes you very unique, Mr Hunt.

Q451 Mrs Ellman: Do you think that BAA should
be broken up?
Mr Hunt: I do not think it is a question of being
broken up, it is a question of is the passenger
experience at BAA airports good at the moment
and overwhelmingly I think we would say no. A
monopolistic situation does not help that because
they do not have to try. As you are probably aware,
over 53% of BAA’s revenues now come from
shopping and it is in their interest to delay
customers at airports so they spend more, and I
think that is wrong because that is not what the
customer wants. In fact, as an anecdote, two years
ago I was escorted oV the premises at Terminal 4
for doing market research and asking customers
what they wanted because I did not have a permit,
which I thought was somewhat ironic.

Q452 Mrs Ellman: What do you think is most
needed to change that?
Mr Hunt: Resources. The queues are untenable.
The operational eYciency of the UK airports needs
to be looked at and addressed. BAA should be held
to account to deliver certain standards. They have
come out and said they are setting targets for
queues and processing passengers through the
airport and somebody should be calling them to
account on that and if they do not do it they should
be fined or the customers should get their money
back. It is completely unacceptable to imprison
customers.

Q453 Clive EVord:What is your baggage allowance
policy? Is it about the same as Business Class
passengers on full service carriers?
Mr Hunt: Yes, we are not allowed to do anything
diVerent.

Q454 Clive EVord: So there is a standard?
Mr Hunt: Yes, and we adhere to that.

Q455 Clive EVord: Is baggage allowance really an
area where diVerent airlines should compete for
custom?
Mr Hunt: Yes, I think it is. We have got 100
customers on our flat-bed aircraft which normally
would have 300 passengers in an economy
configuration. There is no reason why our
customers should not be allowed to take on two or
three items, we have got plenty of stowage for
them. The security organisation that we use to run
our security would be very happy with that. At the
moment I appreciate it is very diYcult for the
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Department for Transport, they have to have
standards, and I understand they have those
standards for security reasons, but if I am running
my own security process and I am investing in that,
I am not causing disruption to any other passengers
getting on a flight. The reason they have a one bag
restriction is because of the ridiculous queues we
have at the moment at all the other major airports.

Q456 Clive EVord: Do you restrict the size or
weight of the bag?
Mr Hunt: Yes, we are required to do that by law.

Q457 Clive EVord: You are required to restrict the
weight of the bag by law?
Mr Hunt: Yes, there are guidelines that we have to
adhere to and we get audited and inspected.

Q458 Clive EVord: What is your record on lost or
mishandled baggage? Do you publish annual
figures?
Mr Hunt: We only launched on 25 January. We
lost one bag, and it defies me how we managed to
do that when we run our own baggage system, but
it turned out that Continental Airlines had
accidentally lifted it oV somewhere. We found it
and got it to the customer. It is pretty much a 100%
record for delivering customers with their bags into
an airport.

Q459 Clive EVord: What are your procedures for
dealing with lost or mishandled baggage, are they
suYciently robust?
Mr Hunt: As I say, we have had one and we found
it within four hours, sent somebody down to
Continental to retrieve it and got it to the
customer’s hotel the following day.

Q460 Clive EVord: Did you find it at Continental
or did they ring you and say, “We have got one of
your bags”?
Mr Hunt: No, we went after them.

Q461 Clive EVord: Does there need to be better
collaboration between airports and airlines to
prevent baggage mishandling in the first place?
Mr Hunt: I cannot really comment on that because
I do not have any experience of using standard
baggage handling systems at airports, we have our
own bespoke system that we have put in place to
make sure customers’ bags do not get lost.

Q462 Clive EVord: Do you recognise cabin crew
qualifications as required by other airlines?
Mr Hunt: Correct, we do.

Q463 Clive EVord: Do you have any of your own
requirements over and above what might be
required by another airline?
Mr Hunt: Yes, we have far more intensive training.
We have a thing called the SilverJet Academy
where we help to promote development within the
cabin crew organisation and we reward and
recognise their achievements for good customer
service.

Q464 Clive EVord: So if somebody came to you
who had been trained by another airline, what
procedure do they go through?
Mr Hunt: They go through the standard procedure
that all cabin crew go through so that we can get
everyone to the same standard.

Q465 Clive EVord: Is your company position that
your cabin crew are or are not covered by the
working time regulations, health and safety law or
requirements for annual leave?
Mr Hunt: We comply with all of the flight-time
limitations and all the regulations, all the European
regulations and the Civil Aviation—

Q466 Chairman: No, I think you were being asked
something diVerent. The health restrictions and the
working time restrictions, not just flight-time
restrictions. You were being asked about health
and safety restrictions, annual leave and holiday
entitlement.
Mr Hunt:We comply with all employment law. As
you are probably aware, the Safety Regulation
Group at the Civil Aviation Authority quite rightly
has very strict laws about how often, how
frequently and for how many hours our staV are
allowed to work and those are more stringent than
the normal Working Time Directive. Our pilots are
only allowed to fly X hours per month and our
cabin crew are allowed to fly X hours per month
and do so many trips and we comply with that.

Q467 Mr Martlew: You have been a contrast to our
other witnesses today.
Mr Hunt: Unfortunately, I missed that.

Q468 Mr Martlew: Who seem to think the
problems are outside the airports and they have
nothing to do with them. You are saying you have
looked at the flying experience as run by the
traditional airlines and it is rubbish and you have
decided that is where the market is.
Mr Hunt: Yes.

Q469 Mr Martlew: In time we will see whether it
works or not. You have said you have only been
operating since January and I can understand why
the Government may not want to take on more
immigration people even if you pay because you
may not be there next year.
Mr Hunt: With respect, Luton Airport has been
asking for that, it is not just us.

Q470 Mr Martlew: Where are you picking your
customers from? Are they people who would
normally travel economy but would like extra
comfort and have had a bad travelling experience
or business people who are just trying to save
money?
Mr Hunt: It is a whole mixture. It is business people
who have had bad experiences, it is economy
passengers who want a bit more luxury, it is
Premium Economy, which is the new cabin
passengers, who are paying £1,200, £1,300, £1,400
and they are getting a world class Business Class
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service from us. It is leisure passengers, business
travellers, corporate, small and medium-sized
businesses. To hone that down a bit, predominantly
our passengers are small and medium-sized
companies who cannot aVord a £4,500 ticket but
need a Business Class experience because they have
intense work schedules and they have to sleep on
the aircraft. We have picked up a huge number of
leisure travellers who are trading up and want to
treat themselves to a nice experience.

Q471 Mr Martlew: The standards that you oVer,
are they the same as, say, Virgin Atlantic?
Mr Hunt: Yes.

Q472 Mr Martlew: Would they say that?
Mr Hunt: No.

Q473 Mr Martlew: Just for the record, there is
someone shaking their head behind you.
Mr Hunt: I am sure that is true. They have spent
substantially more than we have.

Q474 Mr Martlew: Obviously you are operating
from Luton Airport and you go into Newark but
can you see yourself expanding or the formula you
are using being copied by others because of the
standards at the moment?
Mr Hunt: There were a lot of sceptical people about
whether the all-Business Class model was going to
work or is going. We have two US competitors who
launched about 15 months ahead of us, both doing
extremely well. We have just doubled the capital in
our business by raising more money from our
shareholders because they believe it is doing
extremely well. We are the first airline in history to
reach 60% load factor in our second month of
operation and the product will speak for itself.

Q475 Chairman: Can we ask you about
compensation. Have you had any experience of the
EU Denied Boarding regulation?
Mr Hunt: No, because we go way beyond that. We
had a situation six weeks ago where a part was late
arriving for the aircraft and we decided to cancel
the flight and paid for all our customers to travel
on an alternative airline, gave them a full refund
for their ticket and two free tickets to travel with
us again.

Q476 Chairman: So you are really saying because
your standards are that much higher it is not
needed?
Mr Hunt: If people have paid £1,000 for a ticket
and the flight gets cancelled they deserve to get to
their destination as quickly as possible and get their
money back and for us to be given a chance to
recover our—

Q477 Chairman: That is quite helpful. Any other
bit of advice you would like to oVer? We know
what you think about regulation but is there any
other bit of advice you would like to give the
Committee about how you would eYciently
provide a better passenger experience?

Mr Hunt: I think it would be nice if the
Government actually listened, I said this at the last
Committee meeting, Chairman, and tried to
understand all the research we have done over the
last three years on what customers really want. I
do not think anybody has really engaged in that
process at Government level. The Department for
Transport have been enormously supportive of us,
and the Civil Aviation Authority, but they have got
one hand tied behind their back because of the
regulation that exists. The Government should try
and engage and try and do something about this.

Q478 Chairman: Mr Hunt, I am slight not clear—
I am probably not very bright—which particular
aspect of regulation you are talking about.
Presumably you do not want any lower safety
standards either in the numbers of hours your
pilots can fly or the quality of the service that is
delivered in terms of the regulation, of the
maintenance. What is it that is so specifically
standing in your way? I am not clear about that.
Mr Hunt:We are required by the law, and the Civil
Aviation Authority enforce the legislation, to hold
three months’ cash on our balance sheet to operate
the airline.

Q479 Chairman: That is not unfair when you think
of the number of airlines that have gone bust in the
past, is it really? Three months is not exactly a
lifetime even in airlines, although perhaps on
second thought.
Mr Hunt: No, but the law is not necessarily applied
universally across all companies and across all
airlines. Once you have an established track record
they relax the law. I think it is ridiculous to require
any business to have three months of full operating
costs and full overheads on its balance sheet as cash
that it cannot use to grow its business.

Q480 Chairman: For three months?
Mr Hunt: Yes. Their assumption is that there is
absolutely no revenue, not a single pound of
passenger revenue, coming in during that time.

Q481 Chairman: You are actually carrying how
many passengers each load?
Mr Hunt: One hundred on a good day.

Q482 Chairman: You have told us already you have
got a load factor of 60%, so you carry enough
British citizens for the Department not to want
them dumped somewhere, even at Newark which is
certainly not the most exciting airport in the world.
Mr Hunt: It is a nice airport.

Q483 Chairman: It is a very nice airport, but
perhaps not the most salubrious. Do you think it
is unreasonable that they should require that you
are capable of looking after those people safely and
responsibly?
Mr Hunt: Chairman, I think there are better ways
of doing it. You can insure that risk, which would
save us a huge amount of capital that we could use
to grow our business, which is good for British
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industry and good for job creation. We have two
American competitors we are actively competing
with in the same market and if we do not pick up
market share they will pick it up and jobs will be
lost to America and so on. I just think there are
more eYcient ways of protecting that risk and I do
not think the legislation has changed for centuries
as far as I can tell.

Q484 Chairman: That may be a tiny bit of an
exaggeration.
Mr Hunt: Well, maybe not centuries but decades.
It feels like centuries to me.
Chairman: That is a diVerent thing. You have been
very tactful and kind, thank you very much for
coming, we are very grateful.



3736811003 Page Type [SE] 23-07-07 18:29:58 Pag Table: COENEW PPSysB Unit: PAG3

Ev 50 Transport Committee: Evidence

Wednesday 9 May 2007

Members present

Mrs Gwyneth Dunwoody, in the Chair
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Witnesses:MrRobert Siddall,Chief Executive,Mr IanHutcheson,AOASecurity Committee Chairman and
BAA Director of Security, Airport Operators’ Association, Mr Terry Morgan, Divisional Director for
South East Airports, BAA, andMr GeoV Muirhead, CBE, Group Chief Executive, Manchester Airports
Group, gave evidence.

Chairman: Good afternoon to you, gentlemen.
Those of youwho have appeared before uswill know
the House rules but if I could just remind you: the
microphones in front of you record that you say but
do not project what you say, so if the Chairman says
“more voice” it means “more voice”! It would be
helpful if you would allow us a little housekeeping.
Members having an interest to declare.MrClelland?
Mr Clelland:Member of Amicus.
Mr Martlew: Member of Transport & General
Workers’ and General Municipal Workers’ Unions.
Graham Stringer:Member of Amicus.
Chairman: Gwyneth Dunwoody: Aslef.
Mr Wilshire: Chairman, my constituency includes
parts of Heathrow and, therefore, a significant
number of BAA employees will be my constituents.

Q485 Chairman: Thank you very much for making
that clear. I am going to ask you, first, to identify
yourselves for the record and then if anyone has
anything in particular they want to say before we
start, I would be careful if they would catch the
Chairman’s eye. Let us start with you, please.
Mr Siddall: I am Robert Siddall; I am the Chief
Executive of the Airport Operators’ Association,
the AOA.
Mr Hutcheson: Ian Hutcheson, I am the Chairman
of the AOA Security Committee and the BAA
Security Director.
Mr Morgan: My name is Terry Morgan, I am a
member of the BAA Executive Board and I have
responsibility for the operations of our south east
airports.
Mr Muirhead: GeoV Muirhead, Chief Executive,
Manchester Airports Group.

Q486 Chairman: Did any of you have anything you
wanted to say?
Mr Siddall:Yes, I have a short opening statement, if
I may.

Q487 Chairman: I hope it will be short, Mr Siddall.
Mr Siddall: I believe the other members have too. I
would like to thank the Committee for calling us to
give evidence today. The AOA represents the views
of 71 British airports to the Government and other
stakeholders. Our members range from Heathrow,
with 68 million passengers in 2006, down to, for
example, Cambridge, who have closer to 1,000. Our

purpose is to help achieve the conditions for
sustainable growth in the airport sector.With strong
growth in the sector it is clear that passenger
experience has been good enough to encouragemore
people to fly and more often. However, in the last
year we have seen a number of major challenges
emerge, which have undoubtedly resulted in a worse
passenger experience. Foremost among these is
security and the restrictions that have resulted from
the events of 10 August. We believe that these are
lacking a proportionate and harmonised approach
across Europe, and the same unmet need can be seen
in the recent proposals for a European Airport
Charges Directive. We will do our best to inform the
Committee today on these two key areas and on the
other areas it wishes to discuss. Thank you.

Q488 Chairman: That is very helpful. I have no
doubt we shall actually ask all of you about that.Mr
Muirhead, has the passenger experience of using
airports got better or worse over the last 10 years?
Mr Muirhead: Thank you very much, Chairman.
Probably worse.

Q489 Chairman:Why?
Mr Muirhead: Because of congestion and,
particularly, because of the impact of the security
regimes on people’s processing.

Q490 Chairman: Anyone else? Mr Morgan, you
have got responsibility, you say.
Mr Morgan: Yes, indeed. I would echo the views of
Mr Siddall and Mr Muirhead—

Q491 Chairman: No, you are not going to, Mr
Morgan. You are going to tell me something
diVerent.
MrMorgan: There is a theme that runs through the
BAA airports, in particular the London airports,
and that is increasing congestion and increasing lack
of capacity. We think the greatest way of improving
passenger experience is make sure we tackle
congestion at our airports, because congested
airports are not pleasant places to be. So we have
plans to invest in all of our London airports over the
next 10 years, something in the region of £9 billion.
The first manifestation of that will be the opening,
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nextMarch, of Terminal Five which we think will be
a great opportunity to transform the experience of
that airport.

Q492 Chairman:Of course, that is a real positive but
that has been planned for a long time and has been
being built for a long time.What have you said to the
Government about the need to improve the
situation? What sort of response did you get?
MrMorgan:Wegot a response in the formof theAir
Transport White Paper, which was published in
2003. The Government has recently reviewed that
and we were very pleased that the Government has
now set out a very clear development strategy, not
just for the south east airports but for airports
throughout the UK. We are encouraging
Government to stick to that policy and to enable us
as airport providers to get those proposals through
the planning system in the quickest and most cost-
eYcient way. Terminal Five has been planned now
for over 20 years; it has taken 20 years to get that
project through the planning system and the
construction phase. MrMuirhead reminded me that
the planning inquiry alone for Terminal Five took
longer than the First World War, so we must
address—

Q493 Chairman: Had a better outcome. I do not
think it cost quite as many men, did it?
Mr Morgan: It felt like it!
Mr Wilshire: A lot of trenches were built!

Q494 Chairman: Can I ask you: is there any other
aspect of the air traveller’s experience you think
should be improved?
Mr Muirhead: The key, for me, in the short term is
to look at removing the confusion around security.
The issue of security and passengers’ understanding
of what is going on, why it is going on and how it can
be diVerent, depending on where we are flying from
and to, is creatingmajor diYculties in the processing
eVectiveness of the facilities that are available to us.
Notwithstanding the fact that the current rules have
been in place for quite a fewmonths now, we are still
looking at a position where we are finding 30/40% of
people turning up at security with items they should
not have.

Q495 Chairman: 40%?
Mr Muirhead: Up to that sort of level. We are still
confiscating or having to reject something in the
order of two tonnes of liquids per day going through
security posts. When you look at a security regime it
is pointless plugging up one end of a pipeline—and
a flight has two ends to it. One of the key issues
would be harmonisation, certainly within Europe as
the minimum, but probably globally would be the
ideal, because aviation, above any other business, is
a global business. The understanding of what is
required, if it is not globally understood, will create
problems.

Q496 Mr Leech: Back in the summer when all these
problems emerged, Manchester stood out as the
airport that got it right, whereas the others got it
wrong. What was it that Manchester did right that
the other airports did wrong?
MrMuirhead: I am quite sure you will understand it
is not for me to say what other airports did wrong,
but I can say what we did and how we managed it.
We have a standard approach to improvement in
terms of our service delivery anyway. We had a
strong drive in the security area which had resulted
in approximately a 25-30% improvement in security
eYciency. The events of August put us back about
40%, so we were a little bit behind. What we did to
manage it initially was to bring into use our
emergency centre. By two o’clock that morning our
emergency centre was being staVed up. By four
o’clock we had all of the necessary documentation
that we wanted to hand to passengers arriving at the
airport, and by about five-thirty to nine o’clock our
staV started coming in. We had something like 98/
99% of oYce staV volunteering to help out to help us
through that initial problematic period, when it was
completely—

Q497 Chairman:What do you mean,MrMuirhead?
You had, what, a leaflet to hand to people as they
came into the airport, telling them what to do?
Mr Muirhead: Yes, we printed up leaflets to hand
out to people as they arrived at the airport before
they got to the check-in, to say what the new rules
were. We put up facilities so they could repack bags.
It did not deal with all the problems but it helped a
great deal initially. Clearly, the further
enhancements that have come out recently and
progressively have further exacerbated the problem,
notwithstanding the fact that we have been able to
put some temporary improvements in place. I am
still anticipating quite a diYcult summer until more
longer-term investments can be brought into use.

Q498 Chairman: I do not want too many vague
faces, and I accept that, but in what way?
Mr Muirhead: You just physically do not have the
space in the terminals to put the equipment in, never
mind the staYng issues associated with that, to
actually manage the throughput within the capacity
that is now having to be managed at each security
screening point.

Q499 Chairman: So you are automatically assuming
that that is a built-in delay and you will have great
pressure on physical space, not just the provision
of security.
Mr Muirhead: Security staV can be managed but
physical space cannot be created overnight. The
investment we are talking about at Manchester, for
example, is over £20 million. That is going on over
this summer, but will not be ready through this
summer. That will allow us the space to actually put
in the equipment and manage people more
eVectively. Also, a little bit of flexibility if we get
further enhancements as well. So we are trying in
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that extra flexibility, but we cannot create that sort
of investment, plan it and bring it into use in the sort
of timeframes we have had since August of last year.

Q500 Chairman:Did you make this very plain to the
Government?
Mr Muirhead: I think the Government are well
aware of the diYculties—

Q501Chairman:No, no, did you personally spell out
to the Department for Transport the eVects of this
security and the way in which you are managing it?
Mr Muirhead: Yes, indeed.
Mr Wilshire: On this specific issue, the question of
confiscated liquids, I understand that the best
estimate of the national amount of confiscated liquid
is about 7,000 tonnes a year, but it seems to me there
are two issues: one, people coming to the airport and
bringing it with them, the other are the transit
passengers who, let us say, buy a bottle in Dublin to
go to Tokyo and change planes at Heathrow. Does
anybody have any figures of how the 7,000 tonnes
divides between those two, and what can be done to
persuade foreign airports of what will happen when
somebody brings a bottle into the United Kingdom
and then tries to take it out again and find they
cannot? There are two separate issues—us and what
other people can do.
Chairman: Are you asking Mr Siddall?

Q502 Mr Wilshire: I would like to hear all three of
them.
Mr Siddall: On the transfer question I will defer, if
I may.

Q503 Chairman: Mr Hutcheson, your neck of the
woods?
Mr Hutcheson: I do not have specific figures but in
terms of proportionality the greatest number of
liquids brought to the airport would be originating
passengers and not necessarily transfer passengers.
The problem is that aviation security globally is
regulated by ICAO, and the EU and the TS in
America have a large influence over global aviation
security, and diVerent states have diVerent
interpretations of the rules, and the rules themselves
are not common globally. So people get used towhat
is acceptable at their local airports, and assume that
that is the same globally. Airlines do communicate
to their passengers as to what is acceptable, but the
problem is that we have significant problems,
particularly at Heathrow, where about 10% of
transfer traYc has been lost. We are currently
talking to the Department for Transport as to how
we might actually be able to deal with that in terms
of baggage, but in terms of liquids the laws are
actually laid down by the European Commission.
Despite global activity by the European Travel
Retail Consortium and others to try and ease this
problem, many people arrive at Heathrow either as
a transfer passenger or as originating passengers,
people who are on holiday in this country from
another country, who purchase gifts to take back
that would be acceptable in their home state and
cannot take it through the UK security. Therefore,

harmonisation of the aviation security regime
globally is something that would significantly
enhance the passenger experience. The point I would
make is that the most eVective security is a security
regime that the public willingly participate in. The
public today do not understand it; it is complex, they
do not accept it and there is strong evidence that they
even resist it by hiding items on their person to try
and beat the security systems.

Q504 Chairman: Mr Hutcheson, what evidence is
there that there is a sort of common attitude towards
this security problem throughout the governments?
I recently went to the south of Spain, oddly enough
to actually do some work, and it was extraordinary;
I had all the diYculties going throughHeathrow and
none at all at the Spanish airport, where I could have
brought vast amounts of highly dangerous noxious
liquids on, instead of the whisky which I bought
(which could, I suppose, be termed—
Mr Hutcheson: I do not know which airport you
came back from, but in terms of Heathrow there is
strong evidence of people, as I say, hiding liquids—
fragrances and other sorts of things -

Q505Chairman:May I ask you again: what evidence
is there, at EU level, that people are prepared to
accept common rules? If you are going to go for the
lowest common denominator then you are going to
present us with diYculties, are you not?
MrHutcheson:No, the common rules in Europe are
worked up by the Commission in consultation with
the 27 Member States and, also, with the key
stakeholders from airlines and airports. The rules
that are implemented are adequate to mitigate the
risk.
Mr Muirhead: There are a lot of common rules but
there are a lot of rules which are very specific to the
UK. Even as we speak, there are rules about the size
of cabin baggage that apply only to the UK and not
to other areas. So we have got a lot of problems in
that area, regardless of whether other countries do
or do not apply the rules which have been agreed
across Europe uniformly. That is an enforcement
issue for other countries, I think, and we should be
interested in making sure that happens, because the
level playing field here is very important. Our view is
exactly the same inasmuch as there is evidence that
it is not just passengers who do not understand this;
I think people who work in the industry do not
understand this as well. We are seeing quite a few
instances of staV trying to get things through
security that they should not. So unless you have a
framework of regulation in security that is actually
understandable then I think you are always in
danger of people disregarding all the rules rather
than those which are inappropriate, shall we say.
MrMorgan: I would like to make another point.We
are asking our security staV now to do an incredibly
complicated job and that is to enforce an
increasingly complex regime to get passengers
through security as quickly as they can, with good
customer service, but, at the same time, to act as a
deterrent and a detection capability. Those three
things together put an enormous amount of strain
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on the staV. All of the airports have had a
magnificent reaction from our staV, certainly from
10 August, an example being at Stansted where,
normally, if I want to introduce a roster change it
will take me 30 days through consultation with the
unions. On 11 August we negotiated a roster change

1in 2 hours. So we had a fantastic reaction but we2

should not underestimate the ongoing demands we
are placing on our staVwho, after all, are at the front
line of all this.

Q506 Graham Stringer: It is an astonishing figure
just at Manchester 2 tonnes a day. Do you tell the
Government—and I would like BAA to answer as
well—how much liquid is confiscated?
Mr Muirhead: Yes, we do.

Q507 Graham Stringer: That is very interesting
because I asked themonce and they said they did not
keep the figures on this. But you have definitely given
them the figures?
Mr Muirhead: We have told them. Whether or not
they keep them is for the Government.

Q508GrahamStringer: I take your point.Given that
the Government know and you know, what actions
can you take to reduce what must be an incredibly
annoying factor for passengers? If this is continuing,
have you got a responsibility to hand out more
information? Has the Government? What are the
solutions?
Mr Siddall: Could I make a point there? I think
passenger communication and buying into the
security regime is very important. I recently had
some information from a survey that was carried out
at one of our airports—a small airport in the
North—and they told me that only 5% of people—

Q509 Chairman: I am sorry—the number? Twenty-
five?
Mr Siddall: Only 5% arrived compliant with the
regime for liquids1. This is a real problem. They also
gave me a very long list of the things they have done
to try and improve communication, and that
included new signage, check-in staV briefing, tannoy
announcements, queue combing and new plasma
TVs in the terminal. So for a small airport I think
they have gone quite a long way to try and
communicate the current regime, but still 95% of
passengers had to do somethingwhen they arrived at
central search with their baggage.

Q510 Chairman: There has been a series of full-page
advertisements recently. Are you telling me that
people cannot read? This would not come as a
total surprise.
Mr Siddall: I would answer the point MrHutcheson
made, which is that I think there is a factor here that
the public no longer buying into this regime. I have

1 Note by witness: Refers to the findings of an Apr 07 survey
carried out at one UK regional airport. This showed 85% of
passengers carrying liquids as hand baggage. Of these: 5%
presented themselves correctly, while 95% were required to
take some corrective action to ensure that they could
proceed to their aircraft correctly screened.”

travelled to a number of our member airports
recently and asked security managers at central
search what they think is happening, and the words
“Trying it on” are coming back to me quite a lot. I
think that is happening across—
Mr Morgan: I think there is a combination of
passengers genuinely not understanding what is
being asked of them and there are a proportion of
passengers who willingly and deliberately try to get
things through that should not get through. So I
think it is a combination of both. In answer to the
question do we have a responsibility to
communicate—I think the answer is yes.We and the
airlines, which equally have responsibility, have
done quite a lot over the last nine months to deal
with that.

Q511 Graham Stringer: It is not enough, if you have
got 95% of people not complying and tons and tons
of liquid being confiscated. What else can you and
the Government do?
Mr Hutcheson: One of the issues, I think, is that if
you look back to events such as Lockerbie or 9/11
then there were stark images all across the television
and in the newspapers that lived with people for
many, many months, if not years, which actually
drove their willingness to comply with security. The
problem that we have, post-August 10, is that apart
from a few newspaper headlines in August around
the plot the actual substance as to why we are doing
all this has very quickly got lost around the
disruption that the new security regime caused. We
are living with the consequence of that. Collectively,
we have spent a great deal of time, energy andmoney
on newspaper adverts, signage in the airports to try
and do this, and it has not worked. In my view, the
only solution left to us, ultimately, is technology, but
unfortunately it is not coming along quick enough.

Q512 Graham Stringer: Nobody has said that the
Government should do more. Should the
Government do more? That is very unusual, I have
to say.
Mr Muirhead: Certainly the Government should be
advertising the restrictions as they are more
eVectively, but it is very diYcult. We have people,
when they arrive at the airport and are told what
they have got to do, with lots of signage, and told at
the check-in what they can do, before they get into
security they are told again what they are allowed to
do and what they are not allowed to do, and still
when they get to security, we are getting 30-40%with
stuV they should not have. You can imagine the
impact of that on the eYciency of the operation.

Q513 Mr Scott:Do you think it would be helpful if,
perhaps, it was made compulsory that airlines,
whether it is being booked online or booked through
a travel agent, had to print a warning of what you
can and cannot do on them? So that, prior to even
arriving at the airport, they are made aware again of
the consequences.
Mr Morgan: We cannot actually communicate
enough, I think, is the message that is coming
through. I think there is an acceptance that we have
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got to do more. Certainly, reinforcing that at the
point of check-in, whether at home or at the airport,
would help. However, we still have the fundamental
issue that however many times you tell passengers
that they cannot do something a proportion of them
will. Whether that is through deliberately not
complying or whether it is, as I say, just not
understanding, it is frustratingly stubborn in terms
of being able to get the message across.

Q514 Mr Wilshire: If I heard Mr Hutcheson
correctly he said that one of the impacts of this
particular issue of security at Heathrowwas a loss of
about 10% of transfer passengers. If my mental
arithmetic is any good that is about two million
passengers a year—in the order of. Whatever the
figure, that is two million people, or thereabouts,
whose experience of Heathrow is bad and they have
chosen to go elsewhere rather than transit
Heathrow. What impact is that going to have on
your business and the number of jobs you actually
create at Heathrow?
MrHutcheson: It has a significant impact in the long
term, and that is why we have taken immediate
action to redevelop the flight connection centre at
Heathrow to work with the Government to try and
mitigate the risk in some other way to improve the
overall experience for the transfer passenger. We
have to take airlines with us in this respect because
they will influence their passengers’ choice for
transfer, and it all comes down to minimum connect
times, and if Heathrow drops oV the first screen for
connect times then that is why you have a loss of
business. The answer is to actually redevelop, re-
advertise, communicate better—as Mr Morgan
suggests—and, also, improve the security regime so
that people transferring from abroad can actually
move through Heathrow more speedily.
MrMorgan: I think there is a general point, if I may,
madam Chairman. Heathrow has steadily been
losing market share amongst major European
airports; it is under incredible competitive pressure
with the likes of Paris, Amsterdam and Frankfurt.
Each of those airports has many more runways than
Heathrow, even though they actually carry fewer
passengers than Heathrow. So there is a point here
about Heathrow’s global competitiveness. Certainly
the security issues, particularly on transfer, are not
helping that.

Q515 Mr Leech: Just going back to the point made
by Mr Siddall about 95% of passengers being non-
compliant, what was the percentage before August
of last year?
Mr Siddall: I do not know that figure, I am afraid.
I should add that is only for one airport which has
recently had a survey done, so I am not saying that
is a UK figure. Also, could I answer that we are not
blaming the passenger for that; I think this is a
question of buy-in. In answer to what might be the
answer to this problem—is it more communication
and so on—Iwould agree with the points made here:
you cannot have enough communication but
perhaps we also ought to be looking at treating the
problem at source, which comes back to this

question of harmonisation and proportional
regulation. As was mentioned earlier, the UK does
have a number of measures above and beyond
Europe and it is those measures which are helping to
add to passenger confusion.

Q516 Graham Stringer: Just to BAA: Michael
Bishop says you are up to no good, really; that it is
in your interests to slow people down going through
the airport so that they will buy more things out of
the shops, so that you are not investing in the
necessary security equipment. What is your answer
to Sir Michael?
Mr Morgan: I think he said that we encouraged
passengers to turn up at the airport far too early to
slow them down.

Q517 Graham Stringer: That is one of the things he
said, yes.
Mr Morgan: There are a number of issues there.
First of all, we always advise passengers to check
with the airline what time to check-in because
airlines have diVerent check-in time regimes. In
some cases, particularly during the security crisis, we
actually asked passengers not to turn up too early
because if they turned up at the airport and the
check-in desks were not open it simply was adding to
the congestion. The second point is that our
experience is that passengers shop when they are in
a relaxedmood and they have had a good experience
of the airport. So it is not in our interests to get
people to come to the airport early to get into
congestion, into long queues and, generally, have an
unpleasant experience, because that is precisely the
time that they do not shop. Our priority is to try and
get people through the check-in and security process
quickly and safely, for them to get what we call “air-
side”—beyond security—and then they can have the
choice as to whether they want to shop or not. By
and large, most passengers do want the opportunity
to shop. They may not take advantage of it but most
passengers rate the quality of shopping at airports as
being one of the factors that they consider in terms
of whether they are getting a good experience or not.
The final point is that, particularly in the case of
BAA airports (I think, also, Manchester), the
revenues thatwe earn from retail are used to keep the
charges to airlines as low as possible. So there is a
cross-subsidy from retail to airline charges. So the
airlines do get a financial benefit themselves out of a
successful retail operation.

Q518GrahamStringer:Onprecisely that point, have
you paid compensation to airlines for failing to meet
security processing targets?
Mr Morgan: At Heathrow and Gatwick there are
security quality rebates where we fail to meet preset
standards, and I believe prior to August 10 we had
paid out some compensation, but not post-August
10. It was considered that that scheme should be
suspended, almost like a force majeur condition.
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Mr Scott:Would you say it is less than helpful for a
foreign airline to try and wind passengers up by
saying the security measures are not necessary, as
happened certainly last year from an airline, I
believe, based in Southern Ireland?
Chairman:Whose name escapes us all.

Q519 Mr Scott: But it might begin with an “R”.
Mr Morgan: Speaking from the airports’ point of
view, we take security absolutely as the number one
priority, so anything that detracts from that is not
helpful. We do work together with the airlines in
terms of trying to make sure that passengers are
aware of what the security processes are and we will
continue to do so, particularly with the certain
airline beginning with “R”—who, I must say,
despite public utterances, do take security and safety
very seriously.
Mr Scott: Not always the impression they give on
the news.

Q520MrClelland:Wehear a lot today about carbon
emissions from aircraft but how much of the carbon
emissions at airports are due to vehicular access and
vehicular movement in and around the airports?
MrMuirhead:We have carried out a carbon audit at
Manchester, and the breakdown of emissions is as
follows: buildings and such, 20% of emissions;
aircraft, 20% of emissions; cars and ground access,
60% of emissions.

Q521MrClelland:Quite a high proportion. So what
are you doing to encourage public transport access
to the airports?
Mr Muirhead: Again, we are looking at this from
two perspectives: one from the passenger perspective
and one from the staV perspective. From a staV
perspective we are looking at the provision of 24-
hour bus services from conurbations to feed into
airports, and that is something we have been
supporting financially to see those services start, so
that gives accessibility to the job and an alternative
to the car. We do have to look at car-sharing
schemes and othermeans of reducing dependence on
cars for staV. As far as passengers are concerned,
perversely, perhaps, but actually to benefit people
who come by car should park at the airport rather
than be dropped oV because that halves the number
of journeys that people take to and from the airport
by car. Other than that, we have invested in a ground
transport interchange at Manchester—about £60
million—which will facilitate, hopefully, light rapid
transit if that comes to Manchester, which it is
supposed to, but heavy rail will go in there as well as
the bus and coach stations. So that has provided a
central core of public transport access for
passengers.
Chairman: Before we ask the others, Mr Martlew?

Q522 Mr Martlew: Just on the one about people
dropping somebody oV and going back home. Is
that not because the airport parking charges are so
high? Is that why they do not bring the car and
leave it?

MrMuirhead:Not necessarily, no, I do not think so.

Q523 Mr Martlew: Is it a factor?
Mr Muirhead: There is always a cost factor in
everything that goes on, but parking charges at
airports are very competitive—they are certainly at
Manchester—and there are plenty of choices for
people where they want to leave the car. Being
dropped oV by a friend may not appear to cost a lot,
but it is taxi rides or other alternatives that increase
journeys to and from airports.

Q524 Mr Clelland: How much success are you
having in your eVorts to encourage staV to use public
transport and car-sharing?
Mr Muirhead: We have set some targets at
Manchester.We started oV about 10 years ago down
this track.Whenwe started oVwewere getting about
8% of people coming to the airport by public
transport. We have set a target of 25% and we are
now at about 21/22%. Our master plan, which is
about to be published, will set a further benchmark
looking towards the 40% level.

Q525 Mr Clelland: Does BAA have any comment
on that?
MrMorgan: I think this is one of the success stories,
particularly at some of the south east airports.
Currently, Heathrow, Gatwick and Stansted,
individually, have the highest share of passengers
arriving and departing by public transport than
most airports in Europe. Stansted is at about 40% at
the moment, coming to and from the airport by
public transport, Gatwick is about 36% and I think
Heathrow is about 37%—so very high levels of
public transport usage. Similar sorts of initiatives to
Manchester: we encourage staV to car-share; we
have work travel plans. One of the biggest growth
areas in public transport is fast coach services to and
from London. Five years ago Stansted’s share of
public transport by coach was 4%; it is now 14% of
passengers. So lots and lots of work is being done
with public transport providers to encourage public
transport, and I think it is moving in the right
direction.

Q526 Mr Clelland: Do you do any work at
encouraging companies who use vehicles around the
airport to use more environmentally friendly fuels?
Mr Morgan: Yes, we do. We do audits of emissions
on a regular basis, both air-side and land-side, and
we also try, as I say, to encourage companies,
through their own travel planning, tomake sure that
their own staV are coming to and from the airport,
if they can, by public transport.

Q527 Mr Clelland: The Independent Airport Park
and Ride Association seem to think that you are
restricting independent park and ride operators
from competing fairlywith your ownon-site parking
facilities. Is that correct?
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Mr Muirhead: Not that I am aware of.
Mr Morgan: No. I think, certainly—

Q528Mr Clelland:Whywould they think that then?
That is what they have said to us.
Mr Muirhead: I do not know the basis of that
observation, so I cannot really answer it.

Q529 Mr Clelland: Are you taking steps to promote
park and ride to airport customers, for instance?
Mr Muirhead: I think there is a whole range of
initiatives. If we are to achieve the 40% target which
we have set that will certainly form part of themenu.

Q530 Mr Clelland: You said earlier, in reply to Mr
Martlew, that car parking charges at airports are
competitive. How much money do you make from
on-site car parking? What proportion of your
revenue is that?
Mr Morgan: For BAA I think it is, from memory,
about of 15% total revenue. It is quite a big sum of
money.

Q531 Mr Clelland: It is. Is that similar at
Manchester?
MrMuirhead: I can let you have that information. I
do not know it oVhand.

Q532MrClelland:How do you decide on the cost of
parking charges?
Mr Muirhead:We would decide on the competitive
marketplace.

Q533 Mr Clelland: You would look at what was
being charged elsewhere and compare—
Mr Muirhead: And would compete eVectively with
that, yes. I think at Manchester on a long stay we
have about 30% of the market.

Q534 Mr Scott: Are both Heathrow Express and
Heathrow Connect profitable?
Mr Morgan: I can speak for Heathrow Express
because that is a subsidiary of BAA.On an operating
level it is, however we spent £750 million putting it
in so there is a significant—hefty—interest bill
attached to it. Post-interest I think it is not quite
washing its face yet. Heathrow Connect, I am afraid
I do not have the information on that, given that it
is a diVerent franchise.

Q535 Mr Scott: You could not tell me what the
rationale was in having two competing rail services
operating from the same central London station?
Mr Hutcheson: The Heathrow Connect service is a
commuter train that stops between Heathrow and
Paddington, particularly at Hayes and Ealing
Broadway. So, as well as passengers who live in
those areas, it allows staV to use the Connect service
to travel to the airport, rather than going to
Paddington and collecting the Express.

Q536Mr Scott:Where do the proposals forAirtrack
stand? Are you confident that it will be built, and
over what timeframe do you think that will happen?

Mr Morgan: As I understand it, the proposals for
Airtrack are progressing and we are in favour of
them, particularly as it gives yet another choice of
access to the airport, so that you will haveHeathrow
Connect, Heathrow Express, the Piccadilly Line,
potentially Airtrack and potentially Crossrail. So all
of those services will actually come into the airport.
In terms of the timescale for Airtrack, I have not got
the figures to hand butwe can certainly provide them
to you later, if that would help.

Q537 Mr Scott: Can I ask you one further question
on Crossrail, which you mentioned? Did you make
representations for it to continue on its route up to
Stansted?
Mr Morgan: I do not think we did.

Q538 Mr Scott:Why?
Mr Morgan: Mainly because the priority, I think,
was to try to integrate it into the Heathrow Express
operation rather than Stansted. Our experience is
that very few passengers actually use public
transport to transfer between airports. So, there
would not be a huge market for people to transfer
from Heathrow to Stansted.

Q539 Chairman: It might be a self-perpetuating
problem,MrMorgan, might it not? If it is diYcult to
do it you do not do it! If you are going from Hong
Kong to somewhere else because there is a very
eYcient system then you do it.
Mr Morgan: There is an element of that, but our
research shows that if passengers have got a choice
of transferring at one airport—so transferring at
Paris, at Frankfurt or Amsterdam or Heathrow—
they will chose to transfer at one airport rather than
go into a city and then have to transfer between
airports.

Q540 MrWilshire: Can I come back to the Airtrack
issue for a moment? Has any calculation been done
about howmany road vehicles—cars and coaches—
would be taken oV the road by building Airtrack?
MrMorgan: I am sure the calculation has beenmade
but I do not have the information to hand.

Q541 Mr Wilshire: Would it be possible to supply
that?
Mr Morgan: Absolutely, yes.

Q542MrWilshire:Could you also tell us which local
authorities around Heathrow now support the
building of Airtrack?
Mr Morgan: Again, I can provide that to you.

Q543 Mr Wilshire:Would BAA be prepared to put
any funding into Airtrack in the way they did with
the Heathrow Express?
Mr Morgan: We would certainly have a look at it,
yes. I do not thinkwewould commit ourselves at this
stage, given that we have a £9 billion investment
programme already in our plans. So we would have
to think about the benefits and costs of doing so.
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Q544 Mr Wilshire: Just one other one on traYc
access to Heathrow, you are aware that there is a
problem with taxis going outside the Metropolitan
Police district. Has BAA given any thought to
alternatives, for example, providing a shuttle service
to a taxi pick-up point outside the Metropolitan
Police district, which is all of a few hundred yards
away, so that other taxis could take people to places
outside London instead of being ripped oV by black
cab drivers?
Mr Morgan: I certainly think it touches on the
question asked earlier about park and ride.
Certainly, as Heathrow gets bigger and bigger there
has to be more creative solutions as to where people
park their cars and have access to transport. That is
one of the things we will look at.
Mr Scott: Would you agree, though, that the
excellent service given by the black cab industry at
Heathrow is of benefit to all at the moment, and very
few complaints are received?
Mr Wilshire:Well!

Q545 Chairman: Children, children! Who wants to
take that?
Mr Morgan: Black cabs provide a very, very good
service as part of a complete package of choice in
terms of public transport—road, rail and cabs. They
have a very important role to play.

Q546 Chairman: Before we come back to Mr
Clelland, I want to ask you about Gatwick Express,
because both of you supported it. Did you hear from
the Government what the case was for scrapping it?
MrMorgan:Generally I think there has been amove
by Network Rail, in particular, but also the
Department for Transport, to try and balance the
interests of commuter traYc and, also, air travellers.
As we are very keen to get as many people on to
public transport and oV the road system as possible,
we have been very keen to promote and support
dedicated airport train services—so services that
give direct access non-stop to airports.We expressed
a certain amount of concern at the proposals to
introduce commuter stops on the Gatwick Express
because we felt that that would reduce its
attractiveness to air passengers and thereby
encourage more people to go on to the road.

Q547 Chairman: Do you think the Government
listened?
Mr Morgan: I think they did. The end result is a
really good result.

Q548MrClelland:Aquestion toMr Siddall, I think.
Is it your understanding that Transport Innovation
Fund money will be made available to improve
access to airports?
Mr Siddall: The Transport Innovation Fund is
something we have followed with interest. We
understand that the first round of funding money
went principally to schemes that were prepared to
look at road pricing, so they were principally on
roads. We will be very interested in the second

round, which we hope very much will take account
of the recommendations of the EddingtonTransport
Study. However, beyond that we have no detail.

Q549 Mr Clelland: The Department has not given
any indication that money will be set aside for
improving access to airports?
Mr Siddall: Not specifically as yet, as I understand.

Q550 Mr Clelland: Do you think there should be,
though?
Mr Siddall: We would hope that funding would be
made available for better access to airports and we
would like it to take account of the Eddington
study’s recommendation.

Q551 Mr Clelland: Should rail links be included in
that?
Mr Siddall:We would hope so.

Q552 Graham Stringer: When the Chancellor
announced his increase in Air Passenger Duty he
wrapped it up in commitments to being green and
better transport. Have you all received your cheques
to help your surface transport to Manchester—the
BAA and members of the AOA? Have you been in
discussion with the Chancellor about when you are
going to get this investment?
Mr Muirhead: I hear a deathly silence from the
Exchequer in that regard.

Q553 Graham Stringer: Have you approached him
and said: “Can we have our money?”
MrMuirhead:As far as I am aware, that was not an
option, but I can certainly try. Not with much hope.
Mr Morgan: I think we take the same view. The
chances of getting significant funding from the
Government out of APD specifically for airports are
probably pretty small. That is why we favour,
particularly with regard to environmental issues, a
much more targeted emissions trading scheme
system, which we think will directly address the issue
of emissions, rather than a very, very blunt
instrument, such as APD.

Q554 Graham Stringer: I have listened to Mr
O’Leary a number of times sort of saying what a
disgrace Stansted Airport is—the expense of the
terminal that his airline and other airlines have to
pay for. Is there a lot of pressure on airports from
budget airlines to reduce standards within terminals,
and how do you deal with that?
MrMorgan:There is a general pressure from budget
airlines to keep their costs low across the board, and
airlines increasingly see airports as just one of many
suppliers to them. So as part of their general
philosophy, driving down costs, they see airports as
one of many suppliers that they try and put pressure
on.We are in constant discussionwith airlines about
the sorts of facilities that they want at airports, and
it is fair to say that there is a huge range of opinion
within the airline community as to what they want.
So the airport has to try and balance low-cost
budget, at one end of the spectrum with high-fare
premium at the other. Sometimes we get it right and
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other times the airlines thinkwe get it slightly wrong,
but I think there is always going to be a tension
between the diVering requirements of diVerent types
of airline and their airline model.

Q555 Graham Stringer:Do you think it is legitimate
for the BAA (in your case) to have an independent
judgment of what the passengers want because you
are a business as well, rather than just providing very
poor quality facilities that Ryanair might want, or
very high quality facilities that, say, American
Airlines might want?
Mr Morgan: There are two answers to that. One is
that we continuously survey passengers’ opinions
about the quality of service at the airports and it is a
system that we have been running now for nigh on 20
years, called “TheQuality of ServiceMonitor”. That
system asks questions of about 40 diVerent services
on the airport and passengers’ views as to whether
they think they are poor, or they are good or they are
excellent. All of the BAA airports, up until recently
with the security issues, have scored pretty well
consistently in terms of those facilities. So that is
directly asking the passenger what they think of the
airport. That system has been audited by the Civil
AviationAuthority and has had a clean bill of health
attached to it. The second part is that the Civil
Aviation Authority, as part of the regular review of
airport charges, also commissioned an independent
survey or an independent audit of our capital
expenditure programme for the next 10 years, and,
again, that audit revealed that, to a large extent—in
fact to a very large extent—the capital programme
for BAA was seen as being of the right size and the
right quality.

Q556 Graham Stringer: So you are happy with the
investment in the Stansted terminal and you do not
regret that it costs so much?
Mr Morgan: Are you talking about the new
terminal—the new runway and terminal?

Q557 Graham Stringer: Yes.
MrMorgan: To be honest with you, of the total cost
of the runway project, the total cost of building a
new runway at Stansted—the runway, the aprons,
the road system, buying the land—all of the huge
amount ofwork that you have to do, is currently (the
first phase, I think) about £1.7 billion. Of that about
£200 million is the actual terminal building itself. So
by building a cardboard terminal you will save some
money but you will not save the full £1.7 billion. So
whilst there is a great debate to be had about the
exact detail of the terminal (which has not been
designed yet) the big cost of a runway and a new
runway system is a lot of the stuV that goes around
it, not just the terminal. We will be having debates
with Ryanair and others about the facilities that go
into that new terminal, but that is probably two or
three years away yet.

Q558 Graham Stringer: Can I ask Manchester a
similar question? Do you feel pressure to reduce
standards in the terminal because of the pressure
from low-cost airlines?

Mr Muirhead: I would rather say more that we feel
pressured to make sure that what we provide is
appropriate, and we do that by talking to the
passengers aboutwhat they are looking for but, also,
talking to the airlines about what they want in terms
of product. There is no doubt that there is a product
diVerentiation; a low-cost airline wants fast
turnarounds—that means no airbridges, and pier
stands so that people can walk in and walk oV at the
back. More long-haul carriers would want
airbridges and lounges. That is not what low-cost
want. I think it is very important that we tailor what
we provide to the audience and the users that we
have got, and that is part of the constructive
engagement that we are currently engaged in. One
other point is very important: this is not just pressure
from low-cost carriers; every carrier now is putting
airports under pressure to reduce charges. They have
seen what Ryanair can do, what EasyJet have done,
and they are not prepared to pay high charges while
others pay lower. So we are under pressure from all
of our airline users to make sure that we are cost-
eVective in the delivery of service and to make sure
that the service that we oVer is appropriate for the
product that they are looking for and that their
passengers say they need.

Q559 Mr Leech: Mr Morgan, you said that the
customer service levels prior to August had been
very good, generally. I assume by that comment you
meant that customer service levels have clearly gone
down since August, and that has been impacted by
the security side of things. Given that it is the
security side of things that has had an impact on
your customer service levels, has that been reflected
in the amount of money that you are actually going
to spend in terms of improving the security side of
things, especially at Stansted?
Mr Morgan: Across the BAA Group, since 10
August, we have put in place plans to recruit about
1,400 extra security oYcers. Of that 1,400 we have in
place about 900. That takes our total security oYcer
population to about 5,500, so we have made
significant improvements in terms of the number of
oYcers that are working in the operation. That
additional 1,400 staV has cost about £40 million in
operating costs. In addition to that, we have put in
place, I think it is, 17 extra security lanes across the
group.

Q560 Chairman: Before you come oV that, do you
retrain your existing security staV as well?
MrMorgan: Yes, our staV go through a continuous
training cycle. So staV are put through a refresher
training course on a regular basis?

Q561 Chairman: How often?
Mr Hutcheson: Every 13 months there is a set
refresher programme. However, there is continuous
on-the-job training to deal with new developments.

Q562 Chairman: How do you monitor their
performance?
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Mr Hutcheson: They have to retake the national
competency test on an annual basis. In terms of x-
ray screeners, they are actually tested every time they
sit in the seat in front of the screen.

Q563 Chairman: Every time?
Mr Hutcheson: Every time.

Q564 Chairman: How long do they sit in front of a
screen?
Mr Hutcheson: Twenty minutes.

Q565 Chairman: Are there agreed standards? Has
TRANSEC set for you agreed standards on security
which you have to adhere to?
Mr Muirhead: There are agreed standards for
percentages of screening and detection rates, and we
are tested by TRANSEC regularly with their
inspectors coming through trying to “beat the
system”, as it were. We also do internal tests
ourselves. If I could add that the passenger
satisfaction levels which we also carry out at
Manchester, we have actually maintained the level
this year over last year, after 10 August, and we are
currently running at a level of 8 out of 10, which is
an excellent measure.

Q566 Chairman: That is why you are worried about
the summer.
Mr Muirhead: We are very worried about the
summer.

Q567 Chairman: I do not want to detain you very
long but we do have somemore important questions
as well. Have you got any figures for the number of
passenger assaults on airport security staV over the
last year?
Mr Morgan: I do not have any.

Q568 Chairman:More or less?
Mr Muirhead: Certainly more but it is not a big
issue. The police are called more regularly than they
have been. Certainly when you talk to security
guards, the incidence of people getting angry to the
point where they start throwing liquids about when
you say they cannot take them through—we have
had guards showered in perfume and we have had
somebody trying to take a bottle of water through
frozen, saying it was no longer a liquid, it was a solid.
If people do not understand the rationale for these
sorts of measures they will work around them and—
I am going back to this—that is creating the biggest
element of dissatisfaction for passengers that I see at
airports now.
Mr Hutcheson: I would phrase it in that assaults are
a rarity. However, the level of conflict between
security staV and passengers has risen significantly.
Stories like Mr Muirhead has told abound across
Europe, not just in the UK.

Q569 Chairman: For obvious reasons, if any of you
have exact figures on the rise in the number of
assaults on staV it would be very helpful to have
them.

Mr Muirhead: I can give you a couple of numbers.
Since 10August we have had to call the police on 384
occasions atManchester, of which 50 incidents have
resulted in passengers being arrested.

Q570 Chairman: How many people are being
charged and prosecuted? That is very helpful, thank
you. I just want to ask you about the European
regulation on persons with reduced mobility. That is
going to be implemented in the next 12 months.
Have you any evidence why the voluntary code that
we have in the United Kingdom was not working?
Mr Morgan: Anecdotal evidence, from me. Some
airlines actually see provision of services for people
with reduced mobility as an integral part of their
own service—so airline A will want to provide that
service to the passenger themselves—and another
airline will take the polar opposite view and will not
want to do any assistance for people with reduced
mobility. It is a bit like the product diVerentiationwe
were talking about earlier on. Broadly, actually, we
welcome the move to have a single source of
accountability for provision of service to—

Q571 Chairman: How many of your airports
provide dedicated passenger assistance lounges for
disabled travellers?
Mr Morgan: I do not think we provide specific
lounges. However, all of the airports provide on-
demand wheelchair services for people with reduced
mobility.

Q572 Chairman: Not quite the same thing. Mr
Muirhead, you did actually mention East Midlands.
Mr Muirhead: Yes, where we have put special areas
together and we are rolling that out throughout the
group. It is quite an interesting development this,
because I remember—I have been at Manchester,
perhaps, too long now—a time, probably about 12
years ago, maybe 13 years ago, when we were
roundly condemned by the airlines for providing a
centralised passenger assistance service as being
monolithic and expensive. In our regulatory review
we were instructed we were acting against public
interest in doing that, and we had to give that job
back to the airlines. It is quite interesting we have
now got it back again.

Q573 Chairman:When was that?
Mr Muirhead: About the third quinquennial review
ago. I remember sitting through it, and I have some
wry amusement about this coming back to us now.

Q574 Chairman:How are you going to enforce these
areas and how are you going to make sure other
passengers do not abuse the facility?
MrMuirhead:Wewill patrol the airport and we will
make sure that the facilities are appropriately used.
It is the same with disabled parking and the other
areas—they are always able to be abused if you do
not manage it.
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Q575 Mr Wilshire: Before we finish, Chairman, a
short and very simple question: would the
passengers’ experience of air travel be improved by
breaking up the BAA monopoly?
Mr Morgan: I am well aware of the Committee’s
views on this, so in the time left available I will try to
change your mind—I will give it a go, anyway. The
simple answer is I do not believe that would be the
case. Breaking up BAA would actually put at risk
the investment programme that we have in place for
Heathrow, for Gatwick and for Stansted. The major
factor behind good passenger experience in the
London airports is to have suYcient capacity and to
avoid congested airports. That is the prime
determinant about how we give good passenger
experience. Breaking BAA up would put our capital
plans at risk and would threaten better passenger
service in the future.

Q576 Chairman: I take it you are also learning
Spanish. There is a proposed European Directive on
airport charges. Is that a good thing for the
passenger?
Mr Siddall: Perhaps I could answer that question.
That is something that the AOA has worked very
hard on, and we do not believe it would be a good
thing at all. We currently have four price-regulated
airports in the UK and this Directive is likely to
capture a further 16, taking the total to 20.

Q577 Chairman: I am not clear what you are telling
me. Are you saying you do approve if they are taking
16 more but you do not approve if there are only
four?
Mr Siddall: No, we do not approve of the—

Q578 Chairman: You do not approve, full-stop?
Mr Siddall: We do not approve of the Directive
taking a further 16.

Q579 Chairman:Why?
Mr Siddall: I think the CAA has a particular model
of regulation in the UK. It has chosen to price
regulate four airports and it is now looking to
possibly deregulate two of those. We do not
understand why the EU would like to reregulate a
further 16 on top. We think in the UK we have a
competitive market for those airports which are not
price regulated.

Q580 Chairman: You do not have any contact with
the Commission and this acts as a surprise to you?
Mr Siddall: I saw DG-TREN yesterday on this
matter.

Q581 Chairman:What explanation did you receive?
Mr Siddall: Their belief is that this is a light touch
regulation.

Q582 Chairman:Where there is not a regulation you
apply a regulation and then you call it light touch?

Mr Siddall: Absolutely.

Q583 Chairman: Perfectly logical.
MrSiddall:We think this will simply drive costs into
the system and those costs will fall on passengers.

Q584 Chairman: Did they understand what you
were saying, in any language?
Mr Siddall: I think they understood what we were
saying.

Q585 Chairman: But they did not accept it?
Mr Siddall: Whether they will take any notice is
another question.

Q586 Graham Stringer: Were you consulted at an
early date on this proposed legislation?
Mr Siddall: That is one of the problems with the
process of consultation. There were two formal
consultations which were tick box questionnaires
and we felt they were not really relevant to the
contents of what emerged in the end. No, we were
not properly consulted, we felt, before the draft
emerged in January. The draft was only a proposal
in January and that is the oYcial point where
consultation starts. By that point the die has already
been cast. We are working to influence that
directive now.

Q587 Chairman: You made it very clear to the
department what your attitude is?
MrSiddall:Yes, we have given our view very clearly.

Q588 Chairman: Mr Muirhead, do you want to
comment on this?
MrMuirhead: Yes. It is a very retrograde step. This
Committee, along with the CAA and the OFT, have
looked at regulated airports in the UK and thought
that deregulation was more the case rather than
regulation. The regulation that is proposed is an
annual regulation, not a quinquennial regulation so
it is five times more onerous in its time frame. It
certainly encompasses airports which are clearly in a
competitive situation and under those circumstances
they should be irrelevant. Regulation also has lots of
unintended consequences, not least of which is that
it drives the parties to provide the service, the airlines
and the airports in consultation, because they are
arguing over a regulator rather than working
together to provide better service and better facilities
for the customers which are common to both.

Q589 Chairman: It sounds like the ideal directive.
MrMuirhead: It may do to you but I can assure you
it seems to me to be a place where we should never
go.

Q590 Chairman: Have you made your views very
plain, not only to the European institutions but also
to Her Majesty’s Government?
Mr Muirhead:We certainly have.
Mr Morgan: Yes.
Mr Siddall: We have continual contact with the
government on this issue.
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Q591 Chairman: If you have been talking to them as
recently as yesterday, Mr Siddall, did you get the
impression that you were getting through at any
level, in any language?
Mr Siddall: I attended a meeting of MEPs on the
Transport Committee yesterday in Brussels and
there was a lunch time debate on the issue where the
Commission and others were present. Yes, I did feel

Witnesses: Mr Dick Hallé, Director of Strategy, Surface Transport, Mr Richard de Cani, Head of
Development and Planning, Docklands Light Railway, Mr Edward O’Loughlin, Network Planning
Manager, London Rail, Transport For London;Mr Mike Lambden, Head of Corporate AVairs, andMr
Ian McInnes, Strategy and Planning Director, National Express Limited, gave evidence.

Q592 Chairman: Good afternoon, gentlemen.
Perhaps I may ask you to identify yourselves for
the record.
MrHallé: I amDick Hallé. I am director of strategy
for the surface transport department of Transport
for London.
Mr de Cani:My name is Richard de Cani. I am head
of development and planning at Docklands Light
Railway as part of Transport for London.
Mr O’Loughlin: My name is Edward O’Loughlin
and I am network planning manager at London
Rail, part of Transport for London.
Mr Lambden: I am Mike Lambden, head of
corporate aVairs for National Express.
Mr McInnes: My name is Ian McInnes. I am
strategic planning director for National Express
Limited, the coach division of the National
Express Group.

Q593 Chairman: Is there anyone who wants to say
anything or can I go straight into questions? No?
Good. Should there be dedicated public transport
routes to and from airports like the Heathrow and
Gatwick Expresses?
Mr de Cani: Speaking from Docklands Light
Railway’s perspective, we recently opened an
extension to London’s smallest airport, City
Airport, which has been incredibly successful. What
that has shown in a relatively short period of time is
what impact a rail link can have on influencing
airport modal share if it is planned well.

Q594 Chairman: Do you have any figures on that,
just as a matter of interest? I know you did not just
extend to the airport, did you? You added several
other stations on.
Mr de Cani: Yes, we have. The extension opened in
December 2005 so we have done our first year’s
research into the impact of the extension. We are
pleased to report that we are carrying 49% of airport
passengers by DLR. Our target was 50% after three
years so we have almost reached our target after the
first year of operation. We are extremely pleased
with that and we think there are three main reasons
why that has happened so quickly. Firstly, the
station was planned so it is the first thing you see
when you come out of the terminal building so it is
immediately attractive to get the DLR rather than a
taxi or to park in the car park. Secondly, the service

yesterday we were beginning tomake some headway
but whether that will come out as a more sensible
directive is another question. There is a long way to
go in this process.
Chairman: Gentlemen, you have been extremely
helpful. We will expect to get some supplementary
notes fromyou on the points that we have raised but,
in the interim, thank you very much indeed.

is quick. It is reliable and oVers almost guaranteed
journey times into the city and Canary Wharf
compared to travelling by taxi which can vary
depending on the time of day and the traYc
congestion. Thirdly, the frequency we are operating
at is such that it is attractive to airport passengers so
when they get oV the plane and walk onto the DLR
station they do not have long towait.We are oVering
trains every seven to eight minutes. It has been very
successful.

Q595 Chairman: How do you think dedicated
services ought to be funded from airports as public
transport?
Mr de Cani: The DLR extension has been funded
primarily through Transport for London so it is
publicly funded. However, there are small
contributions through planning gain agreements,
section 106 agreements. London City Airport has
made a small contribution to the extension of the
order of about £2million. That compares to a capital
cost of about 140 million. We would have liked it if
they had made a bigger contribution and we tried to
do that but the railway is serving a whole range of
other objectives and contributing to the
regeneration of east London so this extension was
not just about the airport. We think they got a
good deal.
Chairman: I am sure they did.

Q596 Clive EVord: We have had evidence from the
Heathrow Airport Consultative Committee that
there is a problem with London taxis going outside
of the London boundary, not clarifying the fare with
passengers before they leave.What is the current law
relating to charging those fares?
Mr Hallé: The current arrangements are not at all
clear. It needs a change to primary legislation to
make them clear. TfL in its Bill that it is taking
through the House, in clause 15, is proposing an
amendment to the current legislation, the London
Cab and Stage Carriage Act of 1907, so that
passengers would agree a price with the driver before
taking the journey or, if they did not do that, defer
to the value on the meter.

Q597 Clive EVord: Is that a general change in the
rules that you are seeking or just in relation to
Heathrow Airport?
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Mr Hallé: I think it would refer to any trips where
journeys were to cross the London boundary and go
out of the range of the current legislation.

Q598 Chairman: How would they know that
though? People can work out distances from
Heathrow because they would be available even in
the public information of an airline, would they not,
but how would you know for any other journey?
MrHallé:At somewhere like Heathrow where there
are clearly dedicated boarding areas for taxis, we
through our Public Carriage OYce, would ensure
that there was proper signage.

Q599 Chairman: Heathrow is not diYcult to
monitor but if you aremaking it wider than a specific
instance howwould the passenger who did not know
London know the proposed journey was outwith the
existing lines of legislation and that they had to
negotiate a price before they got in the taxi?
Mr Hallé: We would have to try to get suYcient
publicity, possibly within the taxi cab as we do for
fares information.

Q600 Chairman: You cannot negotiate a fare with
somebody before you get in the cab if the
information is inside, can you, unless you are a
contortionist?
MrHallé: Equally, for taxis that are hired anywhere
on the street, we cannot have information provision
literally everywhere.

Q601 Chairman: If I flag down a black cab in
London it is clear to me I am going to pay what is on
the meter, is it not?
Mr Hallé: Yes.

Q602 Chairman: This is the way it is regulated, is it
not?
Mr Hallé:Within London, yes.

Q603 Chairman: However, were I a passenger
wanting to negotiate a journey beyond the distance,
you are tellingme that Iwould have to do that before
I got in the cab. How would I know that?
Mr Hallé: This legislation would overcome part of
the problem that is being raised. It is also incumbent
on the driver. If the driver does not agree a price with
the passenger and accepts that fare, it defers to the
meter. Therefore, the driver cannot charge the
passenger other than what is on the meter.

Q604 Clive EVord: Can you clarify for me whether
the meter fare is a fare that the driver must charge or
whether it is, in law, an indicative fare?
Mr Hallé: As far as I am aware, within London it is
a legal rate set by the Mayor.

Q605 Clive EVord: If you are proposing to change
the legislation, should you not know?
Mr Hallé: I am not the lead on this but this is a very
detailed question.

Q606 Chairman: Forgive me. The Mayor took over
what was a perfectly although rather reactionary
Carriage OYce and it worked. People know how the
inspection systems worked; they knew how the rules
worked and, if there were complaints, they were
dealt with within the government system. You are
proposing a major change. Before this House
accepts a legislative changewhich aVects all journeys
over a certain mileage, which is what you are saying,
it is the very minimum to ask you to tell us why you
are doing it, how you define it and what the eVect
will be.
Mr Hallé: We would propose to respond to that
question in writing because I would want to be
absolutely, technically correct.
Chairman: Did you not think it was the sort of
question we would ask?

Q607 Clive EVord: Especially with me on the
Committee.
Mr Hallé: I was not aware that this level of detailed
question would be asked, no.

Q608 Mr Wilshire: Perhaps I could help, Mr Hallé.
You said the situation at the moment was not clear.
The 1907 Act is crystal clear. A taxi in London can
refuse a fare where the fare goes outside the
Metropolitan Police district. There is no doubt
about that. That is the situation. The boundary of
the Metropolitan Police district is less than a mile
from terminal four and I have had significant
numbers of constituents who complain about being
charged £50 to do the three mile journey from
terminal four to Staines. Could you persuade me
that clause 15 of your Bill will make it compulsory
for a fare to be agreed or for the meter to be used?
As I understand what the law will say, if they cannot
get agreement, the cabbie will say, “Sorry, outside
the Metropolitan Police district. I am not going to
take you. I will only take you if you pay me £50.”
Will clause 15 stop that?
Mr Hallé: I cannot answer that. I am sorry.

Q609 Chairman: We will expect a very detailed
answer on this in writing and we would like it quite
soon because we are preparing the report. Can I ask
National Express what discussions you have had
with airlines about the idea of an integrated ticket
covering air fare and ground transport?
Mr Lambden:We have had a number of discussions
over the years. We have one or two deals in place
with operators, not the major airlines. We have
found it hard to do deals with the low cost airlines
because of the share they want to have of our tickets.

Q610 Chairman: You did say one in particular and
then you came over all coy. Would you like to tell us
which one that was?
Mr Lambden: They are based in Dublin.

Q611 Chairman: They are based in Dublin and do
not have a registered oYce in the United Kingdom?
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Mr Lambden: That is correct, yes.

Q612 Chairman: Their name begins with an “R”. Is
combined air and ground ticketing something TfL is
interested in?
Mr Halle: Not with the bus service.

Q613 Chairman:You have not done any work on it?
Mr O’Loughlin: It is true that on the Gatwick
Express one can now have obtained an Oyster card
in advance before arriving in London.

Q614 Chairman: One can have obtained on Oyster
card? You advertise this abroad. Is that what you
are saying?
Mr O’Loughlin: That is correct, yes.

Q615 Chairman: Had you intended to extend that?
Have you done any work on that?
Mr O’Loughlin: There has been a great deal of work
between TfL and the former train operators to
introduce Oyster pay as you go across London.

Q616 Chairman: That is not quite the same thing, is
it? You have concentrated on that angle rather than
on widening the application. Is that right?
Mr O’Loughlin: There has been a deal done with the
Gatwick Express by which there is agreement with
TfL.

Q617 Chairman: Are you looking at, say, City
Airport and Heathrow?
Mr O’Loughlin: With City Airport one can use an
Oyster card to get there as it is on the Docklands
Light Railway and the same with Heathrow if one
travels on the Piccadilly Line.

Q618 Chairman: That does take a certain amount of
time, does it not?
Mr O’Loughlin: It does, yes.

Q619Chairman:Do youmake that distinction clear,
that you are prepared to do that deal but only on one
particular line?
MrO’Loughlin:Adeal is not done. On the Piccadilly
Line, it is part of LondonUnderground’s network so
it decides on the ticketing that is appropriate to
that distance.

Q620 Chairman: Does TfL intend to abolish the
Public Carriage OYce?
Mr Hallé: No, it does not.

Q621Chairman:Letme rephrase that: do the elected
members in London have any intention to abolish
the Public Carriage OYce?
Mr Hallé: That would be something for the Mayor.
I have no indication that the Mayor intends to do
that, no.

Q622 Clive EVord: They do not intend to review the
Metropolitan Standards of Fitness?

MrHallé: I am sure that the standards of fitness can
always be something that we may want to review at
certain times. That is something that we could wish
to review but not something like the abolition of the
PCO, no.

Q623 Chairman:Would you like to give us a written
note to that eVect?
Mr Hallé: Yes.

Q624 Chairman: On this joint ticketing, how about
buying a plane ticket and getting a one day travel
card to a London hotel? Is that a possible scenario?
Mr de Cani:With the DLR extension we have done
a lot of work with the airlines at City Airport. City
Airport is quite small so it is quite easy to deal with
a relatively small number of airlines and they are
willing partners to talk to us about joint marketing
opportunities. We have introduced some marketing
initiatives wherebyOyster pay as you go is marketed
in the originating country, particularly withKLM in
the Netherlands, Germany and France. That works
very well. City Airport has a lot of repeat passengers
so they see the benefits of pay as you go because they
can get one and just top it up each time.

Q625 Chairman: They can in eVect get a deal which
enables them to have the benefits of the Oyster card
by printing something out when they print out their
boarding card?
Mr de Cani: It is not necessarily with the boarding
card. That is complicated. What they would need to
do is to buy an Oyster card from the DLR ticket
oYce at City Airport Station.

Q626 Chairman: They would presumably present
some evidence?
Mr de Cani:Yes, that is right. They just need to give
evidence of their original address and they can use
that same card for every journey and top it up online.
If they are in Brussels, they are flying in the following
day and they want £5 on the Oyster card, they can
do that on the Internet the night before. It saves
having to buy a ticket.

Q627 Chairman: How long have you been running
that?
Mr de Cani: Since the Oyster pay as you go was
introduced, so 12 months-ish.

Q628 Chairman: Have you any figures for the
increased use?
Mr de Cani: It is increasing all the time. It is
obviously dependent on working with the airlines to
market that to passengers. I do not have the specifics
at City Airport but anecdotally it is increasing all
the time.

Q629 Mr Leech: Can you buy an add-on to your
airline ticket that gets you to the centre of London
because, for people just coming into London on one
occasion, they are not going to make the eVort of
getting anOyster card.Are you able to do something
whereby they can just add on the price of a DLR trip
into the centre of London on top of the airline ticket?
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Mr de Cani: We did investigate the possibility of
selling a combined airline ticket with a travel card
element, so it would be one ticket. If you were
travelling on a particular airline to CityAirport, that
would include a journey on the DLR. That became
quite problematic because of the three letter code for
airports. I am getting a little bit away from some of
the detail I am familiar with. It meant that the
station you were ending up at on theDLR—say that
was Bank—would have to be referred to on your
airline ticket in the same way the airport is referred
to. It became very diYcult from a regulatory
perspective. What we decided to do was to try and
make that simpler but we would focus on the Oyster
card because the Oyster card oVers real cash savings
as well for regular users. Even if people are travelling
on one journey, it is cheaper to get anOyster card for
that one journey than to do it as a cash fare. That is
what we have been encouraging passengers to do. It
is relatively straightforward for them to do that.

Q630 Chairman: Do you think the advantage in
London, the City and the eVectiveness of the DLR
has been a little driven by the fact that you do have
virtually a monopoly? There is not another easy,
eVective way of getting to City Airport, is there?
Mr de Cani: No, absolutely. I agree with you. The
alternatives to DLR are a local bus service, which
takes longer, a taxi, which is expensive and subject
to traYc conditions, or car. I agree. We do have a
monopoly but we also oVer the best service, themost
reliable service and the quickest journey time.

Q631 Chairman: Is there anything you could teach
any other London airport?
Mr de Cani: The scale of City Airport is unique
because it is so small. It is diYcult to draw
comparisons with some of the other London
airports because they are on a completely diVerent
scale. The planning of the station at City Airport
oVers some good lessons because it is very attractive
to people when leaving the terminal to get straight
on the DLR.

Q632 Chairman: It is in the right place, in other
words?
Mr de Cani: It is.

Q633Mr Leech:You say that the alternatives to the
DLR are not very appetising. Has there been any
work done to look at improving bus services to the
airport and other public transport options?
Mr de Cani: Yes. City Airport, like all London
airports, has an Airport Transport Forum that
involves the operators at the airport along with
public transport operators. We are involved there
along with representatives from buses, taxis and
other modes as well. They clearly do diVerent things.
City Airport employs up to 2,000 people. Buses are
a very important mode for airport employees
because it connects them to diVerent parts of east
London. That is not so important for passengers
because it does not provide the journey time savings
and the connections to places like Canary Wharf,

Bank and central London, which are best served by
rail. The diVerent modes play diVerent roles but the
DLR has a very diVerent role to local bus services.

Q634 Mr Wilshire: Does the Mayor support the
building of Airtrack?
Mr O’Loughlin: Yes, TfL does support the principle
of Airtrack and recognises the benefits that there
would be for passengers from that south west part of
London and employees of the airport to access the
airport via public transport. Indeed, we are a
member of the Airtrack Forum which is seeking to
promote the building of the link.

Q635MrWilshire: I notice that you said he supports
it in principle. Can I try and clear up what image the
Mayor has of the service that would be operated?
Does he see it as an express service from Staines to
Waterloo or does he see it as another means of
solving what he sees as commuter pressures from
within greater London—i.e., producing a stopping
service between Staines and Waterloo?
Mr O’Loughlin:My understanding of the scheme is
that there would be two trains an hour, semi-fast,
between Heathrow andWaterloo in addition to two
between Heathrow and Reading and two between
Heathrow and Guildford.

Q636MrWilshire:What is theMayor’s definition of
“semi-fast”?
Mr O’Loughlin: It would not stop at all stations but
it would stop at principal stations between
Heathrow and Waterloo.

Q637MrWilshire: It would not be a through express
in his view?
Mr O’Loughlin: It would not be a dedicated, non-
stop service that one sees with theHeathrowExpress
or the Gatwick Express.

Q638MrWilshire:Youwill be aware that part of the
line would travel outside greater London.Would the
Mayor seek to take control of the stations outside
greater London, in my constituency?
Mr O’Loughlin: There are no plans that I am aware
of for that at present.

Q639 Mr Wilshire: There is legislation that entitles
him to, as I am sure you are aware.
Mr O’Loughlin: I am aware of that but my
understanding is that that legislation has not as yet
been passed and no announcement has been made.
Mr Wilshire: Could I ask for some thought to be
given to that last answer and a reply to be sent to us?
Chairman:Would you like to give us a note, please,
on that?

Q640 Mr Clelland: What percentage of all coach
journeys to and from airports does National
Express operate?
Mr Lambden: In total it is somewhere under 50%. It
varies from airport to airport. We have a strong
presence in some airports and a very small one in
others. There is a lot of competition particularly at
Stansted, as Mr Morgan referred to earlier on, but
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that is a very buoyantmarket, the coachmarket, and
we are one of four operators operating in and out
of there.

Q641 Mr Clelland: In your evidence you say that
providing a 24/7 service is critical in terms of funding
and cross subsidy of routes. Can you say something
more to the Committee about that? Can you explain
how that works?
Mr Lambden: It is essential to have a service that
meets theneedsof thepublic forgetting to theairport.
First and foremost, we must provide what our
customers want andwhat people going to the airport
want. A lot of flight times require early check-ins.
You need to be at the airport for five o’clock in the
morning so you have to run coaches that get them
there intime forthat.Youhave to leaveabitof leeway
aswell so that people feel comfortable getting there in
plenty of time, particularly going back from the
airport as well.When people are going home they do
notwant towait aroundso it is essential that youhave
a service that minimises the wait. The frequency you
operate will depend on the destination and the
volumes of people to carry.

Q642 Mr Clelland: Those services are subsidised by
services run atmore popular times?
Mr Lambden: In eVect, yes. There are some times
when they are very busy; there are some times when
they are quiet, butwe need to provide those. If planes
are delayed at all, we need to have something where
people feel confident that there will be another coach
to take them at a later time.

Q643 Mr Clelland: What are the main problems
facing coach operators at airports?
MrLambden:There can be a lack of space at times. It
can be the facilities that are provided.

Q644MrClelland:Are the terminals well situated?
Mr Lambden: They vary according to the airport. If
you take Liverpool John Lennon Airport, the buses
and coaches terminate right outside the door.

Q645Mr Clelland: That is a problem airport in your
view. Are there any others?
Mr Lambden: I did not say it was a problem airport.
They take people right where they want to go to. In
other places they will be further away. Clearly, you
cannot go right to the front door of a Heathrow
terminal because of the layout of the place.
Sometimes there are long walks in the terminal.
Manchester was mentioned earlier on, the facilities
and investments they had made in their ground
transport interchange. They have provided a very
good facility which is excellent for people getting to
some parts of the terminal and further for people
going to terminal two.

Q646 Chairman: Manchester and Liverpool are
good.Which are bad?
Mr Lambden: Gatwick is probably one of the less
good ones at the present time. Facilities there are
much more basic. Heathrow was in our view a bad
one. Despite the fact that it was all covered, facilities

were quite minimal. We worked with BAA on that.
We persuaded them thatwork needed to be done and
weputmoneywhereourmouthwas and invested in it
with them. We developed the facilities ourselves.
Whenpeople arewaiting at anairport todepart, their
last memory of that airport is going to be what they
see, sitting around there. People tend to want to wait
at the departure gate. They have this nervousness
about being at the right place at the right time, even if
they are not due to go for an hour. If you sit in a place
where it is windswept, youwill not enjoy that airport
thenext timeoryouwillbedeterred fromusingpublic
transport. Our belief which we put to airports is that
facilities outside at the bus and coach terminals
shouldmatch the facilities inside.

Q647 Mr Clelland: Is the question whether a coach
terminal at an airport is good or bad related to the
amount of usage or other influences?
Mr Lambden: From our point of view, we would
invest where there is more usage because we will
satisfy more customers. If somewhere only has a
handful of people a day, we are not going to put a lot
of money into providing a facility there. It is
important to have good facilities where volumes are
still not great because that encourages people to use
themandhopefully you can see it as awayofbuilding
business for the future.

Q648MrClelland:Doyousee that in the future this is
going to be a growing method of transport to and
from airports as compared with other methods of
transport?
Mr McInnes: If you look at the CAA figures on the
expansion plans for airports we already have our
network strategy review under way, looking at
essentially how we can adapt our network to serve
airportsbetter, not just themainLondonairportsbut
regional airports.
Mr Lambden: Adding to what Mr Morgan said
earlier on, we have greatly expanded our services in
and out of Stansted Airport, which has been one of
the major growth areas. If you look back five years
ago, we had one service to central London. We now
have three separate services operating up to every 10
minutes at peak times taking people to diVerent parts
of London. We have introduced new services to the
east and west Midlands and we are looking for ways
of expanding in other directions as well in
conjunctionwith the airports.

Q649 Mr Clelland: What about environmentally
friendly fuels? Is that something you have looked at?
Mr Lambden: We use low sulphur diesel. All our
vehiclesmeet the standardswhich theMayor is going
to require for the low emission zone. We are
continually seeking ways of improving the eYciency
of our vehicles. It is good business sense from our
point of view.

Q650Chairman:Doyouhaveanyconcernsabout the
permit system atHeathrow?
Mr Lambden: We have had to work with a permit
system formany years.
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Q651Chairman:That is not quite the same thing.Do
you get value formoney?
Mr Lambden: We have continued discussions with
the airport operators about how much they want to
charge us. I know that is not a direct answer as such.

Q652Chairman: I think it is quite clear.
Mr Lambden:We are in discussion with BAA at the
present time because they have suggested ways of
changing the charges in someplaceswhichwe are not
happywith.We are talking to them.We hope wewill
findasolutionbut Icannotgiveyouthatanswerat the
moment because it is still an ongoing discussion.

Q653Clive EVord:You answeredMrClelland about
your future business plans. Does park and ride form
part of your work in relation to airports?
Mr Lambden:We do not having anything you could
directly say is park and ride at the present time.
Indirectly, there are people who will park in one
place, board our service and go to an airport. It is
something which it is true to say we are examining as
part of our future strategy.

Q654 Clive EVord: Have you considered issues
around concerns about security around airports and
the number of vehicles that go in and out? At some
time in the future theremay be pressure to reduce the
number of vehicles that go close to airport terminals,
which may require public transport links such as
coaches from outlying areas. Is that something you
have looked at?
Mr Lambden:One of our coaches takes up the space
of three cars.Our average loadings are the equivalent
of nine cars so that helps make better use of space on
the roads. Yes, we are conscious that some airports
have said to us there may have to be changes with
security arrangements in the future.

Q655 Chairman: Have you had detailed talks with
them about the dangers of something being hidden
under a seat in one of your coaches when you are
driving right in? Do you check the coaches once
everybody is oV?
MrMcInnes: The drivers are instructed to check the
coach holds at the end of journeys. If there is any
baggage found, it is reportedas lost luggageand itwill
be taken back into the system and hopefully reunited
with the passenger at some point.

Q656 Chairman: If it blows up, it just blows up the
staV?
MrMcInnes:At themomentwe do not have security
scanners when people get on coaches or at coach
stations when they are in their origination locations.

Q657 Chairman:Are you talking to the Department
for Transport about the security implications of the
changes at airports? Is this something that—not just
you but the coach industry—have taken on board,
the fact that you ought to be next in line?
Mr Lambden: One of our colleagues is in discussion
with part of DfT. I am sorry, I cannot remember the
name of the department which deals with security.

Q658Chairman:Transec.
MrLambden:He does take all the advice from them.
Post thewarnings comingup to twoyears ago,wedid
issue new instructions to drivers: if they have any
suspicions about anyone or anything boarding the
vehicles, they are to contact us.

Q659 Chairman: Do you monitor that? How many
instances have you had where drivers in the last year
have reported anything to you?
MrLambden: I do not have a precise figure.

Q660 Chairman: Do you want to go away and do
somehomeworkon that? Itwould be very interesting
to know how many drivers have reported any
suspicious circumstances and what action has been
taken since the date.
MrLambden:Wewill get that information for you.

Q661 Clive EVord: Do you believe that airports see
car parks as a cash cow and that is why they do not
engage in these sorts of discussions with you?
Mr Lambden: I think part of the answer to that was
given by the earlier witnesses. Certainly the airports
have found that it is a valuable source of income. I
know from discussions I have had with airports over
the years that initially they thought, by puttingup the
charges, they would encourage people to use public
transport. They have subsequently found that it is a
good source of income.

Q662CliveEVord:CanIaskTfLifyouaresupportive
of eVorts to allocate more space for park and ride to
serve airports?
Mr Hallé:We do not have a specific policy on park
and ride to airports but we do have a policy on park
and ride and that is that we would not have park and
ride locationswithin the inner andmiddle suburbs of
London, travel card zones one to three. In outer
London we would consider them but we would only
consider them where it was clear that we could see a
reduction incar trips bydoing it.Oneof theproblems
withparkand ride aroundanarea likeLondon is that
it can encourage what we call rail heading, where
peoplewhoperhapsuse the train fromfurther out see
an opportunity with park and ride to drive further
into London to reduce their rail fares and pick up the
rail or bus service at the park and ride site. That is a
real concern that TfL has. Within London, to find
sites to locate park and ride would be very diYcult
andvery limited, tofindthecarparkingspace tomake
such a development, even if we felt there was a site
that would reduce car trips.

Q663Clive EVord:Have you identified any sites?
MrHallé:As far as I am aware, no, we have not.We
have looked at a number of sites which have been
rejected inthepast.Theonethat isprobablymostwell
known is Boston Manor where there was
considerationovermanyyears somewhileagobefore
TfLwas set up, in London Transport days, to a park
and ride site because thePiccadillyLine railway there
crosses theM4soyoucould site it close toaPiccadilly
Line station but that was not consideredworthwhile.
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9 May 2007 Mr Dick Hallé, Mr Richard de Cani, Mr Edward O‘Loughlin, Mr Mike Lambden and Mr Ian McInnes

Q664CliveEVord:Howdoesnot identifyingany sites
deal with the problem of rail heading?
MrHallé:You can model what you think passenger
behaviour would be and you can look at what has
happenedat other parkand ride sites inotherparts of
the country. Because London has quite a dense rail
network and you have a large number of people who
travel long distances fromwell outside of London on
the rail network, you could easily get a position
whereby, building park and ride sites, people would
switch from the long distance rail journeys to driving
part of that journey to the park and ride site and then
payamuch lowerfare togofromtheparkandridesite
to wherever they were going in central London or to
the airport.

Q665 Clive EVord:Heaven forbid we should make it
convenient forpeople toget torailwaystations. Ifyou
were encouraging people who currently drive in to
stations in and around my constituency, if you were
encouraging thosepeople topark inouter lyingareas,
theywouldwelcome that.Whyareyounot lookingat
that, whether it is for airports or anything else?
MrHallé:We want to encourage people to get on to
thepublic transport networkas close to their homeas
possible. If theywere driving to the station,wewould
want them to drive to the station closest to their
home.

Q666 Chairman: Where has this interesting theory
come from?Who has given you the facts and figures
that have enabled you to decide that people, having
driven half the way, would not drive the next half?
MrHallé: I am not suggesting theywould not drive.

Q667Chairman:You told us that the policy, which is
what we are talking about, is that youwant people to
get on to rail as near as possible to where they live.
Youhaveassumedthat theprovisionofparkandride
wouldencourage themtodrive further inandthenget
on to rail. There must be some reason for this. There
must be some set of statistics that makes it clear that
this iswhatpeopledowhenparkand ride is provided.
Mr Hallé: If you look at the cost of making
comparative journeys by rail all theway in fromsome
distance outside London, compared to the cost of
driving in to a park and ride site and then taking the
train, the cost of the journey would be cheaper to
drive.

Q668 Chairman: It would be cheaper to drive the
whole way.

Witness:Mrs Ann Bates,Deputy Chair, Disabled Persons’ Transport Advisory Committee (DPTAC), gave
evidence.

Q672 Chairman: Good afternoon. Thank you very
much for coming. I hope you have done the usual
scenic tour of the House which is open only to
wheelchair users. It shows you some of the more
salubrious parts of the establishment.

MrHallé: Itwouldbebut theycannotdothatbecause
they do not have the parking facilities further in.

Q669 Chairman: All I am interested in is the facts.
Where has this theory come from and what is it
backed up by?
Mr Hallé: It is not just a theory. The costs of the
journey would be lower by driving a substantial part
of the way to the park and ride site and then picking
up the train coming into a city like London. At the
moment, if you drive into London—and this
probably applies to the suburbs of London as well as
the central area—you will not generally be able to
park all day, unless you pay a very high charge at a
select, small number of places. The only way of
travelling in is by train. If there were a park and ride
site, particularly one that was close to a motorway,
peoplewouldandcoulddrive inand theymayevenbe
able to drive inmore quickly to the park and ride site
if themotorwayat their homeendwas relatively close
to they live, maybe closer than the railway was. They
could drive in very quickly to the park and ride site
and take the train from there further into London.
That would be cheaper and possibly even quicker for
them todo.Therefore, itwouldbeattractive for them
to do.

Q670 Chairman:That would put a lot more pressure
on your park and ride sites. Is that the theory behind
this or you do not want people to come from too far
outside? Theremust be a reason.
Mr Hallé: It would take people oV the rail system
which is obviously amuchmore sustainablemode of
transport than having people drive.

Q671 Chairman:We would be interested in seeing a
littlenote fromyouwithoneor two factual references
towhere this interestingtheoryhasdeveloped,please,
because itmust be basedon something. It cannot just
be based on the assumption that human behaviour is
automatically predictable by TfL. Are you
supporters of eVorts to allocate more space for park
and ride in airports?
Mr Hallé:We would want to see people making as
many trips as possible to airports—and we have
worked with BAA over the years on this—by public
transport modes. Whilst we have not looked
specifically at the question you ask about park and
ride at airports, I do not think we would want to
encourage that becausewewant to encourage people
to travel as far as possible by public transport to
airports.
Chairman: Gentlemen, you have all been very
instructive. Thank you verymuch indeed.

Mrs Bates:Yes. We had to use the umbrella coming
in, which was unusual. You think you are in and the
next thing you know you have to put your umbrella
up again.
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Q673 Chairman:We have a very interesting building
here and it is full of surprises for people in
wheelchairs. Thank you very much for coming. I
wonder if you would be kind enough to identify
yourself for the record?
Mrs Bates: My name is Ann Bates and I am the
deputy chair of the Disabled Persons’ Transport
Advisory Committee or DPTAC.

Q674 Chairman: You are most warmly welcome. I
want to ask you a bit about the voluntary code. You
say in your evidence, “All UK airlines are thought to
be implementing the Code”, though there is no
definitive list. Is the 2003 voluntary code working?
Mrs Bates:We believe it is patchy. Some airlines and
some airport authorities have taken it on board and
some have not. The great pro for lifting part three for
aviation would be to make everything level.
Consistency is really important for disabled people
when they are travelling. There is confusion between
Part Three of the DDA applying to airports but not
to airlines and things like that. We have good and
bad about all the airlines.

Q675Chairman:You say there is not a definitive list.
Why is that?
Mrs Bates:We have not been provided with one.We
are hoping to take the opportunity to press for one
when the European rules come in.

Q676 Chairman: Did DPTAC ask for one when it
became clear that that information was not readily
available?
Mrs Bates: Yes, we did.

Q677 Chairman:What was the response?
Mrs Bates: Nothing was held centrally, I am told.

Q678 Chairman: That is the fact but what was the
reason?DPTACpresumably said, “Wewant to have
access to this information in order to inform people
how they can obtain the best service.” The reply to
that was simply, “We do not know”?
Mrs Bates: Yes.

Q679Chairman:Are you pressing for the assembling
of that sort of information centrally, because it must
be quite vital, must it not?
MrsBates:Verymuch so.We see the need to be clear
and transparent about who is doing what as central
to disabled people’s experience on all sorts of
transport.

Q680 Chairman: Do you have evidence of any
diVerence of attitude between, say, the scheduled
airlines, the cheap airlines and the ragtag and
bobtail?
Mrs Bates:No. There are scheduled airlines that can
be very poor. We have complaints right across the
piece.

Q681 Chairman: Is the new European regulation
really necessary?

Mrs Bates: I think the European regulation will help
a lot of things but there are parts of the European
regulation that will not address the DDA principles.

Q682 Chairman: Tell us which bits are which.
Mrs Bates: I do not believe that the European
legislation will cover all disabled people. To some
extent it does not cover people with conditions that
come on slowly right from the point of diagnosis, as
the DDA does.

Q683 Chairman: What are we talking about? MS?
ME?
Mrs Bates: I am just going to look at my list; MS,
cancer and AIDS.

Q684 Chairman: In general, you think that it would
apply too late in their physical condition. Is that
what you are saying?
Mrs Bates: Yes. As you probably know, I am the
chair of the Rail Group. In general, I believe the fact
that the European legislation is around people with
reduced mobility does tend to give the idea that
Europeans see disability as a physical thing. We all
know that 95%of disabled people are not wheelchair
users and that people have equal or sometimes worse
problems who have non-recognisable, invisible
disabilities. Using the term Person of reduced
Mobility (PRM) does tend to give us concern.

Q685 Clive EVord:Do all airports provide dedicated
passenger assistance lounges for disabled travellers?
Mrs Bates: Not all at present. There is a way of
thinking that in some places they are not ideal
anyway. We are pressing to have lounges integrated
with our seating. Not every disabled person wants to
sit with other disabled people waiting for their flight
to be called. We are looking to work with the
airports to have systems such as, if I am in a self-
propelling wheelchair, I would like to use the shops
just like other passengers. We are working with the
BAA on a system where we can have pagers and be
called from our pager when somebody comes to
collect us for our flight.

Q686 Chairman: You are not seeking to bar the
creation of special lounges; you are simply saying
there will be some circumstances in which they
would not be suitable?
Mrs Bates: Exactly. Personally, because I have a
hearing loss, I am very keen to make sure that such
reserved seating areas do have audio and visual
information. Having sat in them myself, I hear
people coming to call people who are patently not
hearing them.

Q687 Clive EVord: Where there are facilities for
disabled people provided, is there any evidence that
they are being abused by other passengers?
Mrs Bates:Not necessarily. No work has been done
on it that I know of.

Q688 Clive EVord: Are there any airlines that
disabled travellers know in general not to travel on?
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Mrs Bates: No.

Q689 Clive EVord: You can name names.
Mrs Bates: It would be lovely to be able to name and
shame people who have refused to come and give
evidence to you and things like that. We are not a
complaints handling authority but we do get quite a
lot of complaints coming through DPTAC. The
Disability Rights Commission get a lot of
complaints coming through them but
predominantly they are not about one airline or
another; they are about practices and procedures
and some of the scheduled airlines are just as poor as
the low cost ones.

Q690 Clive EVord: Without naming names, what
about the principle of additional charges for people
with disabilities?
Mrs Bates: We are against that. The DDA is very
much against that. It is not just the Ryanair thing
about paying for a wheelchair. There are other
hidden charges like, for instance, if I cannot book on
line for the assistance that I need. I have to ring what
is usually a premium rate number in order to book
the assistance which I am obliged to book and that
can run to an hour’s phone call. In my view and in
DPTAC’s view, that is a tax on my disability.

Q691 Clive EVord: The theory behind the charge is
that it costs more to carry somebody with a
disability. Do you have any comments on that?
Mrs Bates: At DPTAC we believe that, yes, there
might be additional charges to dealing with people
with disabilities but there are also gains to be made.
Let us take the dedicated area, the disabled seating
area, for one. It takes somebody a lot longer to find
somebody who has hearing loss and who is not
answering. Planes have the equivalent of train dwell
times to consider. If they want to get things speeded
up and made more eYcient, then ways of
communicating with disabled people have to be
slipped in. For instance, if you have to keep a plane
waiting and it misses its slot because your policies
and procedures are not clear, you lose a lot more
money than hiring somebody to push a wheelchair.

Q692 Clive EVord: Are you aware of any airlines
charging extra for carrying assistance dogs?
Mrs Bates: Not necessarily extra but there can be
complication as to whether dogs are charged for or
not and whether an extra seat is allowed for them
free or not. We have worked with Guide Dogs to
produce their preparation but this one covers
international travel and there is a similar one that
covers UK travel. These are very clear guidance to
everyone travelling.

Q693 Chairman: You will have to read us the title, I
am afraid.
Mrs Bates: “Preparation of UK Guide Dogs and
other AssistanceDogs for International Travel” and
“The Policy of the Carriage of Guide Dogs and
Other Assistance Dogs by UK Airlines.”

Q694 Chairman: Very catchy. I am sure you will
sell lots.
Mrs Bates:We did not do them; the Guide Dogs for
the Blind Association did them.

Q695 Clive EVord: Is online booking and seat
allocation discriminatory against people with
disabilities?
Mrs Bates: It varies by airline. I travel with Easyjet
and I can book my care online at the time of
booking. Other airlines are not the same. You have
to ring through. In my experience, it has not been a
free for all but people report to us that it can be.
Good practice says that disabled people should have
seats near to the exit, that they should have separate
seats allocated to them, and in the free for all which
is the low cost airlines that can get lost at certain
times.

Q696 Chairman:What is Ryanair’s quota system?
Mrs Bates: Ryanair, long ago apparently, had a
conversation with Bert Massie when he was not at
the DRC, when he was at RADAR, where they
maintained that Mr Massie agreed that a quota for
disabled people per flight would be reasonable.

Q697 Chairman: He said it?
Mrs Bates: That is what they are saying. The DRC
have issued a press release disclaiming the whole
idea. Mr O’Leary believes that is what was agreed
and now says that he will only have four people with
disabilities on an aircraft.

Q698 Clive EVord: Do you think this is a fair
commercial practice?
Mrs Bates: No, definitely not, again because of the
diVerent disabilities. Having four wheelchair users
might be reasonable for safety and in relation to
JAR-OPS regulations but there has been an instance
on Iberia of a group of hearing impaired people
taken oV the plane because that same quota was
used. They said that there were too many disabled
people on the plane. Our theory is that people with
hearing loss are no more a danger than people for
whom English is not their first language.

Q699 Chairman: You should sit around here. There
are a lot of people with selective hearing.
Mrs Bates: I can imagine.
Chairman: Some of them make a career out of it.

Q700 Mr Clelland: Do disabled people have
particular problems with airline baggage policies?
Mrs Bates: We are negotiating hard since British
Airways and others came upwith the idea of one bag
of a certain weight. We have had British Airways in
to our Aviation Group and have negotiated with
them about disabled people, who are unable to carry
one large bag, being able to distribute it to two bags
with no extra charging. The problems with this are
the invisible, disabled people. It is all very well for
me, I am obviously disabled, but the vast majority of
disabled people who would not be able to manage
that case are not visibly disabled, sowe do have some
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issues about that, but we are assured that their staV
will be looking out for said people and letting them
use two cases.

Q701MrClelland: So you have fought it with British
Airways, but what about other airlines?
Mrs Bates:We speak to a number and everyone who
comes on our AviationGroup actually has agreed to
that principle, and we are working with ABTA as
well. The Chair of the Aviation Group is the Head
of Consumer AVairs at ABTA, so we work in
concert with them.

Q702 Mr Clelland: Is the baggage policy the thing
you get most complaints about?
Mrs Bates: We get a lot of complaints about
wheelchair damage and we are working with the
airlines about a safe way of transporting
wheelchairs. Most wheelchair users who travel have
found a way round these by taking anything loose
oV the wheelchair and we take it in the cabin with us.
There were a lot of problems with that in the recent
security alerts. Various people have manufactured
bags and things like that to put wheelchairs in and
we do get a lot of problems with that. I believe the
Montreal Convention does not allow for the full
price of the wheelchair if it is damaged in the hold.
There are also issues about the drugs that you need
when you are at your destination, not just on the
plane, because it is very diYcult for some disabled
people to get travel insurance and extra insurance
like that and, if I was, say, going to America to visit
my son, replacing my drugs would be a prohibitive
cost to me, so we do have issues, but our main
problems are about boarding and alighting from
planes.

Q703 Mr Clelland: So you would say presumably
that, where possible, there should be an industry-
wide standard across all airlines?
Mrs Bates: Very much so. I think it gives clarity to
both the industry and to disabled people. I think it is
just as important that the industry have clarity as it
is for us.

Q704 Graham Stringer: On a completely diVerent
line of argument, and it is very interesting what you
are saying, what I am finding diYcult to get is a
picture of whether the experience for disabled air
passengers is getting better or worse and, if that is
too general a question, are there particular areas
where it is getting better or particular areas where it
is getting worse?
Mrs Bates: We are not a complaints-handling
authority, so what I am saying to you now is
anecdotal. We do work with the Air Transport
Users’ Committee, they do come to our aviation
meetings, but at themoment there seems to be a little
bit of confusion, and I know we picked this up in
your earlier evidence, about who complains to
whom and where people find out about the
complaints procedures. You have to bear in mind

that what I am saying now is not borne out by hard
statistics, but, given that more people are travelling,
we do have more complaints. They tend to be more
surrounded by the pressure to get aircraft in and out
of airports more quickly, although we believe it is
getting better everywhere, but very slowly and
inconsistently and there is not any single area where
things are failing more than others in the same way
as there is no single airline.

Q705 Graham Stringer: So there is nowhere where it
is going backwards at all?
Mrs Bates: No.

Q706 Graham Stringer: The impression I get from
reading the press is that, because of the changes in
the aviation industry with more low-cost carriers
and less prestige flight carriers, the experience of
disabled passengers might be getting worse. That
would be incorrect, would it?
Mrs Bates: No, I would not say that was the case. I
think that proportionally I do not believe that there
is any more. More disabled people are travelling
now and I think disabled people are no longer
content to holiday inDevon, but theywant to be out,
flying around with everyone else, and all I can say is
that the statistics that we have do not bear that out.
On the other hand, disabled people’s gadgets and
gizmos are getting more and more expensive. I
advise on rail for Transport for London and a
colleague of mine in Transport for London has a
wheelchair that is worth, I think, £18,000, so if
something goeswrong in the hold of the aircraft with
that, then that is a proportionately larger cost and
she is more likely to complain.

Q707 Chairman: Is there anything in general that
you think could be done by the authorities and the
airline industry working together to produce a more
easily understood and enforceable code of conduct?
Mrs Bates: We are working with BAA because,
under the new European legislation, the Airports
Authorities will be delivering the ground-handling
and charging the airlines for that handling. At the
moment, it is a very patchy situation with some
airlines providing the handling themselves and I
think in the name of consistency that will be very
good, but I believe that it is something that we need
to seize with both hands and make sure that the
training of the ground-handling staV is very good. A
lot of disabled provision is all about the training of
the staV involved. It is an old chestnut, I have said it
here before and I will probably say it again, but
infrastructure is a minor thing and it is more to do
with the people who are interacting with disabled
people having an understanding of what the issues
are and how to talk to disabled people.

Q708 Chairman:On that very constructive note, can
I thank you very much for coming, you are most
warmly welcome, and we are very grateful to you.
Mrs Bates: Thank you very much indeed.
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Q709 Chairman: Good afternoon, gentlemen. You
are most warmly welcome. Can I ask you to identify
yourselves for the record, please?
Dr Bush: Yes. I am Dr Harry Bush. I head the
economic regulation part of the CAA on the CAA
board. Richard Jackson is the board member for
consumer protection and Mike Bell is the board
member for safety.
Chairman: Thank you very much. Dr Bush, this
room does absorb sound a bit. I am sure you know
the House rules. We are recording what you say, so
the microphones in front of you do not necessarily
project your voice but they do record it. Members
having an interest to declare.
Mr Martlew: A Member of the Transport and
General Workers’ Union and the General and
Municipal Workers’ Union.
Clive EVord: A Member of the Transport and
General Workers’ Union.
Graham Stringer: AMember of Amicus.
Chairman: ASLEF.
Mrs Ellman: A Member of the Transport and
General Workers’ Union.

Q710 Chairman: Dr Bush, did you have something
you wanted to say to us before we begin, or can we
go pretty well straight into questions?
Dr Bush: Given the shortness of time, I am very
happy for you to crack on with questions.

Q711 Chairman: I think it was helpful that you did
take account of the previous evidence we have been
given, but we shall undoubtedly want to question
you on some aspects of that. What do you think the
CAA has done to improve air travel for the
consumer?
Dr Bush: I think if you start with some of our core
regulatory roles and I think if you look at consumer
protection, the work that is done on airline licensing
and financial fitness is very critical so that people can
book with a reasonable chance of being able to
travel. There is a huge amount of work that is done
on safety regulation, and that is obviously critical for
the passenger experience. Then in my own area of
economic regulation, of course, we get involved at
the designated airports with their investment
programmes and with quality standards there and
we are very aware of the extent to which investment
in the airports, in those large and important airports
in the UK, is important for subsequent passenger
experience.

Q712 Chairman: What are the two or three things
which should be done in the immediate future to
make further improvements?
Dr Bush:Aside from carrying on with the core work,
I think in the areas of economic regulation we are
focusing very heavily, in the current review of
Heathrow and Gatwick, on the quality of service to
passengers at the airport and we are trying to
improve and augment the incentives on BAA,
because those are the two airports we are
considering at the moment, to pursue better quality
of service.

Q713 Chairman: In what way?
Dr Bush: In particular, security queuing. One of the
lessons of last August and the succeeding months
was that the drum was stretched too tight and the
95% chance of getting through in 10 minutes or
under was too low a standard, too high a figure, and
we have argued—and we think the airlines and
airports are going to accept this—for a five minute
standard because we think, apart from the
immediate benefit to passengers, that will enable the
whole system to be more robust of the sort of
turbulence we got last August and which I think,
looking at the world we live in, we may well
experience again.

Q714 Chairman: What sort of feedback are you
getting from that?
Dr Bush: The feedback from airports and airlines on
that is, I think, relatively positive. They are engaged
in a process which we have named constructive
engagement, which we have set up as part of
economic regulation. They are discussing the issue,
but I think both sides recognise that this area has got
to be improved. There are, of course, benefits to
airlines from this because it improves the chance of
their planes getting oV on time, so there are benefits
there, but I think they recognise that the sorts of
things which happened last summer should not be
repeated.

Q715 Chairman: Have they given you specific
evidence of the sort we have received in the
Committee, particularly security restrictions at the
airports, the way they are applied, the inflexibility?
Dr Bush:We had a lot of dealings with this issue last
summer because BAAcame to us to lift, for a period,
the security queuing standards and the rebates which
would have applied, which we did because of the
scale of the change in security requirments. So
during that period we discussed with themwhat they
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were going to do to improve the standards with the
amount of recruitment they would have to
undertake with new security guards and the new
machines which would have to be put in to improve
capacity. So all of those issues we discussed with
them in trying to determine for what period we
should lift those standards. Those standards were
lifted for five months at Heathrow and three months
at Gatwick, and have been in place since.

Q716 Chairman:Do you monitor the eVects of that?
Dr Bush: It is self-monitoring, if you like, because
you have airlines which are very keen on this and
airports are very keen—we get the information and
there is an automatic process whereby rebates are
paid by the airport to the airlines if those standards
are not met. So in that sense it is self-monitoring.

Q717 Chairman: You will remember that we did a
report saying that airport review decisions ought to
be subject to the standard regulatory model. Is that
the case now?
Dr Bush: I think you are referring there to the
possibility of it not being referred to the
Competition Commission, and for this review that
remains the case. That will require a legislative
change at some point in the future. As you know, the
Competition Commission is looking at the
ownership of BAA airports. Something may come
out of that in relation to economic regulation and I
think following that there may be a need for
legislation in this area.

Q718 Chairman: So where are your current price
control reviews?
Dr Bush:We are well on with BAA at Gatwick and
BAA at Heathrow. They have been referred to the
Competition Commission. The Competition
Commission is grappling with that. It has promised
us a report by the end of September. We will then
make decisions on the basis of that, taking their
report into account. Stansted andManchester are in
a diVerent position because the Government has
undertaken to consider the case for de-designation,
which this Committee, helpfully I think, argued for
and that process is under way. First of all,
considering the criteria. That consultation has
finished and the Government will shortly make a
decision and then it will consider the individual cases
on the back of analysis which we will be providing.

Q719 Mrs Ellman: If you think passengers’ interests
are not taken suYciently into account, what
sanctions can you bring to bear?
Dr Bush: I think one starts from a view of what is the
role of the CAA in this. If you look at UK airports,
we only regulate four at the moment. The other
airports in the UK are unregulated in the sense that
they compete with one another. Quality of service
will be one of the issues they will compete on, and
that is how that will be determined, as in any other
market. That would also be true of Stansted and
Manchester if they were de-designated. So far as the
designated airports are concerned, what we try to do
is set targets and standards, and then there is a

financial penalty if those are not met. They cover a
range of diVerent things. We have talked about
security, but for instance travelators working
properly. There is a standard that 98% of travelators
should be working at any one time. Your experience
and mine is that that may not be the case and we are
looking to see if there is some way in which those
statistics are put together which does not quite
match the passenger experience. Sowe are looking at
how the thing is measured as well as what you do
with those measures.

Q720 Mrs Ellman: What are the areas you are
looking at specifically? Where do you feel
concerned?
Dr Bush: Security queuing is one I have mentioned.
The whole issue around what we call people-moving
equipment, because that is obviously critical for the
long distances because of the long distances you
have, at Heathrow particularly, and also for people
of reducedmobility at airports, which is very critical.

Q721 Chairman: Just as a matter of interest, do you
look at the length of time it takes to get to the gate?
For example, in Gatwick there is a number of gates
which appear to be in outer darkness. Even the
airport staV say it takes 10 minutes, which is an old-
fashioned interpretation of 25.
Dr Bush:We do not look at this specifically because
we do not run the airports and the degree of
regulation –

Q722 Chairman:No, but the passenger experience is
what you are telling us about and it is what you have
just been telling Mrs Ellman about, and staggering
from the central point out to some of the ends of
those piers I would have thought was part of it?
Dr Bush: What I am saying is that passenger
experience is part of an overall package of economic
regulation. It flows out of some of the other things
we do, as opposed to being a very specific entity that
we target. If you look at the issue of distances within
Heathrow and Gatwick, some of that is due to the
ageing infrastructure, and if you look at the design
of Terminal 5 there will be much less in the way of
distance travelled because it has been designed in a
purpose-built way. One of the problems with
Heathrow (and Gatwick to some extent) is that has
been thrown together over the years and you get
some of those long distances, but travelators and
other people-moving equipment are critical, which is
why we have a particular focus on that in the service
quality standards.

Q723 Mrs Ellman:Which services do you decide to
give priority to, or are they all equal?
Dr Bush: We have 12 metrics, if you like. Some of
them are purely around services to airlines, for
instance the availability of the electrical power to the
planes from the stands, but there will be a whole
range of others—cleanliness, way-finding, security
queuing, travelators—a range of five or six, which
are particularly focused on passengers. I do not
think it is a question of giving particular priority to
any, although I suspect security queuing would have
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more priority than some others because then you
would encourage the airport to focus on that at the
expense of the others. It is very important to have
what you might call a balanced basket so that you
are looking at the passenger experience overall.

Q724 Mrs Ellman: In your assessments, though, do
you give any weighting to some of these services?
Dr Bush:Only to the extent that if we spot issues, we
focus in on them. So we focused in on security
because clearly that was an issue following last
August’s events. We focused in on the travelator
issue, and it is not so much that we are doing it but
we are getting the airports and airlines to discuss
how that can be better measured and assessed, and
also how you can incentivise BAA towards those
elements of people-moving equipment which are
critical to the passenger’s journey as opposed to
some others. So it is a question of finessing what we
are doing.

Q725 Mrs Ellman: Would you say that higher
priority goes to airlines or to passengers?
Dr Bush: Our statutory duties set by Parliament in
relation to economic regulation say quite clearly that
we should pay attention to the users, the reasonable
interests of the users, and the Act defines users as
airlines and passengers. It does not then give us a
locus for prioritising one over the other. I thinkwhat
we would say normally is that airlines do have
generally the benefits of passengers in mind because
actually that is part of the commercial appeal if you
are in a service-orientated industry, but theremay be
gaps. So you could imagine a gap could have
emerged between the airline and passenger interests
on security if the airline had been focused on keeping
costs down but the passenger hadwanted to have the
security queue shorter. So we focused in on those
areas where there might be some gaps.

Q726 Mrs Ellman:How would you describe current
service levels at Heathrow and at Gatwick?
Dr Bush: I would say that in general—and it is
confirmed by comparative surveys—they are not as
good as they should be. The airports are struggling
with an infrastructure which is outdated, which
should have been replaced some time ago. We are
obviously living with the consequences of T5 having
been delayed by planning inquiries for so long. Once
that is there, that ought to free up a lotmore capacity
at the airport and make the whole position much
more comfortable, and also enable the airport to
much more easily flex its infrastructure to deal with
things like security. I was reading what Mr
Muirhead from Manchester Airport said and how
diYcult they are going to find it to find the space to
put in new security lanes, and of course that issue
applies a fortiori at Heathrow.

Q727 Mrs Ellman: Do you see any prospects for
improvement in the short term?
Dr Bush: Actually T5 comes on track, of course, in
March 2008 so that ought to provide significant
relief at Heathrow and I think there is, amongst the
management at the airports, quite a lot more focus

on these sorts of issues because they have become so
salient in the public’s mind. We are certainly
focusing our rebate scheme much more clearly on
some of these issues and we are trying, in the process
of economic regulation, to put more incentives on
BAA to improve, so we would expect that to come
through.

Q728 Mrs Ellman:When is the next review?
Dr Bush:We reach a decision around next February
and the new controls kick in at the beginning of
2008/2009.

Q729 Graham Stringer: You explained to Mrs
Dunwoody where the regulation and the review of
regulation and designation of Manchester and
Stansted had got to. In that context, do you see the
EUdirective on airport charges as a step backwards?
You are referring to designating two airports.
Europe are trying to designate 50, are they not?
Dr Bush: Yes. Potentially it is a step backwards,
there is no doubt about it. It is still early days. The
directive is out and there needs to be discussion with
the Council and the European Parliament, and all of
those processes will be going on.We are very actively
talking to other Member States and talking to the
Commission, and we will be talking to Members of
the European Parliament as well, but we do see the
potential increase in regulation here from four
airports in the UK to six, to 20 (those are the
numbers with passengers over a million). There are
144 airports throughout Europe to be regulated in
some way or other through this directive. That is a
large increase in regulation, which has not really
been focused and targeted on particular objectives,
so we are looking for the scope of this to be re-
drawn. That will be our main objective and I think
it is one we share with the DfT.

Q730 Graham Stringer: So it is to amend the
directive rather than stop it?
Dr Bush: I think there may well be a twin track
strategy. If there was suYcient impetus to stop it and
have it completely re-done, that would be one thing,
but I think we have to live with the fact that it is out
there and that actually there will be a lot of
discussion, a lot of pressure, to keep it on track. We
will also be looking at how it can be improved and
the main improvement is to reduce its scope.

Q731 Graham Stringer: Last week we heard from
BAA andManchester that there is a huge volume of
liquids which were still being confiscated every day,
two tonnes a day in the case ofManchester.What do
you think can be done to reduce that figure and get
more passengers to comply with the regulations?
Dr Bush: You are slightly getting outside our
territory. This is getting into TRANSEC territory
and maybe the next set of witnesses will be better,
but I suspect there is quite a lot more in terms of
consistent information which needs to be given.

Q732 Graham Stringer: This to do with the quality
of the passengers’ experience of the airport and that
is partly your responsibility, is it not?
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Dr Bush: I think it would be if you are looking at
how the passenger would look at this. It is consistent
messages from airline websites, it is then consistent
messages at check-in, before you get to the security
gate. We have said in our airport regulation
document that we want to see much closer working
on some of these issues between the airports and
airlines because if you take the check-in position,
that is run eVectively by the airlines, or on behalf of
the airlines. Clearly, queues there can then lead to
queues at security and getting a mismatch of flows
can cause part of the problem. So getting closer
working, of which the issue you have identified will
be part, is clearly going to be pretty important
going forward.

Q733 Graham Stringer: This is a very general
question and it must cover your remit as it is so
general: do you think the passenger’s experience of
airports over the last 10 years has improved or got
worse?
Dr Bush: I think it is a mixed picture. One of the
interesting features, of course, is that the airport
market is changing very substantially. If you look
back 10 years, just over a third of passengers would
be travelling through what you might call regional
airports. That is now over 40%.
The Committee suspended from 3.00 pm to 3.10 pm
for a division in the House

Q734 Graham Stringer: You were in the middle of
talking about the changing quality of the passenger’s
experience over the last 10 years.
Dr Bush: Yes, and pointing out that actually the
structure of the market has changed quite
significantly, with 10 years ago something like a
third of passengers going through regional airports
and that has now, by 2006, increased to well over
40%. I think that is important because a lot of those
are going through smaller airports experience less of
the problems you were talking about in terms of
Heathrow congestion and the large distances people
have to haul their luggage around, and I think also
nearer to home. So a lot of the issues which
sometimes arise at the bigger airports do not arise
there, so that changing structure of the market may
well have improved passengers’ experience. On the
other hand, I think at some of the larger airports,
Heathrow in particular, the degree of crowding no
doubt has reduced the passenger experience,
although it has not really shown up—and I think this
is true of Manchester as well—in some of the
statistics in terms of changes, if you like, in passenger
satisfaction. You do not see a big deterioration. It
may well be that people in a sense get used to it and
understand the problems around Heathrow, but we
should be able to see, as I said earlier, a big change
next year with the introduction of T5.

Q735 Graham Stringer: One of the other changes,
apart from the regionalisation of services, has been
the huge increase in the number of people using the
low cost carriers and there have been comments
from a number of the senior members of those low
cost carriers that they want lower standards. They

want terminals which are less expensive to build,
essentially. Do you think within that there is a long-
term trend to poorer standards in airports? Will that
be the impact of these low cost carriers?
Dr Bush: I am not sure it will be necessary a lower
standard. I think it will be diVerent. You will find
more stripped down services, as it were, less glossy in
some respects.

Q736 Chairman: Is there a diVerence between
“stripped down” and “less”? I ammissing something
here, I think. You will remember I am not an
economist.
Dr Bush: Yes. Visiting some terminals which have
been designed from a low cost point of view to start
with, what tends to happen is that the flooring is very
basic, the decoration is very basic, the architecture is
very basis, but it is possible to accommodate all that
with a reasonable degree of seating and a reasonable
degree of space. You will have less people-moving
equipment, so theremay be longer distances to walk.
That may be one of the trade-oVs in a sense which
people are making, that actually they are buying
these cheaper fares and they are prepared to domore
of the work, if you like, themselves. That is a trade-
oV which may be happening, but overall I do not
think we will see necessarily a massive deterioration.
What I think we will see is diVerences. So you will
have on the one hand T5 and then you may have
really more basic facilities elsewhere. That is choice,
I think, to some extent.

Q737 Graham Stringer: It is not choice if you are
going through a particular airport, is it? You said
you did not see a decline, but I would characterise
your answer as saying we would be moving more
towards Mediterranean standards of airports and
away from Scandinavian standards of airports. Do
you think that would be fair? Is that the direction
of travel?
Dr Bush: No, because I slightly take issue with the
implication that maybe there is not a choice. One of
the things about airports increasingly is that there is
a choice and that people can choose to go to
Manchester or Liverpool, or to Leeds or Bradford,
and quite often be getting the same service for the
same destination. So there are choices they can
factor in and it will then be for Manchester to oVer
a range of facilities to diVerent sorts of passengers
and for Liverpool and others to look at that market
and decide where they want to pitch their facilities,
and the airlines have got to take account of that
because ultimately if the airport does not attract, or
disincentivises people in some way, deters people,
then that will aVect their own carrying. I would say
there will be greater choice. At one end if you want a
full service, glossy experience, you will have T5, but
there will be some basic experiences around the
country as well which will be cheaper.

Q738 Graham Stringer: A final question on
passenger experience. We took evidence last week
from disabled passengers about their experience. Do
you think the experience of a disabled passenger has
got better or worse over the last 10 years?
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Mr Jackson: It is very diYcult to say, because the
statistics we have on this, and indeed I think the
AUC have on it, are so tiny. Indeed, we do not have
a category for disabled people with a special request.

Q739 Graham Stringer:Why is that?
Mr Jackson: Because it is so small. You will get in, I
think, something under 60 complaints within the last
year, someone who wanted a vegetarian meal and
did not get it, as well as a disabled passenger making
a complaint there. I think the single clear complaint
from the disabled community is damage to
wheelchairs. They feel they pay an amount for their
wheelchairs to be looked after and they come out
with the rest of the baggage. These can sometimes be
very expensive items and they get damaged.

Q740 Graham Stringer: Is there a diVerence between
the scheduled airlines and the charters and low cost
carriers in damaging wheelchairs?
Mr Jackson: There is no evidence of that.

Q741 Chairman: Did the Disabled Act make no
diVerence to the amount of work that you get? Do
you think people do not know that you have a role
to play?
Mr Jackson: No. In fairness, the airlines have a
pretty good track record in doing this. That is
notwithstanding some recent high profile publicity.

Q742 Chairman: I am sure you did not make that
assumption, Mr Jackson. I am asking you
something diVerent. Has the imposition on the
airlines of diVerent standards in relation to treating
the disabled had any eVect upon your figures, or are
you telling us that it is exactly the same and there has
been no alteration?
MrJackson:There has been no change in the figures.

Q743 Chairman: Does that mean, do you suppose,
that people know that you are one of the authorities
to whom they should given information, or does it
lead you to imagine that people do not know you are
there and therefore do not talk to you?
Mr Jackson: It does not lead us to conclude that.
Our name is quite well known. The AUC, which is
another port of call for people, is extremely well-
known, so I do not feel that the disabled community
is unable to make its voice heard to us, and indeed it
has its own body as well, which it is well
represented in.

Q744 Chairman: So how many of the complaints
you had were about wheelchairs and the way they
are unloaded from various aircraft?
Mr Jackson: I was just making the point that that is
a consistent story from the disabled community. I
cannot tell you exactly how many.
Chairman: But you could tell me that.

Q745 Mr Martlew: Are we talking about a figure of
60 complaints in a year?

Mr Jackson: Yes.

Q746 Mr Martlew: Do you think that people
actually know to complain to you, or do you think
that nobody thinks of complaining to you?
Mr Jackson:No, I think 60 is a fair reflection of the
complaints which have been made to us. That is not
to say that every other disabled passenger was
completely happy. The point I was making is that
that figure includes a group of people which goes
beyond the disabled, persons with restricted
mobility. I was just making the point that what we
have picked out of that is a theme that protection of
wheelchair carriage by the airlines is something
which is an important issue for them.

Q747 Mr Martlew: So these 60 are all disabled
people, is that what you are saying?
Mr Jackson: No, these are 60 complaints about
treatment of people who havemade special requests,
so that includes people who have asked for
wheelchair assistance and it also includes people
who have asked for special meals, or something
like that.

Q748 Mr Martlew: There must be, perhaps, a
million requests a year?
Mr Jackson: I have no idea what the requests are.

Q749MrMartlew:That is what is worryingme. You
do not really seem to have an idea and I think there
is a complacency here, the fact that you have only
got 60 complaints from this category of passengers.
I find the idea that that is a representative factor
concerning, and your attitude seems to be a bit
complacent, to be honest.
Mr Jackson: I do not think it is complacent because
we look into them and take them very seriously.

Q750 Mr Martlew: I suspect there is a great well of
complaint out there that you know nothing about
and that you do not seem to think you should be
tapping into it.
Mr Jackson: We talk to the Disabled Rights
Committee, we talk to DPTAC, which is the
Disabled Persons Transport Advisory Committee,
and they are not reflecting back to us that we are
somehow not capturing, or indeed the AUC are not
capturing a mass of complaints there.

Q751 Chairman: What instructions have you
handed out in relation to wheelchair handling which
is diVerent from, say, a year ago?
Mr Jackson: This is a fairly recent phenomenon
because we are talking about implementing the
Persons with Reduced Mobility European
Commission Directive, which is new to us. We have
only just been given responsibilities in that area, so
we are discussing with them exactly how we
implement that. That comes in in two stages, this
year and next year, and this will be part of that
general discussion.
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Q752 Chairman: Ignoring the European directives
for a moment, the Disability Act had very specific
instructions in it and would it surprise you to know
that in the broadcast we did yesterday we got a
number of complaints about the way that
wheelchairs are handled? That is just in half an
hour’s programme. I would just like to know what
you have specifically done to follow this up which is
making it clear that you are aware that cheap airlines
and some other airlines do not handle wheelchairs
very well, and you have been given evidence of that.
Mr Jackson: We are in discussions with the
industries, that is both airports and airlines.
DPTAC, which is the Department for Transport’s
adviser on this, and the Disability Rights
Commission, ourselves, and my colleagues from
other parts of the CAA are discussing all these issues
at the moment in the context of bringing in the new
directive.

Q753 Mr Scott:What is your view on the proposals
for an EU-wide cabin crew licence?
Mr Bell: Our view on those proposals is to re-state
the CAA’s position thatwe do not have a safety issue
with cabin crew in the UK and we have monitored
this very closely for a number of years. We are
currently supporting a proposal which has gone
before the European Parliament and we now believe
that a position has been reachedwhere an attestation
will be required and this will be administered by the
airlines concerned and will in fact enable people to
transfer from one airline to another with the
minimum of fuss. So it may satisfy everybody, but I
ought to say that primarily our objection has been
on the grounds of unnecessary bureaucracy. We did
feel, on examining it, that the creation of a licence
would have no safety benefit which we felt we could
measure and would entail an extra cost for the
operator and the individual.

Q754 Clive EVord: Could I just go back to this issue
of wheelchairs? Are you confident that if passengers
have got complaints about how they have been
treated, or how their wheelchairs had been handled,
they would know where to go to complain?
Mr Jackson: Yes, I think so. The AUC is extremely
well-advertised. They have got the airline to go to,
they have got the airport to go to, so I think the
ability tomake your complaints heard is pretty clear.
That does not mean necessarily you will get
satisfaction straight away, but I think the AUC is
pretty well advertised around airports.

Q755 Clive EVord: So in your answers to us you
would be aware of all those cases when you answer
the questions about howmany cases there have been
and how many complaints?
Mr Jackson: Yes. To the extent they come up from
the AUC and we are aware of them that way, yes.

Q756 Clive EVord: So everything which comes to
their attention is brought to your attention?
Mr Jackson:Yes.Wemeet the AUC regularly and if
there are any themes to be brought out that would
be the case.

Q757 Clive EVord: Just on the principle of people
with disabilities paying surcharges for handling
wheelchairs, et cetera, do you have a position on
that?
Mr Jackson:We do not have any locus standi in any
regulation on that. My personal view, for what it is
worth, is that if you have a system whereby the cost
of accommodating travel for the disabled is spread
across the bulk of passengers, the totality of
passengers, it is more reasonable access for the
disabled, but the way that cost would be collected
and charged now would be included in my
colleague’s economic regulation.

Q758 Clive EVord: Just to be clear, is that a policy
position or is that a personal comment?
Mr Jackson: The fact that the directive will come
into eVect and give the responsibility for providing
these services to airports will then be a policy
position, because how the airports then charge that
out and how that is included in the economic
regulation of airports will be part of Dr Bush’s
responsibilities.
Dr Bush: To the extent, of course, they are outside
economic regulation then they will need to recover
those charges from airlines.

Q759 Clive EVord: Can I just ask you about the
fares? How, in your view, can an airline advertise a
flight for £10 which includes all taxes and charges
when, aside from anything else, the air passenger
duty for the flight will be about £10?
Dr Bush: Of course they will be charging a range of
fares to fill up that plane, so there may be some
people who get that fare but there will be a lot of
people paying a lot more, and what they are
interested in is what the average fare is. So a lot of
this is advertising, seeking to get people drawn in,
but they may well end up paying a much higher fare.
I have often got on the Web following one of these
things and rarely have I found myself getting the
most advantageous fare that had been advertised.
This is because there will be some seats available like
that, but they will not cover the whole plane.

Q760 Clive EVord: How then in circumstances like
that does the passenger get a fair reflection of what
is the true cost to the airline and what is the actual
charges?
Dr Bush:We would favour—and I know the OFT is
driving in this direction as well—having a system
whereby the total unavoidable costs, if you like,
should be part of what is advertised by the airline so
that at the point you are making that choice as to
which website to go onto and which one to pursue,
at the earliest point you see the price it is all inclusive,
apart from optional elements. But so far as the
compulsory elements are concerned—taxes,
charges, fees—all of that should be included and that
enables passengers to make those choices.

Q761 Clive EVord: So when an airline advertises a
flight for £10 they should say, “Get in early
otherwise you’ll end up paying someone else’s
airport charges”?
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Dr Bush: It is not so much paying someone else’s
airport charges. I think what they have is a yield
management system where they are trying to fill up
the plane, make a turn on it. They find that if they
charge the lowest fares to the people who book early
that is a very simple rule that people understand.
You get price preference if you do that. If you book
late, in that sense you lose out. This is a way in which
you can give certainty to the customer and it does
mean that the cheaper fares, the ones where people
who make that sort of choice, poorer people, can
actually take the view that they will book ahead and
they will get a cheap fare. That is now a simple rule
which is pretty easily understood.

Q762 Clive EVord: Is that something you would
regulate?
Dr Bush:No, we do not regulate any fares in Europe
at all and very shortly we will regulate no fares
anywhere.

Q763 Clive EVord: Not regulating the fares, but
regulating how they are advertised?
Dr Bush: No, that is not something the CAA does.
The OFT is involved in this issue and has actually, I
think, come out with a view that these things should
be all inclusive insofar as they are unavoidable
elements.

Q764 Clive EVord: Just to be clear, you would not
regulate how an airline includes charges which relate
to your area of responsibility in its fare advertising?
Dr Bush: No, because what we do is we set the
charge. For Heathrow and Gatwick, say, we would
set the charge that the airport can make to the
airlines. It is then for the airline to decide how it
makes those charges, whether it passes on those
charges or not to its customers, in the same way as
any other part of its supply costs.

Q765 Clive EVord: In your evidence to us you state
that so far as the EU Denied Boarding Regulations
are concerned you view enforcement of the financial
penalty against the airlines as “very much a last
resort”. Do you think this is in the passengers’
interests?
Mr Jackson:Yes and no. The way we try to regulate
is to get a common understanding, particularly with
the airlines we are talking about, DBC, of what the
regulationmeans and a common application against
it and the best way of doing that is getting that
general agreement.We have not been able to do that
withDBC for a number of reasons, not least because
the airlines did not like it. There were court cases in
Europe and it has been quite a frustrating two years
to try to get that regulation bedded down within the
general operating procedures of the airlines. Our
reluctance to prosecute is because if we can continue
our general style of regulating that way, we think
that is the most eYcient and cheapest way to make
regulation work. It does not mean we will not
prosecute, but it is generally understood that
prosecution is, in a sense, better used as a threat.
There is one other qualification which is worth
adding, which is that sometimes you lose

prosecutions, as indeed the OFT or Trading
Standards did with Ryanair, and that rather sets
back the whole approach you are trying to develop.

Q766 Clive EVord: You set out three methods for
enforcement of regulations. How often have you
used those actions? You are aware of the three?
Mr Jackson: Yes. What we do in practice is we
collect from theAUC their advice to us that these are
issues which either they cannot settle, where they
think the customer has a genuine complaint but they
have not been able to negotiate a satisfactory
outcome with the airline themselves, which is their
complaints handling role, or they believe that here is
a series of events which they think constitute a trend,
such as a prima facie case that the airline concerned
is not applying the regulation. We take those on and
take those up with the airlines. So we have had 26 of
those cases, which have come either from the AUC
or directly from others, including some from MPs,
and we then take those up with the airlines and we
seek to resolve those in ways which either get the
customer the compensation we think he deserves or
some recompense in the sense that if he should have
had assistance for delay—there is no benefit to him
in getting any of that, but some recompense on those
lines that he is happy with, or that we get some
change in the way the regulation is being applied by
the airline, usually in terms of the leaflets they hand
out, things like that. But we are happy that that
airline has changed its procedures going forward, so
we call that a resolution. Of those 26 we have
resolved 17 and we are still looking at nine, of which
three have been referred by the AUC.

Q767 Clive EVord: So 26. I would have expected that
to be higher. How does a case arrive on your desk?
Mr Jackson: A case arrives either by being referred
by the AUC—and they have referred nine—or it has
come in from another course, we have looked at it
and said, “This is suYciently serious that we will
take this on rather than refer it back to the AUC.”

Q768 Clive EVord: The passengers themselves
cannot refer their case to you?
Mr Jackson:They will typically start oV by referring
it to the AUC, because that is the right route. The
AUC is the claims handling agency and they seek to
resolve them. They mediate between the airline and
the passenger. As I say, it is where they feel that the
passenger is not getting a fair hearing from the
airline, or they think the airline’s response indicates
an interpretation of the rules that we are not
comfortable with that they are then referred to us.

Q769 Chairman: We were told yesterday, Mr
Jackson, that they are a part time group, that they do
not meet very often and that they are entirely reliant
upon the people they happen to know within the
airlines they are dealing with. Would you think that
was an unfair characterisation of the AUC?
Mr Jackson: I think it is slightly unfair if that
suggests they have not done a very good job on this,
because I think they have.
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Q770 Chairman: No, that was not the suggestion.
The suggestion was that they are entirely reliant
upon individual relationships where they know
someone they can ring up, which is not the normal
way one would assume you would reach some kind
of position of agreement, is it?
Mr Jackson: I cannot answer for exactly how the
AUC go about it. What I see from the AUC are the
ones which they are not happy with. They do settle
a large number of claims.

Q771 Chairman: We have only got a few more
minutes, so I really want to go very quickly. Were
you involved in the European Commission’s review
of the Denied Boarding Directive?
Mr Jackson:We were.

Q772 Chairman: From the beginning?
Mr Jackson: Yes.

Q773 Chairman: Did you not foresee the diYculties
which were going to arise and did you not see the
original document they put out, which caused
nothing but confusion?
Mr Jackson:We did and we made our views known
on that original document.

Q774 Chairman: And they ignored it, did they?
Mr Jackson: They ignored it.

Q775 Chairman: Did you make representations to
ministers that it was not in anybody’s interest that
the Commission should issue instructions which
were factually inaccurate and incomprehensible,
even in one language, in theory?
Mr Jackson:We might not have put it that way, but
the DfT was certainly aware of our views and shared
our concerns.

Q776 Chairman: So you do not take any
responsibility for the calamitous introduction of this
regulation?
Mr Jackson: I do not think we take any
responsibility for what was put out by the
Commission because we could not stop them. We
haveworkedwith them since.We have amuch better
understanding with them now. We have been
involved in the reviewwhich has just taken place and
we have worked very closely with them on
developing guidelines, which hopefully will produce
common standards not only across Europe but
airlines operating in the UK.

Q777 Chairman: A Danish citizen is actually
challenging this “extraordinary circumstances’”
exclusion. Do you have a view on that?
Mr Jackson:We will wait to see what the ECJ says,
but it would be helpful to have clarification on the
way “extraordinary circumstances” works.

Q778 Chairman:Were you involved in the EU-wide
cabin crew licence suggestions?
Mr Jackson: No.
MrBell:We have been contributing to the debate on
that, yes.

Q779 Chairman:What is wrong with it?
MrBell:We think that the composition that is going
forward is likely to be satisfactory to all sides.

Q780 Chairman:Why are you the only people who
have told us that? Is that a tribute to your
uniqueness?
Mr Bell: I hope not. We do not know the way this is
going to come out, but we are hopeful that the
submissions we have made suggesting that an
attestation be the means forward will be adopted,
and we have a number of countries supporting this,
but I cannot give a conclusion, of course.

Q781 Chairman: No. If you were involved in the
Delayed Boarding Directive perhaps you have not
got a very long success record to point to?
Dr Bush: I think there is a more general point here,
which of course we came to earlier when we were
talking about the Airport ChargingDirective, which
is that a lot of the work we are having to do now is
trying to influence the Commission and other
countries, which is obviously a more indirect way of
achieving your end than in the old days being able to
regulate yourself. A lot of eVort, quite creative work,
quite time-consuming work, has to go into that, but
they come at regulation from a diVerent perspective.

Q782 Chairman: Do you make that point to
ministers?Do you point out to them the eVects of the
directive, the evidence you have given, the
arguments which are going on about attestation in
relation to crew training?Do youmake those points?
Dr Bush: I think very much. We worked very closely
with our DfT colleagues on this and certainly
ministers were aware of our view on the Airport
Charging Directive, to give an example, and are
working with us to try and get this changed.

Q783 Chairman: How often have Heathrow and
Gatwick made rebates to the airlines over the past
10 years?
DrBush:The scheme has only been operating for the
last four.

Q784 Chairman: Then the four will do.
Dr Bush: They have made—it is in the low millions
of pounds over that period.

Q785 Chairman: The low millions of pounds?
Dr Bush: Yes.

Q786 Chairman: We have some very interesting
definitions in this and this is somewhere south of half
a million pounds?
Dr Bush: No, sorry, low single millions I mean.

Q787 Chairman: I see. Would you like to give me an
accurate figure on that?
DrBush:Yes. It is somewhere inmy papers here. For
instance, in Heathrow 2003/4 it was 1.25 million
pounds, 600,000 pounds in 2004/5, 1.8 million
pounds in 2005/6 and 1 million pounds in 2006/7.
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Q788 Chairman: Are rebates oVered to all airlines
which operate out of an airport or only those which
use particular terminals?
Dr Bush: These rebates will be done terminal by
terminal, because the standards are measured by
terminal.

Q789 Chairman:Would you give me a note on how
you intend to attack the declining standards of
availability of facilities at Gatwick’s North
Terminal?
Dr Bush: We can certainly give you something on
that.

Q790 Chairman: That would be very helpful. Are
you still maintaining the policy of looking for a levy
on all flights to protect passengers from failing
airlines?

Witnesses:GillianMerronMP, Parliamentary Under Secretary of State for Transport,Mrs SandraWebber,
Head of Civil Aviation Division, andMr John Parkinson, Head of Aviation Security, Transec, Department
for Transport, gave evidence.

Q792 Chairman: Good afternoon, Minister. I am
sorry to have made you wait. We do apologise. You
should have a word with the business managers on
the floor of the House. You are always most warmly
welcome here, Minister. Would you like to tell us
who you are and who you have brought with you?
GillianMerron:Yes. Thank you,MadamChairman.
I am Gillian Merron, Aviation Minister, and I am
very pleased to introduce my two colleagues, Mrs
Sandra Webber, who is Head of the Civil Aviation
Division in the Department for Transport with
responsibility particularly for consumer issues, and
Mr John Parkinson, Head of Aviation Security in
Transec.

Q793 Chairman: Thank you very much indeed. Did
you have something you wanted to say to us, or may
we go straight to questions?
Gillian Merron: I did, with your permission. First of
all, let me say that I very much welcome the inquiry,
not least of all because in the Department we are
very keen that everyone who is using theUK airlines
and airports should have a safe and pleasant
experience. I believe theGovernment’s role is to deal
with the big strategic issues and their policies, the
frameworks, the laws which actually contribute to
people getting the ability to see value for money and
to travel safely when they do fly, as increasingly
people are choosing to. I would just like to give a few
examples to the Committee. Firstly, perhaps the
most important part for us is safety in terms of the
passenger experience. We want passengers to travel
with peace of mind and the UK certainly has one of
the best aviation safety records in theworld. Security
is, of course, part of this story and I know that
passengers have hadmuch to contendwith of late, as
have staV at airports, and this is understood. There
is a tremendous determination by all concerned to
overcome the ever-changing challenges and
minimise any disruption. Secondly, by way of

Mr Jackson:We are consulting at the moment on a
£1 levy to be applied to ATOL holders, so it is that
restricted group. One of the reasons for that is that it
will reduce the unlevel playing field between low cost
carriers and tour operators in Europe, which will
hopefully reduce the incentive to de-package. So we
are working in the area.

Q791 Graham Stringer: When you started that
consultation did you have discussions with the
Government, and if so what did the Government
say?
Mr Jackson: Yes, that consultation is a joint
consultation between the DfT and the CAA.
Chairman: Gentlemen, you have been very helpful.
If you would give me a couple of supplementary
notes I would be grateful, and I am sorry that you
had to wait.

example, I believe we have flown the flag for
competition and choice and the UK has been at the
forefront of opening up in the European aviation
industry. Nearly three-quarters of all air travel is for
leisure. People can choose ever more alternative
airlines, airports and destinations. If they are not
happy with one service, they can go to another.
Thirdly, by way of example, we strongly support
consumer rights. For example, we are pressing in
negotiations in Europe for straightforward pricing,
which is of tremendous value to passengers, which
would mean that prices included all taxes, fees and
charges in advertised fares for flights departing from
EU airports. A recent survey we conducted found
that over 85% of people were satisfied with the
service at UK airports. A quarter expected to make
more air trips this year than last, but it would only
be fair to say to the Committee Members that as a
minister and as a Member of Parliament I do hear
about passenger concerns, as I know you do, and I
and my colleagues are regularly in touch with the
main airlines and airport operators and with the Air
Transport Users Council, which is the consumer
complaints body which does good work in keeping
the industry on its toes. It is an area which I take a
particular interest in. I hope I can do my best with
my colleagues to answer your questions today to
assist you with your inquiry. As I say, it is one that
I very much welcome.

Q794 Chairman: Thank you very much, Minister.
Have passengers’ experiences of air travel got better
over the last 10 years?
Gillian Merron: In terms of their response, certainly
the market would tell us that they are now choosing
to fly more regularly. We find that half of adults are
now flying at least once a year. Nearly three-quarters
of all visitors coming into the UK are flying. We are
also seeing in the years between 2000 and 2005,
interestingly for our regional economies, the top 10
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fastest growing airports are actually outside of
London. In terms of their satisfaction, we have
conducted a public attitudes survey and in 2006,
which reflects back on the previous year, perhaps I
could inform the Committee that most aspects of
service quality were rated highly: check-in times,
92%; 90% are happy with the provision of flight
information; 89% are satisfied with flight
punctuality. What I would say to the Committee is
that the respondents were least satisfied with—
which I am acutely aware of—public transport links
to airports, surface access. I certainly would say that
we do see the value in working still harder to
improve that. To be honest, Madam Chairman, it is
diYcult to make comparisons with previous surveys
because the questions are slightly diVerent and it is a
little diYcult, in all honesty, to make the
comparison.

Q795 Chairman: Were they taken at a time when
people were having to go through security checks or
not? What is the timescale?
Gillian Merron: No. It was in the year 20051.

Q796 Chairman: So it may be that if you were to
come up with a similar survey now you might get
some more interesting responses?
Gillian Merron: It may indeed be the case. Certainly
security would be an area of interest. What I would
emphasise to the Committee, as I am sure the
Committee is aware, is that people are choosing still
to fly, and in increasing amounts.

Q797 Chairman: Yes. We will come to that. I just
want to ask you, is the regulatory burden on airlines
costly and unnecessary?
Gillian Merron:Not in my view, Madam Chairman.
I feel that the regulation, where it exists, is justifiable.
It is in three main areas—safety, security and in
consumer rights—and under consumer rights I
would put a reference to disability, to the Denied
Boarding Regulations, to the Montreal Agreement,
all of those things which I believe are in the interests
of consumers. So I think if the regulation serves the
purpose, which is to either improve safety, security,
consumers’ rights, then I believe it is justifiable. I am
sure there are others who have given evidence who
may take a slightly diVerent view.

Q798 Chairman: Government itself accepts that
some things are burdensome otherwise you would
not be considering removing the price regulation at
Manchester and Stansted, would you?
Gillian Merron: We are consulting, that is true, on
de-designation.

Q799 Chairman: So have you got any plans to lift
any burdens over the next three years, apart from
those?
Gillian Merron: We are consulting on the de-
designation, that is certainly the case, the de-
designation criteria in terms of control. We are
concerned, perhaps I should assure the Committee,

1 Note by witness: The survey was taken in 2006, reflecting
experiences in the year 2005.

that we do not have burdensome regulation. It
should be about better regulation. It should not add
burdens, it should actually give us results.

Q800 Chairman: So what is your view of the move
within the EU to impose more regulation?
GillianMerron: I presume,MadamChairman, there
is a particular reference you may be referring to,
airport charges?

Q801 Chairman: That is quite possible!
Gillian Merron: I do have concerns about that, not
least that it does not fit the criteria I have just
referred to, which is about whether it will deliver in
terms of improving the situation. It would actually
mean application to some 20 airports in the UK
alone because they have over a million passengers,
and it is at a time when we are talking about de-
designating.

Q802 Chairman: Have you oVered evidence on the
burden on these 20 airports which means that
Europe is convinced they should apply more
regulation rather than less, or is this something they
have managed to acquire on their own?
Gillian Merron: No, they have not yet got to that
stage. There is a consultation taking place until mid-
June and at that point we will look at the responses
to the consultation to see how we can take forward
our argument. I think it is important to say that our
view would be additional regulation is only merited
if competition law cannot deal with any particular
abuse. It is, of course, the case—and maybe the
Committee has heard this—that there are some who
would like to see it apply to non-UK airports, but
certainly for UK airports there are various areas of
concern which we are looking closely at.

Q803 Chairman: It is contradictory, is it not? On the
one hand you are saying, “We don’t want to put
unnecessary burdens and regulation onto airports,”
and on the other you appear to be saying, “Well, we
can’t actually do a great deal about it until they tell
us what they’re going to do.” Have you done an
assessment of what the 20 UK airports which are
subject to this annual price regulation would be
faced with?
Gillian Merron: In general terms we have looked at
it. I think perhaps it would not be a fair
representation to say that we are sitting back.We do
have concerns about this, which we are actively
pursuing. I think perhaps I should have been clearer
in saying that at the end of the consultation the
arguments will be marshalled in order to ensure that
we protect UK interests.

Q804 Chairman: You do not marshal your
arguments to give them to the Commission, you just
wait until they have all finished and then marshal
them, is that what you are telling us?
Gillian Merron: Not exactly. Perhaps I should ask
Mrs Webber to talk about the detail.
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Q805 Chairman:Mrs Webber, have you been asked
to give evidence of the impact on 20 airports of an
imposition of this kind?
Mrs Webber: The Department for Transport
launched a consultation –

Q806 Chairman: No, Mrs Webber, have you as a
government department been asked to give evidence
on the impact of a directive such as this?
Mrs Webber: The consultation includes what is
called a partial regulatory impact assessment.
“Partial” in eVect means draft.

Q807 Chairman:Who prepares that?
MrsWebber:Weprepare that in theDepartment for
Transport. We then send it out to the airports and
other industry players for consultation in the hope
that they can help us to refine that regulatory impact
assessment, and then, as theMinister said, at the end
of that consultation period when we have got a very
firm regulatory impact assessment we can bring that
forward into the negotiations which will take place
in the Council of Ministers working groups.

Q808 Chairman:Why has it got to the point where
this is being considered, when the UK Government
was very clearly and obviously going in the opposite
direction?
Mrs Webber: The European Commission did
consult on it. They received varying views from
diVerent Member States’ airline associations and
airport associations.

Q809 Chairman:What did the UKGovernment say
at that juncture?
Mrs Webber: We said that we thought regulation
needed to be targeted on any airports which have
monopoly power, not airports which are operating
in a commercial and competitive environment.
While we are doing our consultation with the
industry in the UK we are also talking to other
Member States, for example we had a meeting with
our colleagues in the Dutch Transport Ministry just
last week, and they hold very similar views to us, that
they would like to see a more targeted regulation. So
when everybody comes together, whichwe thinkwill
be under the Portuguese presidency, where they will
start to schedule the detailed negotiations, we
believe that a number of Member States will have
suggestions to make for improvements.
Chairman: So we have got two out of the 20!

Q810 Graham Stringer: That is an odd thing to say
to the European Union, is it not, because, as I
understand it, the Government’s view on the advice
of the CAA is very clear and has been for a long time
that there are four airports in this country which are
eVectively in monopoly positions—Manchester,
Stansted, Gatwick and Heathrow—and actually
Manchester and Stansted are beginning tomove into
a competitive environment and so can be considered
for deregulation. Why did you not just respond and
say, “Get lost. We know that our airports aren’t
monopolies. We don’t see the need to designate

them. Why should you? We’ve got designation of
Heathrow and Gatwick and we don’t want any
more”?
Gillian Merron: Perhaps it would be fair to say that
we do not intend to simply, if I might use the words,
roll over on the issue. However, this is a matter, as
Mrs Webber has said, which actually involves a
whole number of Member States which do take
diVerent views. So I actually think our responsibility
is to argue our case. I hope that you have got from
me and fromMrsWebber some commitment, if you
like, in terms of how we view it, because in fact our
whole action, as Mr Stringer has rightly said, is
actually to go the other way. We are not seeking
extra regulation.

Q811 Graham Stringer: I am not being reassured
because I have listened to the CAA over the last 10
years and beyond, diVerent aviation ministers
coming here and saying, “We designate we have four
airports which need economic regulation, and not
the others.” I just do not understand, if you are
resistant to this regulation, why you just do not say,
“We don’t need it,” and oppose it. You seem to be
on one level agreeing with me and then at the next
step saying, “But we are going tomake compromises
on this matter.”
Gillian Merron: I would not, Madam Chairman,
take on board the second point of the reference Mr
Stringer hasmade, that we are going to compromise.
What we are trying to explain is, in honesty, the
diYculties that we face, where we would like to get
to and how we will work to get there. I do not
remember at any point talking about actually
compromising. The other point is, of course, we do
not have a veto over the directive, so it is going to be
down to us to work as we can, as we usually do.

Q812 Graham Stringer: I understand the majority
voting situation and you, Minister, did not mention
compromise, but I would think if we ended up with
probably more than two, certainly more than four
airports economically regulated, then the
Government will have lost its long-held position.
You are really coming here today and explaining to
this Committee for the first time that the
Government’s view on which airports should be
regulated has changed. If that is wrong, please tell
me I am wrong.
Gillian Merron:What I was talking about was that
we are consulting on designation criteria. Mr
Stringer is quite correct tomake references about the
consultation in respect of Manchester and Stansted
and I have also given assurances to the Committee
that we do not seek regulation for regulation’s sake
but only to improve the environment. It is not our
first port of call, which I think is an important
principle, but it is only an honest reflection of the
situation to say, “These are the diYculties that we
face in terms of this directive,” but to be clear with
you about what our position is and the process we
intend to go through. So I would not use the word
“compromise”. This is a process we are in thatwe are
committed to seeing through, and no doubt you will
take a view on that, but I deliberately would not be
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using the word “compromise”, I would be
deliberately using the word “process” in howwe will
deal with the situation we find ourselves in.

Q813GrahamStringer:One could findmore diYcult
words than compromise, but can you explain to me
what the Commission’s objectives are in doing this,
because on anything I have read about it I am
unclear on their objectives? Possibly you can tell me
what they are?
Gillian Merron: They believe that there should be
common principles to be respected by airport
operators determining charges to airlines for the use
of airport services. They are seeking a commonality.

Q814 Graham Stringer: That sounds like regulation
for regulation’s sake.
Gillian Merron: That may be one of the reasons I
might gently put forward, Mr Stringer, why we are
in the position that we are of saying that we do not
at this moment widely embrace the view of the need
for this regulation.

Q815 Chairman: The diYculty we are in, Minister—
and I hope youwill forgivemementioning it—is that
when it came to something which was very
specifically in our commercial interest, that is
protecting the interests ofHeathrowAirport and the
number of deals we had with the Americans, not
only did the Government not object but they
actually voted with the number of States who had a
lot to gain when we had a lot to lose. So it is a little
bit diYcult for you to come here and say, “Well, we
normally only have four airports regulated, of which
we intend to deregulate two, but if somebody comes
along and says, ‘In future you’ve got to regulate 20,’
unfortunately, because there are more of them than
there are of us, we will have to give way.”
Gillian Merron: First of all, I am fully aware from
previous discussions within Parliament of the
diVerence of opinion over the judgment made over
the Open Skies agreement. I should also perhaps
clarify thatwhilst I am talking about amove in terms
of de-designation for two of the airports, that does
still have to be confirmed and consulted upon. The
point I would want to leave the Committee with on
this is that there is no wish on our part to see
regulation which would be to the disadvantage of
the UK, number one, but secondly, as Mr Stringer
says, regulation for regulation’s sake. I think,
actually, we have demonstrated going the other way,
but where there are regulations which work well, of
course we should be glad for them, but where they
are not then clearly we have to take the necessary
action.

Q816 Clive EVord: The law controlling how airlines
advertise ticket prices seems pretty clear and it
indicates that all taxes and charges should be
included in the basic price advertised.What evidence
do you have that that law is being followed?

Gillian Merron: It is a little early to say. The OFT
gave a warning to holiday and travel suppliers on 9
February that they should comply by 9 May2. They
are now reviewing all of the relevant advertising on
the websites to make sure that the compliance is
actually complete. It is certainly something I very
much welcome. I think it is a source of immense
frustration to passengers that they are not clear
about the amount of money which is expected to be
relinquished for their flight. Perhaps it is also worth
saying that the UK is pressing in negotiations for a
similar regime for all flights departing from airports
in the EU, so in that respect we are seeking to spread
our influence.

Q817 Clive EVord:What steps do you take to ensure
that enforcement is taking place and to monitor
enforcement?
GillianMerron:As I say, it is a little early to do that,
but we obviously take a close interest in the work of
the OFT. I should also say that ABTA is also very
keen that all of its members should abide by this and
will also assist in that, so I would be expecting to
know what the situation is but I just feel it is a little
early at present. It is something we should welcome.

Q818 Clive EVord: You are satisfied for the time
being, until such time as this review is completed,
that enforcement is taking place?
GillianMerron: If I am quite honest with you, I think
it is just a little too early to comment on that, on the
basis that people were given until 9 May3.

Q819 Clive EVord: What will the third air
liberalisation package achieve in terms of ticket
transparency? I noticed that Mrs Webber was
nodding and she may have something to comment
on that question.
Mrs Webber: Yes. Hopefully when it is completed,
which is nearing the final stages of negotiation, that
is going to achieve the same thing we have just been
talking about that theOFT is doing in theUK. It will
achieve that for all flights departing from all
European airports, because of course UK citizens as
well as other European citizens fly not just with UK
airlines. So there will be transparency of pricing.
Wherever it is advertised it will include all the
compulsory elements of the charge.

Q820 Clive EVord: How will passengers have
confidence that that is being adhered to if it is
European-wide? Who is going to monitor that and
ensure it is happening?
Mrs Webber: Passengers will have recourse to the
small claims courts and OFT, the Civil Aviation
Authority and other enforcement agencies, but I
think once you have got an EU regulation like that
which is across Europe there will be peer pressure
and it will become the norm; it will become standard.

2 Note by witness: The actual date to comply was 10th May
2007.

3 Note by witness: The actual date to comply was 10th May
2007.
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Q821 Chairman:That has not been the experience in
the past, has it, Mrs Webber? For an organisation
which can actually have one of its major nations not
getting round to the imposition of VAT for 18 years
there is not an indication that this is an organisation
which understands urgency, is it?
Mrs Webber: I think we are not aware that there is
actually much resistance from airlines to this. Some
of them have been quite late in getting round to it,
but some airlines have already changed their
practices to go to completely up-front pricing
already.

Q822 Clive EVord:What has the Government done
to encourage airlines to adopt carbon oVsetting
schemes?
Gillian Merron: In terms of carbon oVsetting our
policy is that we obviously do encourage that.
However, it is not ourmain contributor, we think, in
terms of the environment. Obviously inclusion into
the EUEmissions Trading Schemewe consider to be
the most significant contributor. However, in terms
of carbon oVsetting, we do consider this is part of a
package of measures which people should consider,
and certainly I was involved with lastminute.com,
who had revised their website to make it very easy
and available to people booking through that
website to actually oVset. As Members of the
Committee will know, with ministers and oYcials
where there is oYcial administerial air travel there is
oVsetting. There is also on the Defra website
information as to recommended ways and places
through which to oVset. So I would say that we
encourage that. It is not the sole thing, nor were you
suggesting that, Mr EVord, but it is not the main
plank. I would not want to detract from our view on
the EU ETS.
Clive EVord: So the Government would encourage
it, but it does not see that it has a role in it?

Q823 Chairman: You do not have a sort of garden
on the top of the DfT building –
Gillian Merron: Regrettably not, although we are
conscious of our carbon footprint.What I would not
wish to give an impression of, Mr EVord, is that
somehow—and again I am not suggesting that you
are saying this, but there have been accusations that
the Government is somehow suggesting that
oVsetting is some substitute for changes in
behaviour or some substitute for other means. That
is not the case. I believe it is in a basket of measures
which we can use, and we actively use it, as I say,
where air travel is necessary for ministerial and
oYcial travel. Of course, we are always considering
what is the right way to travel, and indeed whether
we need to travel.

Q824Clive EVord:EasyJet claims to us that there are
some “snake oil” salesmen in the oVsetting market.
Do you think there is a role for the Government in
ensuring that the charges imposed by these
operators in this market are not too excessive?
Gillian Merron: I am aware, Mr EVord, that there is
concern about some of the oVsetting schemes and
that is why I feel that the reference toDefra andwhat

they see as approved schemes is actually important.
At the end of it all, though, it is of course the choice
which people make. I would hope that they would
make an informed choice, and indeed we would seek
to inform them.

Q825 Mr Scott: Minister, what is the Government
doing to encourage airports, local authorities and
public transport operators to make investments in
airport ground access as recommended by Sir Rod
Eddington?
Gillian Merron: Perhaps I could say, Mr Scott, that
surface access is important. I did make reference at
the beginning that actually this is the area—and I am
acutely aware of it—that passengers are perhaps the
least happy with. In terms of environment
considerations, I actually would say improving
public transport to airports is extremely important
and often overlooked. First of all, we set a
framework for it through the Air Transport White
Paper andwithin theAir TransportWhite Paper and
the progress report it is quite clear that surface access
needs to be integral, not just an afterthought, to
considerations about airports. In particular, any
planning application for increasing airport capacity
must take account of improved surface access, and
of course with local and regional transport funds to
try and also take account of that. We do have some
very good examples which I want to highlight to the
Committee. For example, in Bristol, the Flybus
which links the city centre to the airport. In 1999
there were 60,000 journeys. In 2004/5 there were
267,000. InManchester we have now seen from 2002
a £60 million transport interchange. So I do think
there improvements. There is more to do, but from
our point of view our Government’s role is to make
it integral in terms of thinking about airport
development.

Q826Mr Scott:As we obviously agree that this is an
integral part, Crossrail will obviously be a
tremendous boon for Heathrow and London City
Airport, so will the Government commit to fill the
funding gap for this project and get it built?
Gillian Merron:Mr Scott is very inventive, Madam
Chairman!

Q827 Chairman: That is why he is here!
Gillian Merron: Indeed so. The Crossrail scheme, of
course, as Mr Scott will be aware, would include a
link to Heathrow and I believe that Mr Scott and
probably Members of the Committee also will be
well aware of the Government’s commitment to
Crossrail, as evidenced by my colleague Mr Harris,
the Rail Minister. Perhaps it would be worth also
mentioning another point, which is about Heathrow
Express services, which will be extended to Terminal
5 next year, and the Piccadilly Line will also be
making a major contribution, and of course
Terminal 5 will have direct access to the motorway
network via a dedicated spur to the M25 west of the
airport, which I am sure will be of great assistance to
Mr Scott’s constituents.
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Q828 Mr Scott: I will take that as a no then, shall I,
Minister?
Gillian Merron: No, I am afraid one cannot take it
that way.

Q829 Clive EVord: I thought it was a yes.
Gillian Merron: I talked about the Government’s
commitment to Crossrail, as Mr Scott is aware and
all Members of the Committee.

Q830 Mr Scott: I did not hear a funding gap
mentioned. We are obviously delighted that the
Government has come to its senses on retaining the
Gatwick Express. What factors caused the
Government to come to that decision?
GillianMerron: I was not directly involvedwith that,
but certainly from my own point of view I was also
very pleased with that outcome, and of course
representations from the airport were very carefully
considered. They were very keen to retain that direct
access and clearly from my point of view as the
Aviation Minister I was very interested to ensure
that we do continue that very good service direct to
the airport. In terms of more detail, I would be
happy to supply that separately.

Q831 Mr Scott: Does the Government support the
building of Airtrack to Heathrow, Minister?
Gillian Merron: Indeed so.

Q832 Mrs Ellman: Transport for London tells us
that they were against park and ride facilities linked
to airports because they thought that would take
passengers away from the railways. Do you have any
views on that?
Gillian Merron: Whilst the Department does not
have a direct influence on that, for me park and ride
can again be part of the mix to provide services to
passengers, but also the mix in terms of the
management of traYc and access to airports. So I
would regard it as part of a mix which should be
considered when thinking about how people should
get to and from airports. I know, Mrs Ellman, you
will be aware of this, but it is of course a matter for
local decision making.

Q833 Mrs Ellman: That is the Government’s view
on it?
Gillian Merron: Of course.

Q834Mrs Ellman: I think it is a good thing.We have
also been told that increased terminal and airport
capacity is essential to alleviate the stress on facilities
within airports. Do you agree with that?
Gillian Merron: What I would like to make quite
clear is that our policy is about sustainable long-
term development. It is not predict and provide, as
is sometimes talked about. No matter how much
airport capacity there is, there will always be more
demand than there will be capacity. That is a fact. So
my view is that we have to be rather more inventive.
In terms of that sustainable strategy to develop air
travel, which is of immense contribution to our
national, local and regional economies, our balance
has to be between that economic benefit, local and

national, and also environmental considerations,
both local and global. That runs throughout our Air
Transport White Paper, which for me is a very
important document because it is a working
document which the industry is as involved and
committed as we are in working towards. So, yes,
Mrs Ellman, we do have to address the issue of
capacity, but that is not on its own by building more
capacity. It would be very important for me to say,
as a Member of Parliament outside London (as a
number of Honourable Members are), that the
attitude perhaps in regional airports is of wanting to
see development not least because of the support and
input to those local areas. At Bournemouth
International Airport, for example, there are
something like 680 jobs, direct and indirect, £13.5
million into the Dorset economy and set to rise
massively. We all have our own examples of our
local airports. So I think we need to address capacity
across the country and we also need to look at not
just building but how we better use the existing
capacity, but of course our whole view is clearly set
out and is our guidance, if you like, in the Air
Transport White Paper and the recent progress
report in December last year.

Q835 Mrs Ellman: What about dealing with the
problems experienced by passengers at Heathrow?
Does BAA have a plan to deal with that? I am
talking about the range of problems which
passengers experience, which is the items you have
mentioned. What is the plan to deal with that?
Mrs Webber: First and foremost, these are for BAA
to sort out. BAA is aware of the problems. Of
course, ministers and the Department do meet and
speak to BAA on a regular basis to discuss the issues
we know are going on. Obviously the Department
has its own role in promoting the correct security
regime and there have been challenges with the
expansion of travel and with the security situation,
but we believe that BAA is getting on top of them.
Mrs Ellman: In what specific way are they going to
get on top of them? What is being planned?

Q836 Chairman:What have BAA said to you about
the real problems with Heathrow? What are their
priorities? They must discuss it with you. This is the
premier airport in the United Kingdom, and even
having given responsibility for aviation within the
community it must leave you with some
responsibility? What have BAA said are their
priorities, how long do they expect, and how does it
relate to your policy? Does anybody have a sort of
vague idea?
Gillian Merron: In terms of Heathrow, one of the
points to make, of course, is the addition of
Terminal 5 and the new facilities that oVers. I think
that is probably more in keeping with what they
would like to see. Certainly what they do talk to us
about is the fact is that capacity is limited at
Heathrow to give the kind of passenger experience
they would like to give.
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Q837 Chairman:Minister, forgive me, I do not want
to detain you when you are obviously so very busy,
but you have just told us that there are real problems
with capacity, that we must look at using the space
more cleverly. We ask you what has been put to you
by the people directly responsible about the
development of what is our premier airport and I
think it would be helpful if you could tell us fairly
briefly what those are.
GillianMerron:Clearly, their view is that they would
like to see extra runway capacity, I think would be
the simplest answer. For myself, MadamChairman,
I was actually, maybe incorrectly, thinking about
facilities within the airport.

Q838 Chairman: Both. Presumably capacity does
involve planes coming up and down and people
going in and out?
Gillian Merron: It does indeed. That is why I made
the reference to Terminal 5 and the quality of service
to passengers that that will oVer. It might be useful
to have a word on security at this time.
Chairman: We will come around to Mr Parkinson.
Transec will not escape!

Q839 Mrs Ellman: If I can perhaps turn to security,
would you say that security is the biggest issue facing
passengers going through airports at the moment?
Gillian Merron: It is clearly the highest profile, I
think would be the fair thing to say. I also feel it is
only fair to say that passengers generally have
adapted very well, for which we should be grateful,
and there has been a lot of people involved in that in
terms of distributing information and assisting
them. The situation, of course, has changed since
August of last year, when it was very diYcult, but
people did rally round and I should pay tribute to
those who work in the airports who really did pull
the stops out, and I believe actually continue to. In
terms of security, as I say, it is high profile. We have
a continuing responsibility, which we do attend to,
to continue to review security arrangements. It
would be important to put on record, of course, that
we do work closely with industry, as I am sure the
Committee is aware, but also that the country does
remain at severe threat and I think that is something
which perhaps we need to convey to passengers who
are being asked to amend their behaviour in the way
in which they arrive at airports. The majority of
them do so, but come well prepared and are
extremely helpful to us.

Q840 Mrs Ellman: I think that is the case, but what
is the Government doing to improve technology to
deal with security issues?
Gillian Merron: A number of things. Our Transec
research and development team is working with
other government department scientists and
colleagues internationally to assess and develop new
approaches in the short term. We are talking with
equipment manufacturers and the industry who
want to develop new technology, which is trialling. I
am sure Mr Parkinson will have a word and give
much more detail on this. In the longer term we are
looking at the introduction of body scans. I do not

know if any Members of the Committee have seen
this, but I have experienced the millimetre wave
scanner at Luton. The truth is in technology the best
way forward is going to be to cut down on body
searches. That is the major issue, not only for
passengers, who do not like it, but it is also not a very
popular thing for airport staV to be doing either and
it slows the whole process. We have got a situation
where we need to get people through, we need to
keep them flying, but we have to do it safety, so
dealing with new technology and finding
technological advances is absolutely key to us, but
perhaps Mr Parkinson could give some more detail.
Mr Parkinson: I would absolutely endorse what the
Minister has said.

Q841 Chairman: You will if you want a long career,
Mr Parkinson! Even nowadays I do not think civil
servants are that protective.
Mr Parkinson: I am endorsing that, Madam
Chairman, not because of that reason but because I
genuinely agree with what the Minister has said.

Q842 Chairman: Well done! You will go far, Mr
Parkinson.
Mr Parkinson:We will see! We are in a very diYcult
position with security. We had to respond to a very
real and very serious threat last August. That meant
that we had to put in place some very diYcult
measures very quickly, and those continue to have
an impact. One of the diYculties is that we need
better technology to enable us to get to where we
want, which is that actually the passenger is able to
travel through the airport much more easily. The
Minister has mentioned the whole issue around
body searches. Body searching is a key part of the
regime. It is not a pleasant thing, perhaps, for people
to endure or to deliver. We do see body scanners
being a very important part of the future because it
will reduce the need for body searches. Also, it
provides an approach which is more flexible to
diVerent types of threat, and that is the important
thing, that as we move forward we put in place
processes which are as flexible as possible to changes
in diVerent types of threat. The other sort of
equipment which we are looking at very closely with
industry and equipment manufacturers is better
technology in terms of cabin baggage screening. Our
hope there would be that we can get some win, win,
with better detection but also better throughput in
terms of people having to take less out of their bags
as they go through the screening process. So we are
very clear where we need to get to, but I think we
would recognise that we are going through some
very challenging times and we are working very
closely with the industry and others to make the
progress.
Chairman: I thinkMr Stringer would like to ask you
a bit about that.

Q843 Graham Stringer: Lots of questions. Minister,
you said that there was buy-in really from the public
on security issues, yet we heard last week from the
ALA that 95% of passengers turning up at one
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airport in a survey were non-compliant with the
liquid regulations. Why is that, and what are you
going to do about it?
Gillian Merron: I am a little surprised by that, but
happy to reflect on it. Perhaps what I would say to
the Committee that for the first time for the
Department we actually ran an information
campaign about preparation and the key message
was, “Prepare at home before you go to the airport.”
The campaign of information was at the time
obviously very clear on the website and also as key
travel times came up we also undertook an
information campaign which was essentially that
preparation was the key before you left, but also
something which I have been very keen on, ensuring
that people were aware—because this was a
confusion, in my view, that the restriction on liquids
was in hand luggage, it was not in what you actually
checked in. I think that perhaps that message had to
bemademuchmore clearly. So thatmessage was put
across. The other point in our discussions with the
industry which I was very keen onwas that I felt that
actually, number one, the airline is the best place to
get the information to customers, but secondly that
actually the check-in desk is a very important place
for a final check on information. So the industry has
been helpful in ensuring—and I am not saying this
happens in every place but it certainly, in my
experience, is increasingly well provided for—that
whoever is checking in your luggage actually
discusses the issue of liquids in a way which I think
is perhaps more informative. The fact is that we are
also keeping it constantly under review. I did not
come into the job to tell people which liquids or
lipsticks –
Chairman:Minister, I hate to stop you, but we have
got a lot of questions for you on this and we did
receive very specific information.

Q844 Graham Stringer: What you are saying,
Minister, is just at odds with the evidence we have
taken. Whatever information airlines, airports and
the Government have put out, Manchester are
collecting two tonnes of liquid a day, which is 700
tonnes a year. It is not just 95% non-compliance,
people just are not buying into this at all and it is
causing huge rows. Whatever you have done, it has
not worked, so what are you going to do?
Gillian Merron: First of all, perhaps I could be clear
with the Committee, Madam Chairman? The figure
referred to is not the figure which I or my oYcials are
familiar with.

Q845 Graham Stringer:We were told that.
Gillian Merron: I accept that.

Q846 Graham Stringer: On that very point,
Minister, I asked Manchester and the other airport
operators whether they had supplied the
Government with those figures last week and they
said yes, so they are sending you the information. I
actually asked them whether they knew whether
Government had got the figures and they said,
“Well, we send them regularly.”

Gillian Merron: Perhaps I could refer to Mr
Parkinson?

Q847 Chairman: Mr Parkinson, where have you
been losing two tonnes per day in your in-tray?
MrParkinson: I have not been losing two tonnes per
day in my in-tray. I think I would read this that the
Department (the aviation directorate’s part of the
Department, not Transec) wrote out to airports and
airlines a few weeks ago seeking information on the
impact of the security measures. I believe that
information has been coming it. I have personally
not seen it, but I am sure that it is within the
Department.

Q848 Graham Stringer: But we were told that they
have been sending this information over the period
these regulations have been in force. You obviously
do not know, Minister, but do you think you could
tell the Committee what information you have in
writing, because it is clearly a serious situation? I put
in a PQ six weeks ago and you said you did not know
about it. The airport operators are telling us that
they are sending you this information. It is clearly an
important index of dissatisfaction out there and the
system not working?
Gillian Merron: The interesting thing in this, Mr
Stringer—and I do not deny for a minute the
information you have been given as a Committee,
but of course we are in regular discussions with the
industry, who have not conveyed it in the way they
have conveyed it to the Committee. I will look very
carefully at that –

Q849 Graham Stringer: But they say they have.
Gillian Merron: I understand that, and perhaps it
might be helpful if I ask Mr Parkinson again to
clarify the kind of talks and works that we do with
the industry to reassure the Committee?

Q850 Chairman: Putting it another way, Minister,
you undertook the expense of an advertising
campaign, which specifically mentions liquids, and
which has been a full page advertisement in most
cases, am I not right?
Gillian Merron:We have included that, indeed.

Q851 Chairman: Presumably you did that because
somebody said to you, “There’s a problem”?
Gillian Merron: That is right.

Q852 Chairman: Did they not mention, when they
were talking about the extent of the problem, that
liquids were one of the most diYcult bits of it?
Otherwise, why did you choose to highlight this in
your full page advertisement, or was it just
serendipity?
Gillian Merron: There is no doubt in my mind that
when we made changes—and we have made
continuing changes, of course, because in August of
last year, after the immediate day itself, no liquids
were allowed—in fact this was a response to
obviously making it easier for passengers, what the
industry said it could cope with, because our overall
concern, as I am sure is the Committee’s, is that
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people can get through to fly but they can get
through safely. We felt it was an appropriate time
and we were convinced that it was possible to
implement satisfactorily and that we could allow
liquids in the way we did. The reason for the
advertising for the first time and the campaign of
information was because we were making changes
and because we were mindful of the eVects on both
passengers as well as airport operators. It is the
airport operators’ duty to implement this, I should
emphasise.

Q853Chairman: I think it was precisely because they
were implementing it that they were walking away
with two tonnes a day. Had they not been
implementing it, theymight not have had two tonnes
a day.
GillianMerron: I am very happy to look very closely
at the points the Committee is making on this.

Q854GrahamStringer:Canwe approach it from the
other side? We are, I think, unique in the aviation
world in this country, are we not, in confiscating
liquid or not allowing it? You shake your head. Can
you tell us what the situation is in other European
countries?
Mr Parkinson: The controls on liquids, in terms of
the plastic bag and the limits on the quantities of the
items within that, is a European standard, so that
applies in all European Member States. In addition
to that, through the International Civil Aviation
organisation, it is a recommended practice that
similar controls are applied in all contracting states
to ICAO, so countries such as the United States,
Canada and Australia are also applying similar
controls on liquids.

Q855 Graham Stringer: That is surprising, because
again it is not the evidence that we had last week, so
can you tell us which countries do not have these
regulations?
Mr Parkinson: I could not, oV the top of my head,
give you a list of all the countries but what I can say
is that in legal terms it is a requirement that all
European Union Member States apply these
controls.

Q856 Graham Stringer: So there is a common
European policy?
Mr Parkinson: Exactly.

Q857 Chairman:Can Imove back to the point inMr
Scott’s questions about surface transport? Minister,
you said that you are in favour of surface transport.
Have youmade representations to the Chancellor of
the Exchequer, because after he increased the airport
passenger duty he said that this was for green
measures? Do you not think it would be a good idea
if the extra air passenger duty was earmarked for
surface transport to airports?
Gillian Merron: I would gladly take that, if that is a
Committee recommendation, to the Chancellor of
the Exchequer. They are, of course, matters for the
Chancellor.

Q858 Graham Stringer: Clearly, but the reform has
its own policies and at times has argued for
earmarking particular funds. Would that not,
particularly as the Chancellor has said that it was for
green issues and it was from aviation, be a good idea
if the Department made those representations?
Gillian Merron: It is an idea and one which I am
certainly happy to convey to the Secretary of State.
Graham Stringer: Thank you.
Chairman: Mr Scott had a question he wanted to
ask.

Q859 Mr Scott: Yes. To return the compliment, I
would like to just briefly return to something which
Mr Stringer was asking. We have spoken about
passengers who are carrying out what they should
carry out as far as securitymeasures go, but what are
the Minister’s feelings about airlines, particularly
non-British airlines? I am thinking of one in
particular from Southern Ireland which seems to
have its heart set on not paying any attention to the
security measures of our country, and in fact has
been critical of the security measures and said they
are not necessary. How are we going to deal with
this, because this particular airline, which I am quite
happy to name –
Chairman:What was the name?

Q860 Mr Scott: I think it was Ryanair.
Gillian Merron: I thought it might be!

Q861 Mr Scott: Yes, it was Ryanair, I will say it
again. They seem to be perfectly happy to say that
they know better than our security services. How are
we going to deal with this?
Gillian Merron: As the Committee is aware, it is a
potentially tense situation with the particular airline
referred to, but we are quite clear on what the
security arrangements are, and frankly it is not for
individuals to circumvent them. The reason for that
is that the safety of passengers must come first,
whichever airline it is, Ryanair or whoever.
MrScott: I thank theMinister for that and hope that
that particular airline might listen for once.

Q862 Chairman: Can I bring you back to the EU
Denied Boarding Regulations? Are they working
well in the interests of consumers?
Gillian Merron: Perhaps I could start by saying that
I am with the problems that certainly exist. I think
on the plus side for consumers the system is no
longer discretionary and I think that is a good
statement to be making, but I am aware very much
of the problems which have occurred in terms of first
of all the definition of cancellation against delay, and
on the back of that some of the misinformation
which has been available to passengers about what
is available to them and whether a flight has been
cancelled or delayed. That has caused diYculties.
However, having said that, certainly the AUC
received over 5,000 complaints from passengers in
2005/6 and I am aware that during a radio phone-in
yesterday, which was You and Yours, there was a
listener in particular who was quite complimentary
about the role of the AUC in dealing with her
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complaint. I think there have been glitches in this
which we have worked to resolve, but I hope it will
continue to work for consumers.

Q863 Chairman:Did you protest to them when they
put out misleading information about the directive
from the European Commission?
Mrs Webber: Yes. It was the various national
enforcement bodies around Europe which did draw
attention to the Committee that it would be
confusing.

Q864 Chairman: But they did not withdraw it, did
they, until the European Court found against them,
so it was not exactly a speedy response, was it?
Mrs Webber: No, indeed.

Q865 Chairman: Did the British Government make
it clear that this is a standard of service that we do
not find acceptable?
Mrs Webber: Yes. We have our own clear
information for passengers on the AUCwebsite, but
of course that is a leaflet and a poster which was up
at airports, and so on.

Q866 Chairman:Yes, and it was inaccurate and they
did not withdraw it?
Mrs Webber: Yes.

Q867 Chairman: What you are saying to us is that
you put out information and that was accurate, but
is it true the AUC is a part-time organisation with a
very small budget?
Gillian Merron: In terms of the AUC, they actually
have received extra resources and they are working
to best eVect with those resources.

Q868 Chairman: Don’t we all, Minister? Is it not a
habit of thrift, long-trained within Labour Party
Members? But the reality is that what you are saying
to us is that the Commission, which had enormous
resources, put out something which was inaccurate
and did not withdraw it until they were forced to do
so by legal intervention?
GillianMerron:Yes, and clearly,MadamChairman,
is not satisfactory. We also had to overcome a
diYculty which I am sure the Committee is aware of
with the AUC, that there was the potential for
challenge over the fact that it was decided that
originally British citizens would be dealt with first in
terms of their complaint and the AUC had to make
amends on that in order to continue its work.

Q869 Chairman: This does not exactly inspire
confidence in the work of the Commission in
relation to either passengers or aviation generally,
does it?
Gillian Merron: I appreciate that is the view coming
from the Chair.

Q870 Chairman: It is a very strong view, and thank
God for once in my life I am not alone! The 1996
ground-handling directive you say has been a

success. In which way has it benefited the passenger?
This is yet another intervention from the European
Commission. How has it benefited the passenger?
Gillian Merron: By opening up ground-handling
services to competition.

Q871 Chairman:Yes. That was not a problem in this
country, was it, Mrs Webber?
MrsWebber: It was not a problem in this country as
much as some others, indeed.

Q872 Chairman: Where was it a problem? I
understood that in fact we had quite clear
competition in ground-handling in this country?
GillianMerron:Wedid not have that atGatwick, for
example, and certainly that is something I have been
in recent discussion about with Laura MoVatt, the
Member for Crawley, through an adjournment
debate, which I have since followed up because I
know there are particular issues and concerns about
health and safety which I would also share but which
we are pursuing.

Q873 Chairman: Do you have a role to play in
ensuring that baggage handlers are properly trained?
Gillian Merron: Certainly the Health & Safety
Executive takes a very clear line on this, and I am
taking a very personal interest in it, not least of all
because of the points made by the Honourable
Member for Crawley. I think the important thing is
that the HSE has been involved in an international
eVort to try and deal with this, because of course this
is not only an issue for us here. We are looking at
developing a new international standard for
baggage handling. I think it is important that we do
provide ministerial interest in pursuit of this one.

Q874 Graham Stringer: Did the costs and the
eYciency of baggage handling in this country get
better after the implementation of the directive? Did
costs go down or up, and did the delivery of baggage
on time to the carousels get better?
Gillian Merron: I would have to give a specific
answer by writing on that matter.

Q875 Chairman: There has been anecdotal evidence
that not only do airlines lose luggage in a good old
way but that certainly the experience of the
passenger has not been improved, so could you give
us accurate information about that, particularly in
relation to the larger airports?
GillianMerron: I would be very happy to come back
to the Committee on that.

Q876 Chairman: Given that these are all European
directives and regulations, are you going to oppose
the proposal for an EU-wide cabin crew licence?
GillianMerron:The issue of the cabin crew licence, if
I could justmake reference to that, is that yes, indeed
there have been proposals which have come forward
to amend the European regulation and it is our
position that we do not consider that cabin crew
licensing is justified on safety grounds, but we do
believe there is a need to recognise the trainingwhich
has been received by cabin crew.
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Q877 Chairman: Is that the position that Her
Majesty’s Government will maintain?
Gillian Merron: Yes.

Q878 Chairman: Are you concerned that Civil
Aviation Working Time Regulations do not cover
some airlines which operate out of the UK and have
a sizeable part of our market but are based abroad?
Gillian Merron: I think in terms of practicality what
has been decided is that the only way to apply is that
it depends where the airline is registered, because it
is the relevant regulations which apply there. Of
course, if it is an EU regulation it becomes simpler,
if we are talking about only EU airlines, but we are
not always in every case. So it is about applying the
rules which apply to the country in which the airline
is registered.

Q879 Chairman: You will remember, Minister,
because of your homework, I am sure, because you
were not there at the time, that this Committee
highlighted the dangerous situation where,
particularly in the leisure market, there were airlines
which were operating almost wholly out of this
country although registered in another and therefore
escaping regulation because they were rarely in their
home countries and yet they were carrying UK
citizens. Canwe be assured that some years after this
Committee raised that problem it has been
addressed?
Mrs Webber: There is a concept known as the
principal place of business and that is what
determines which country you are registered in.

Q880 Chairman: Ah! So you are telling us that if
Ryanair, for example, has its principal business out
of the United Kingdom then it can be looked at in a
diVerent way from where it has its own registered
oYce?

Mrs Webber: Yes. The definition of the principal
place of business is actually something which is
being looked at at the moment in this third
European package which was mentioned earlier,
and the definition which comes out of that will
determine where an airline is registered. Then, as the
Minister said, the Working Time Regulations have
to be applied by the airline’s country rather than the
workers’ country, because of course you can get
workers of several nationalities on one airline and
they could not all have diVerent entitlements. So it
has to be airline-led rather than worker-led.

Q881 Graham Stringer:Where is Ryanair’s place of
business?
Mrs Webber: It is in Ireland.

Q882 Chairman: You base that on the number of
flights originating in Ireland rather than where the
bulk of its commercial business is?
Mrs Webber: It is currently based on the current
definition of principal place of business, which is a
combination of where its head oYce is and where its
business is. There are several tests which are applied.
As I say, that definition is currently under
negotiation in Europe and so I cannot say how it will
turn out, but at the moment its principal place of
business is correctly registered in Ireland under EU
law.

Q883Chairman:Yes. I thinkwe would like a note on
that, Mrs Webber, because it sounds like one of
those nice conundrums which will keep us busy for
a long time. Minister, you have been very helpful.
Thank you very much indeed. Doubtless we shall
return, and I hope you will think kindly of Mr
Parkinson’s career!
Gillian Merron: It is always on my mind!
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Written evidence

Memorandum submitted by Mr Lyndon Elias (PEAT 01)

1. Airports in Britain are by and large poorly served by railway public transport. Indeed the Freight
Transport Association has identified road traYc relating to Manchester Ringway as a major cause of road
congestion.

2. The same reasoning applies to London Heathrow and road traYc problems will be transmitted to
departing passengers where as peak periods decline passengers will bunch and overflow aeroplane capacity.
The alternative is for airline patrons to insert excessively long travel times to circumvent road traYc delays.

3. A feasible solution for railway access to airports is to have a star-burst of typically five, six or seven
radial routes as radial feeders. In any event there is a pressing need for railway interchanges outside centres
of major conurbations. An aerodrome meets the land requirement for a station.

4. Most airports with the exception of Birmingham Eldom (West coast Main Line) and Stanstead (from
Birmingham) are providedwith train services that have very limited range. Indeed themajority of trains skip
the station at TyneTees.

5. It is a self-evident truth that as the focus of train services over a number of radial routes there will be
use of the railway without reference to airline services form a convenient interchange between train and bus,
as at Heathrow.

6. Unless airports are provided with railways that can handle the trains capable of network access over
the Network Rail system, whether diesel or electric traction, considerations of other topics is an academic
exercise. The obvious places to sell airline tickets are InterCity railway stations.

7. Regarding railway access to Heathrow from the English southeast and excepting central London, for
practical purposes there is no railway access. Questions of ticket availability and other matters such as
lavatories which are only available on trains become irrelevant.

Having commuted to and throughHeathrow for various employers and attended theHeathrowTerminal
Five Inquiry I am well versed on the short comings of transport to Heathrow. I have flown to or from
Gatwick, Birmingham, International Liverpool Lennon, Belfast Aldergrove, Exeter, Glasgow andDouglas
Ronaldsway.

The discussion cannot consider alien aerodromes where facilities may be minimalist in comparison.

February 2007

Memorandum submitted by Mr Alan D Crowhurst (PEAT 02)

In order to make this response simple I propose to comment on the points raised in the order given in the
invitation.

1. Tickets

My most recent experiences have been with purchase via the internet and, in one case, as part of a tour
package.

Whilst it is relatively easy to make reservations and ticket purchases it is often a major problem in that
the final price is not the headline price shown initially by some airlines.

Terms and conditions are becoming increasingly diYcult to follow especially with regard to baggage
allowances, both checked in and hand carried. Compensation for lost baggage is totally inadequate.

2. Travel to Airports

My experiences are limited to travel by rail and by car as I do not enjoy bus/coach travel over more than
a fewmiles. Travel to LondonHeathrow is not easy from the west with an awkward change at Reading onto
a dedicated bus service. Returning on that route is more diYcult since one is boarding what might be an
already crowded train. A rail service to that airport would be an enormous boon and would reduce the need
to drive.

London Gatwick is now more inaccessible due to the loss of through rail services and now that at least
one change is required en route, not welcome if travelling with luggage.
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Manchester is accessible frommy area with one same platform change en route whilst Birmingham is also
accessible if you happen to have a dire ct service. Frommy area a change is required at Birmingham between
Moor Street and New Street or at Smethwick Galton Bridge, an unattractive albeit modern station with
few facilities.

Other airports are much less accessible from here, eg Luton and East Midlands.

There does not seem to be a policy to provide rail access from as many areas as possible.

3. Airports

Accessibility at some airports is not easy with the congested layouts at Heathrow, poor signposting and
at terminal 1 a very unattractive coach boarding point.

There is a significant lack of revelatory such as those found at many overseas airports.

There is also a lack of comfortable seating and insuYcient space in waiting areas due, in part, to the large
number of spaces occupied by retail outlets.

Check in procedures are varied from acceptable to poor and security ranges from the ridiculous to the
excessive. The task of the staV involved is, no doubt, boring.

Facilities are often inadequate leading to lengthy queues, something one does not wish to experience at
the beginning of a long journey.

Returning to the UK, Passport controls are also somewhat variable in quality and could certainly be
improved. It would be helpful to return to lanes for UK citizens only giving us a little shorter time in any
queue.

At some airports outside London it appears to be very simple for passengers to pass through Immigration
and Customs with minimal checks.

4. Baggage

As mentioned briefly initially the rules for baggage are now becoming more complex and distinctly
unhelpful for passengers. Carry on rules are also very variable and are frequently ignored both by passengers
and staV. The concept of being charged for two lighter bags weighing less than one large one is a very
unwelcome idea for those of us who can no longer carry heavier bags. Arrangements for reporting lost
baggage are not always clear and levels of compensation are totally inadequate which may be a reason why
airlines may be tempted to handle claims as they do.

Have no experience of theft in this country although items were removed frommy bag on a journey across
the USA.

Theft should be punished very severely although this seems unlikely in the current legal climate with
inadequate prisons and lenient judges.

5. Aircraft

Some carriers provide inadequate seating width and pitch, others are much more acceptable. A pitch of
less than 32 inches should be banned from flights in and to and from the UK.

On board food is generally only fair to poor in both quality and presentation on domestic carriers
although some Far Eastern airlines are far better. Some carriers in-flight drinks services are very poor with
respect to provision of water or soft drinks on long haul journeys. Recent experiences on BA (three flights)
and Quantas compared poorly with Emirates, Malaysian,Singapore and Thai.

Have no experience of disruptive passengers.

6. When Things GoWrong

Information on entitlements is not made clear and there seems to be no mechanism to enforce
international conventions. I would except most US airlines from this statement as my personal experiences
with several have been excellent with the provision of total accommodation and upgrading to first class in
one instance.

7. Budget Airlines

Have limited experience as I would not use any such carrier other than for a simple journey undertaken
without time constraints. My recent experiences have been with Flybe who gave excellent services for the
most part. It is unreasonable to expect more than a bus/coach standard of travel for the fares charged.

Tendency to publicise fares before taxes is not acceptable however in my view.
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8. Airport Charges

I would like to see more transparency in publishing how charges are calculated with a true cost shown for
Government and Airport levied charges.

I have no knowledge of the EU Directive so can only state my dislike of a situation in which a sovereign
nation such as the United Kingdom is subject to any Directive drawn up by foreign civil servants. I suspect
that it will only add to the costs for each passenger reflecting all the layers of bureaucracy.

February 2007

Memorandum submitted by Mr Ken Rolfe (PEAT 03)

Issue: Do Airports and airlines do enough to minimise passenger inconvenience?

The short answer to the question is probably a definite NO. As with all forms of transport the customer
who provides the revenue comes LAST in terms of who is most important.

I will divide my comments into diVerent sections.

British Airports Authority and other airport operators

It would appear that the airport operators have realised that the potential of the captive audience that
they have with the travellers who use airports. To the airport operators you are just a unit, not a passenger/
holidaymaker/or traveller.

The operators now have a Conflict of Interest.

Airlines need to operate their flights to schedule, to reduce the charges to the operators and compensation
to delayed passengers. Hopefully the airlines by moving the passengers will be able to make some profit, if
they operate eYciently.

Airport Operators

This business has sublet huge amounts of retail space, probably at premium rentals to all sorts of
businesses in the departure lounges. On sale are items from caviar to humble items like sweets and
newspapers.

Between the Department Stores to Duty Free to High Street chemists/newsagents/restaurants/and bars
there is ample opportunity to spend whilst at the airport.

The Airport operators in connivance with Government, and Security, do all they can to extend the time
that “Units” have to spend in the airport, to make sure that they need to spend in the retail environment.
Now you are prevented from taking a humble bottle of water from home to the departure lounge, due to
the imperceptible threat that it may contain explosives or some other untoward substance. Not just a cheap
drink to avoid the unnecessary spend in the high price shops at the airport.

The Operators together with Airlines, seek to extend the amount of time that “units” have to queue to
deposit their baggage, and so thus need to use either toilets or purchase refreshments at the airport.

Many airlines seem to always have unmanned check in desks at all times. So that long and tedious queues
build up, and they need marshals to look after them. It appears that even with so called on-line check in
systems that the problem of getting bar coded labels on to the cases is the major issue, and until a means of
providing units with this information then there will always be queues to deposit bags; even if you are not
being asked rather cumbersome questions by the airline staV.

Penalties for airport operators

There appears to be no system of quality audits where airport operators are assessed by passengers and
airlines as to the quality and eVectivness of the service they provide. A measure of this would be the
percentage of flights departing on time to catch the air traYc slots agreed.

Compensation to passengers and airlines should be provided to penalise the operator if the margin of
acceptability is more than 5% below 100%.

Any compensation paid by airlines to passengers under EU rules should be refunded to the Airline if the
fault is at the hands of the airport operator eg weather, or shared if both are to blame, in addition to punitive
levels of compensation to benefit the passengers who are inconvenienced, to provide satisfactory damages
for their loss of expectation and inconvenience, in addition to the EU compensation.
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Airport Operators should also be made to show that they are not charging retail tenants who lease space
from them that the rental is above a “high street” norm. The calculations should be open and transparent,
and should be equal for all retailers at the airport.

Charges made by retailers should be no higher than those charged in normal high street trading
conditions, in fact they should be cheaper due to the guarantees of a “captive” number of “units” passing
through the airport.

Luggage allowances and number of items

British Airways (BA) is currently taking the flak by reducing the amount of baggage that can be checked
into the hold. The reductions in the number of items from two to one and a reduction in the weight to 23
kgs approx 50 lbs.

Virgin Atlantic have also reduced the amount of baggage for Economy units, but continue to allow, units
in premium seats a higher baggage allowance. This also applies to BA. What are our continental carriers
doing leaving the allowances unchanged or “waiting and watching” to see how the UK develops.

The question in my mind is that this is being done to oVset the cost of the reduced prices that are being
demanded for seats.

The fuel saving for the airlines, whether domestic/short haul or long haul will be significant if each
passenger has basically only one bag with a maximum weight of 23 kgs. There will also be a huge reduction
in the number of baggage handlers required to deal with a flight.

It is interesting to note that flights to USA and Caribbean are exempt from the new rules, presumably
because theUS carriers will not agree to the new limits, and also because theNorthAtlantic routes are highly
profitable for the carriers.

Why should travellers to the rest of the world suVer these restrictions?

There appear to be issues surrounding those who have to travel by public transport to get to airports, and
find it easier to handle two smaller bags rather than one large bag. There are issues for older and disabled
passengers who again make infrequent trips and may find two smaller cases easier to cope with rather than
a large bulkier bag.

BA have indicated that they will not charge those with “Special Needs”. It is an argument I would not
like to have at the check-in desk, with an unsympathetic member of the airline staV. BA in particular have
shown themselves to be totally unsympathetic to their staV and customers recently.

BA have also indicated that they have a fairly generous allowance for cabin baggage. Once again the whiV
of arrogance smugness arrives. In the summer “units” were restricted to one small piece of cabin baggage.
Now we are being told it is OK to take a case into the cabin, to avoid payment of the excess charge for it to
go into the hold.

It is my view that any piece of luggage over 5 kgs in weight should be in the hold and compulsorily checked
in or removed from the passenger at the departure gate. The cabins become much more dangerous with
larger items being placed overhead lockers.

Some passengers could arrive in the cabin, with a bag of Duty Free, their small handbag/a larger carry
on bag or two, depending on where they are travelling. Much of this will become highly dangerous to every
other passenger, and members of the crew in the event of an emergency, either on take oV or landing, or
sudden change of altitude caused by turbulence in flight.

These in my view are items which should not be in the cabin, and should be more securely stored in the
hold. This reverses the argument to downgrade the number of bags for each unit.

It also appears by not publicising the baggage allowances that you are entitled to at the time of the
purchase of the ticket the carrier is possibly in breach of the Unfair Contracts Terms legislation, as they are
seeking to impose terms forwhich you have not agreed. The baggage allowance is an integral part of booking
a flight, and so “units” decisions on whether to fly BA/Virgin/Quantas/Air NZ or Cathay Pacific etc may
vary on the final destination and amount of baggage that is allowed.

Many of these items are integral to the question, because they all add to the stress or pleasure of the
journey you are about to make.

Security issues

The issue of airline and airport security is important. However it should be clearly understood by Airport
operators/Government/Government agencies eg the security services and police that any changes to security
status and costs of disruption will fall directly on their direct operational budgets. This would help them to
evaluate any information seriously before causing serious disruption to a major part of the economic life of
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the UK. Surely a more serious threat to the country is in “air freight” which seems to travel unhindered,
and has more opportunities for bombs and other items to be concealed to bring down an aircraft with more
devastating eVect over highly populated areas of the UK.

The threat is not to the passengers on the plane, but the many on the ground under the flight path near
to airports.

All passengers and airlines should be fully reimbursed for their losses, both direct and indirect.

If the Government via the Treasury were responsible for the costs then the agencies would be less willing
to cause national chaos and make ourselves a laughing stock for the rest of the world.

We do seem to love “storms in teacups”.

Ken Rolfe

13 February 2007

Memorandum submitted by Scottish Passenger Agents’ Association (SPAA) (PEAT 04)

Passengers’ Experience of Air Travel

Established in 1921, the Scottish Passenger Agents’ Association (SPAA) is the world’s oldest travel trade
association. Today SPAA is Scotland’s largest travel trade association and represents the interests of all of
Scotland’s major travel agents, working alongside our Associate Members, which include many of the
world’s leading airlines, tour operators and cruise lines. Each of these sectors within the industry has an
interest in the experience which is relevant to their customers who in turn become customers of the airlines
and airports in the UK.

Competition is what this industry thrives upon; the challenge to attract customers and guarantee repeat
business ensures we do not rest on our laurels and delivermediocre services. Yet the impetus to continuously
improve the customer experience—be it through reduced airfares or more eYcient security procedures—
disappears when the traveller has no viable alternative. As customer satisfaction is the goal to which all
within the travel industry aim, it is imperative that the customer experience is good, but sadly this is not
the case.

1. Tickets

1.1 Ease of Purchase

Traditionally, the most flexible way of purchasing an airline ticket was through a travel agent, but recent
advances in technology have led to a drive by the airlines to encourage internet bookings. This has resulted
in cost savings to the airlines, but a loss of flexibility to the customer in that they cannot readily compare
one operator with another and have to trawl through various internet sites to establish the best ticket price.
With many customers now becoming amateur travel agents, errors do occur frequently. In short, tickets are
easy to purchase but when an error is made it can be very expensive and there is unwillingness on the part
of the airline to help the customer.

Travel agents already had a highly eYcient and eVective way of making reservations and issuing tickets
through four Global Distribution Systems (GDS). These list flights and fares of most airlines in a manner
which enable fast comparison with one another and enable choices to be made instantly and easily in one
smooth transaction, both for single and multi sector journeys through numerous gateways or hubs.

1.2 Transparency of additional charges

Gone are the days when an air fare was simply that. The price you saw was what you paid. In an eVort
to continually reduce the “fare” airlines now add—in varying degrees—additional “taxes and charges”. In
many cases, these additional charges are not taxes, but simply a means of diverting otherwise legitimate
business costs away from the fare into another category.

These include—airport passenger service charges, fuel surcharges, customs and immigration inspection
fees, insurance and wheelchair levies, and vary considerably from airline to airline adding extensive
confusion to the customer. In addition, many items previously included, are now charged as an extra, such
as meals, seat allocation, ticket on departure, booking fees etc.

SPAA would recommend that airline fares should be inclusive of all known compulsory charges and no
additional charges should be made unless they are completely optional.
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1.3 Availability of discounted tickets

Many discounted fares are advertised, but as stated above, it is not clear in many cases what the true cost
will be until well into the booking process. While those employed in the industry may fully understand what
additional charges can be expected and can advise accordingly, customers cannot be expected to anticipate
all of the additional charges which are likely to occur and transparency is required in this respect.

1.4 Clear Terms and Conditions

Over the last 10 years airlines have gone fromhaving very clear terms and conditions which were standard
across the industry to individual rules and regulations which at times are not well thought out and serve only
to confuse the customer. This is further complicated by terms and conditions not being clearly signposted
on websites and passengers not clearly understanding what the consequences are of changes to names, or
cancellation /alteration of reservations already made.

2. Travel to Airports

Most people travelling to an airport have hand or hold baggage and it is a consequence of this that it is
easier for them to travel by private car. Where bus and train connections are being planned or already exist
it is absolutely essential that they have adequate baggage storage facilities. It is not acceptable that
commuter type services can simply be extended to cover the airports.

In addition, where public transport is to be meaningful, the schedules have to reasonably fit the needs of
the airport and arrival/departure times in the early hours and late evening arrivals. Without this it is
meaningless and will simply mean that passengers travel by car.

In general, rail travel from and to UK airports compares unfavourably with airports in other countries
such as Schiphol at Amsterdam.

3. Airports

3.1 Accessibility for elderly and disabled people

All airports provide elderly and disabled customers with additional facilities. However, the airport
operating company will in many cases charge substantial amounts to the airline for the provision of these
services, which, with the exception of Ryanair, absorb the charge. It is from the customer’s viewpoint seen
as a free service but this is certainly not the case at the UK’s major airports. There are certain airports where
no additional charge is made for wheelchair provision and this is commendable and should be practised at
all UK airports.

In many cases, coaches are required to drop oV/pick up quite some distance from terminal buildings. This
is a particular problem for elderly or infirm passengers.

3.2 Quality of check in procedures

Airport check-in has become one of the most stressful experiences of air travel in the 21st century.

Long queues endure and customer patience is sorely tried. Space which was once designed for passenger
use has in more and more cases been used for retail development, with the result that queues snake around
a limited number of desks with an equally limited number of staV as airlines seek to cut their costs. Advance
electronic check in and seat selection is helping but still has a long way to go before the useage is at the
required levels of satisfaction. A number of airports still have to introduce the baggage drop facility which—
unless it is quick and easy—defeats the purpose of having checked in before leaving home, and only serves
to increase the stress levels of customers, who thought they were doing the right thing.

3.3 Airport facilities

Our airports in the United Kingdom have forgotten what their purpose in life is and have become huge
shopping malls. The areas originally designated at the planning stage to for the use of passengers has been
given over to huge retail development and seating has all but disappeared unless customers use one of the
food outlets, which in turn generates more revenue for the airport operator.

3.4 Security

Vying with check in for the most stressful experience is the security channel. While we all recognise the
need for stringent security, the designated areas and equipment are simply not large enough for the volumes
of passengers and staYng is woefully inadequate. Huge queues build up and it would seem that there is a
complete lack of planning. At any airport there are variances on when an aircraft may land or depart but
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the one absolute certainty is that airports know well in advance when passengers will arrive to check in and
proceed to the security channel. There is no excuse whatsoever for staYng levels not be tailored to the
expected passenger demand.

Confusing regulations interpreted diVerently at UK airports lead to huge inconsistencies in the level of
security being provided.

4. Baggage

4.1 Rules for carry on baggage

As already stated, standard procedures were the norm, but in recent months the carry on baggage
allowances were first increased to cut out much of the need to check in bags and then with increased security
the size of carry on bag was greatly reduced. While the maximum size is now once again standard for the
purposes of security clearances, each airline has its own weight limit. Confusion among passengers is
immense.

4.2 Excess baggage charges

With recent increases in charges announced by British Airways, the subject of excess baggage charges has
come to the fore. From a standard weight or piece system depending on the final destination, the free
allowance has degenerated into a confusing range of allowances from 15 kgs upwards, and the trend is to
milk the customer for as much as possible. However, even if this was clearly displayed and adhered to it
would be bad enough, but British Airways is itself confused with charges for more than one bag being
substantial even if they both fall into the weight allowance. Elderly and infirm passengers will be judged at
check in as to whether they can ably carry one bag or two but there is no clear cut rule and the judgement
will be made at the discretion of the check in agent. This is not a satisfactory way of dealing with the issue.

Further complications arrive on (a) code share flights when the ticket is sold as a British Airways flight,
but is in fact operated by a partner airline and (b) British Airways Franchise airlines which operate in all
other respects as British Airways with their colours and flight numbers but the baggage allowancemay vary.
How does the customer know?

In the above instance, British Airways is cited as an example, but code sharing is a widespread practice
which confuses passengers in respect of which airline they are actually travelling on and what facilities will
be available to them.

4.3 Lost and stolen baggage

On point to point journeys, the incidence of lost baggage is concerning enough but on through connecting
journeys the chances of baggage going astray is very high indeed. This is of particular concern to passengers
travelling from Scotland via London Heathrow or London Gatwick to an international point.

Recent events at London Heathrow indicate that the system is far from robust and when things do go
wrong there seems to be a lack of management and willingness to resolve the issue. From problems in
December—well before the fog in Christmas week, the delays in locating and delivering missing bags were
quite intolerable, and remedial action at the highest level needs to be taken to prevent such occurrences
happening again.

4.4 Ground handling arrangements

It is apparent that staYng levels and competence must be improved to ensure that baggage problems are
rectified. It would seem inmany cases that the airport employees have little concern about the inconvenience
and expense incurred by the passenger as a result of their action and better senior management control is
badly needed.

5. Aircraft

While many airlines have been criticised for the seat pitch on board there is more awareness now of the
eVects of minimal legroom and progress is being made in respect of aircraft on long haul flights to resolve
the issues.

SPAA have no issues with the level of customer service being provided by UK airlines and commend the
action being taken by airlines and their crews to curtail the actions of unruly, drunk and disruptive
passengers. SPAA suggests that further research needs to be carried out to establish why this worrying trend



3696791004 Page Type [O] 24-07-07 00:02:19 Pag Table: COENEW PPSysB Unit: PAG1

Transport Committee: Evidence Ev 97

is increasing. While in itself it is only a tiny percentage of passengers who behave in this way it does have
major concerns for all of the other passengers aboard an aircraft when disruptive and unruly behaviour
occurs.

6. Flight Cancellations

Flight cancellations are already legislated for by the EU, but there seems to be an unwillingness to protect
the customer from unnecessary cancellations on the pretext of weather or operational reasons. There are
many, many cases of flights being cancelled where the airline hides behind the legislation and no
compensation is payable to the customer. In some cases the customer has gone to court and won, but this
should not be necessary.

In Scotland, we also have the added complication of the cancellation of all domestic flights by British
Airways whenever they have a serious problem at London Heathrow. This means that connecting
passengers in each direction are completely stranded with no alternative transport being provided.

Also, low cost airlines have cancelled flights without regard to the alternatives available and recent cases
have forced passengers to travel overland at their own cost when suitable alternatives could have been found
via connecting points. No compensation has been payable. Surely the EU regulations were not meant to be
flouted in this way and should be rigorously enforced.

Having said that, we do accept that weather can cause cancellations at times. In those circumstances it is
incumbent on the airline or their handling agent to source alternative forms of transport and provide
assistance rather than simply leave passengers to fend for themselves.

7. Budget v Full Service Airlines

Budget airlines have expanded at a phenomenal rate over the last 10 years. The travelling public have
benefited greatly from a huge raft of new direct services at aVordable prices which opened up whole new
tourist markets both at overseas and in incoming visitors to Scotland. The public have welcomed their
innovative simplicity but they do have failings in that they do not provide the level of customer support on
the odd occasion when things go wrong.

Conversely, the full service airlines have gone from the provision of a high level of service—which justified
the fare diVerential—to a total lack of customer service and care in an eVort to match the budget airlines.

The end result is that there is no incentive to raise the care level and the customer suVers on both counts.
On the one hand he pays little and expects little, and on the other he pays more and expects more, but
receives little.

8. Airport Charges

Airport Charges vary considerably across the UK. At airports run by BAA in the London area charges
are substantially less per passenger than in airports run by BAA Scotland. The domestic passenger charge
at Gatwick is £4.98 while at Aberdeen it is £9.53. Passengers at Scotland’s main airports can pay more than
double their English counterparts and this is grossly unfair and an abuse of their dominant position.

It is doubtful if the passenger understands just how much the airport charges him to walk through the
airport from car park to aircraft, but it can be substantial. On international flights it can be as high as £13.95
per passenger. On top are high car park charges.

9. General

It can be seen fromour submissions on various aspects of the passenger experience that there are a number
of areas where the level of expected satisfaction has fallen over the last few years.

Pressure on the airline industry has resulted in a much lower level of staYng and experience. While it is
relatively easy to make a reservation and purchase a ticket, when things go adrift, there are not any back
up staV to resolve the problems.

Travel agents were well used to playing their part during strike, weather problems etc and gave of their
time freely to assist their clients and transferred them to other flights where possible. This is still the case
where passengers book with an agent. With more and more bookings being made directly with the airline,
then the agent is cut out of the loop leaving the passenger to resolve their own diYculties. When the airline
cannot handle the pressure then the results are disastrous, and a fairly simple issue at Heathrow becomes a
nightmare and media frenzy.
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The experience which passengers encounter at the hands of airports and airlines is not pleasant and has
to be corrected.

We hope that our submission has been helpful. If there are areas which you would like us to expand upon
then please do not hesitate to make further contact with us.

Sandy MacPherson

President

February 2007

Memorandum submitted by the Air Transport Users Council (PEAT 05)

Introduction

1. There have been significant changes in recent decades in the regulatory and commercial environments
within which the air transport industry operates. Consumer interests have been included, to some degree or
other, in the rationale for all of the changes. Some of the changes (such as the creation of the single European
market in air transport) have been of a high level political and economic nature, where there has been an
expectation that consumers would share the benefits. Others (such as Regulation EC 261/2004 on denied
boarding, cancellation and delay) have been more directly aimed at protecting consumer interests. This
Inquiry by the Transport Select Committee is a timely opportunity to consider the impact of these changes
on passengers’ experience of air travel.

Background

2. The Inquiry terms of reference refer to a more than 100-fold increase in passengers passing through
UK airports since 1950, and a projected possible further doubling by 2020. This increase has taken place
against a breaking down of the old order of restrictive bilateral air services agreements and of the quasi-
regulatory role of the International Air Transport Association (IATA). For UK air passengers, perhaps the
most significant changes have flowed from the liberalisation of the EU air transport market. These changes
have included significantly lower airfares (in real terms) and a dramatic increase in opportunities to be able
to fly from regional airports.

3. This sweeping away of restrictive regulation of airlines’ access to markets and of their ability to devise
service and pricing strategies according to their commercial judgement has been accompanied—perhaps, at
first sight, perversely—by newmeasures (including regulations) aimed at protecting passenger interest. New
legislation has included:

— Montreal Convention 2001.

— Regulation EC889/2002 on air carrier liability.

— Regulation EC261/2004 on compensation and assistance in the event of denied boarding,
cancellation and long delays.

— Regulation EC2111/2005 on air carrier identity.

— Regulation EC1107/2006 on rights of disabled persons and persons of reduced mobility when
travelling by air.

4. In 2001, as a precursor to the latter instruments on the above list, airlines and airports entered into
Voluntary Passenger Service Commitments following discussions with the European Commission and the
European Civil Aviation Conference (ECAC).

5. The AUC contributed to discussions leading up to the adoption of all of these international measures.
In addition, the AUC has taken forward initiatives in the UK its own right, with a view to promoting
improvements in passengers’ experience of air travel. These have included:

— Complaint to the OYce of Fair Trading, citing the Unfair Terms in Consumer Contracts
Regulations, about IATA Recommended Practice on General Conditions of Carriage (resulting
in revised Recommended Practice).

— Complaint to Advertising Standards Authority (resulting in requirement for airlines’ print
advertisements to quote fully-inclusive prices).

— Inclusive website pricing initiative (a continuing AUC campaign).
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— Complaint to the OYce of Fair Trading about arbitrary use Limited Release Tags for checked-in
baggage (resulting in OFT decision in AUC favour).

— Charter Airline Delay League Table (published annually since 1997).

6. The AUC’s comments on issues listed in the Inquiry Terms of Reference are set out below.

Tickets

On-line bookings

7. On-line shopping has become a feature of modern life across all sectors. For putative air passengers,
the Internet has made it much easier both to find out about what is available and to make a purchase. For
airlines, it has facilitated the development of dynamic pricing (a practice also adopted in other sectors) by
enabling them to communicate live information on prices and availability.

8. The Internet has alsomade it much easier far airlines to communicate information to passengers about
conditions attached to fares, and about general conditions of carriage (that is, contract terms that are not
specific to individual fare-types). In general terms, this has to be in both parties’ interests, and is a greatly
improved situation since pre-Internet times.

9. However, the use of websites as the primary means of communication with passengers enables airlines
to change their terms and conditions very easily. This means that passengers have to be on their guard
against changes made after they have booked and paid for their flights. The view of the AUC is that this is
an issue where any remedial action should be taken on a case-by-case basis, if appropriate citing generic
consumer protection legislation.

10. The AUC has, however, identified the way that airfares are presented on websites as an issue that
needs to be addressed generically. The issue that initially attracted the AUC’s attention was that most
airlines oVered a price at the first stage of the booking process that was less than the total price after the
subsequent addition of “taxes, fees and charges”. One of the AUC’s concerns about this practice was that
it was misleading, and that passengers might be enticed into paying more for their flights than they had
intended.

11. However, legal advice was that the practice would not be construed as misleading (in a legal sense)
if the total price was clear to the passenger before they committed themselves to the purchase (which was
uniformly the case). And responses to the AUC’s market research on this issue, together with informal
“straw polling”, indicated that passengers were generally comfortable with the concept of net pricing,
subject to the addition of “taxes”. The AUC therefore did not pursue this, other than to try to publicise the
issue and encourage passengers to shop around.

12. The AUC was far more concerned, however, about the arbitrary nature of some of the charges. The
inference in airlines presenting fares in this way is that the “taxes, fees and charges” are levied by a third
party: a passenger will thus have to pay them whichever airline they choose to use. That is indeed the case
for government taxes, such as the UK’s Air Passenger Duty. But other fees and charges listed by airlines
(such as fuel or airport service charges) are components of an airline’s costs. A passenger has no way of
knowing whether the amount added to their fare is a true reflection of the actual cost to the airline.

13. The AUC is particularly concerned about the underlying inference that the charges will be common
to any carrier operating between the same two airports. TheAUC’s research demonstrated that this was not
the case; indeed it revealed that the additional charges could vary by as much as a factor of four (between
£10 and £40 in the case of services between Gatwick and Amsterdam at the time of the research).

14. The AUC therefore continues to believe that the only way to prevent passengers being enticed into
a transaction that will end up costing them more than they wished to pay, or being misled when comparing
prices between airlines, is for airlines to be required to list total fares in all advertising and at the first stage
of a website booking process. The AUC has been supported by other bodies in this, most notably by West
Sussex Trading Standards Authority. And it is encouraged by current discussion on this point in the context
of a European Commission proposal for review of the “third package” legislation that completed the
liberalisation of the internal market in air transport.

Telephone bookings

15. The AUC’s enthusiasm for the benefits that air passengers have derived from airlines’ use of the
Internet is tempered by charges that are levied on passengers making reservations by telephone. The AUC
is prepared to accept that an airline should be free to levy these charges if it wishes, provided it tells
passengers about the charges—and about how to avoid them (for example, by booking on line).
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Travel to Airports

16. The AUC supports all eVorts to improve public transport connections to UK airports, and has
responded to this eVect to government consultation papers—most recently in the context of the 2003 air
transportWhite Paper. Further investment in surface access links to airports, properly integratedwith other
public transport networks, will become increasingly important not only in terms of convenience for
passengers, but also in terms of facilitating continued environmentally. sustainable growth in air transport.

Airports: Accessibility forElderly andDisabled People, Quality ofCheck-in Procedures, Airport

Facilities, Security

Accessibility for elderly and disabled people

17. The airport experience is self-evidently an integral element of the air transport product. Accessibility
for elderly and disabled people is an important issue, and one where the industry and regulatory bodies have
worked closely together for many years. In the UK, this work is taken forward by the Disabled Persons
Transport Advisory Committee (to which the AUC contributes through its membership of the Committee’s
AviationWorkingGroup). And, at the EU level, Regulation EC 110712006will apply in two stages, starting
in, July this year.

18. In practice, the AUC receives very few complaints from elderly or disabled passengers about
problems of accessibility. Therefore, whilst being part of the consensus that this will remain an important
issue in principle, and one that requires continuing vigilance, the AUC’s view is that the air transport
industry has a good track record in taking care of its passengers with special needs.

Check-in

19. The quality of the check-in experience is a function of many factors. One of these is the cost-structure
of the airline, such that check-in convenience (or not) is part of the package to which a passenger subscribes
when choosing their airline. In general, however, check-in is one areawhere all airlines have sought to reduce
costs, with a result that the industry has developed technologies such as common user terminal equipment
(CUTE), self-service check-in kiosks and on-line check-in.

20. All of these developments have, in general, improved the check-in experience for passengers, in terms
of convenience and reducing queuing times. However, the AUC has recently had informal conversations
with a number of airlines where there have been inconsistencies between expectation and reality. And it has
some concerns about how some airlines appear to be managing what is a significant change in culture for
many passengers.

Airport facilities

21. Availability and quality of services for passengers at airports are important elements of the overall
air passenger experience. The inclusion of Service Quality and Rebate provisions in the Civil Aviation
Authority’s regulation of airport charges has been a welcome step towards taking account of passenger
interests.

Security

22. Policy on security screening procedures is a matter for government. The key issues that have arisen
in recent years, from a passenger perspective, have been communication of changes that impact directly on
passengers (such as changes to what they can—or, more importantly, cannot—carry in their hand luggage)
and the impact of changes on queue times.

23. On the issue of security queues, the point is of course in part that people prefer not to spend time in
queues. But a more important concern is when passengers miss their flights because they have been held up
in security. The AUC does not believe that this is a common problem, though it does happen. Airports and
airlines must work together to ensure that screening capacity meets reasonably foreseeable fluctuations in
passenger throughput. And check-in deadlines must reasonably reflect the time that passengers will need to
clear security and get to the departure gate before their flight closes.

Baggage

24. Baggage rules and charges are two areas where the old certainties have recently started to break down
(that is, where airlines are increasingly moving away from previous industry-wide standards). The AUC’s
view is that these are elements of an airline’s service, and that airlines should be free to vary them to
diVerentiate; their product from those of their competitors. But airlines must ensure that passengers are
made aware of any charges, and of baggage allowances, during the booking process.
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25. Mishandled baggage remains an area of concern for the AUC. TheMontreal Convention increased
airlines’ liability for passengers’ baggage compared with the previous Warsaw Convention (which it has
superseded in most countries). And the industry has invested (and continues to invest) in technology to
locate missing bags. But compensation for lost luggage under the Montreal Convention rarely covers the
full value of the contents, and bags still go missing irretrievably.

26. Such statistics on mishandled baggage as are publicly available indicate that millions of passengers
are aVected by this problem each year. The AUCbelieves that the answer does not lie solely in concentrating
on procedures for dealing with what has already gone wrong. Airlines and airports must together make
greater eVorts to prevent baggage being mishandled in the first place.

Aircraft

On-board product

27. The on-board product (seating, in-flight service etc) has become a key element in competition between
carriers. But it is only one component of the product package, and is verymuch related to an airline’s overall
pricing strategy and where the airline has positioned itself in the market. In practice, diVerent passengers
on the same aircraft will be getting very diVerent perceptions of value for money depending on what they
actually paid and on their individual expectations. A passenger travelling on a no-frills carrier may have
paid more for a lower level of service than they might have been able to enjoy at a lower price on a full-
service airline. But this is the market at work.

Disruptive passengers

28. The AUC is not aware that there is a systemic problem with disruptive passengers, and believes that
incidents should be dealt with on case-by-case basis.

Airlines routinely provide training for cabin and flight crew on dealing with disruptive passengers. The
1996 and 1999 changes in UK law to facilitate the arrest of disruptive passengers were to be welcomed. They
enabled airlines to follow up serious incidents, and the courts to hand down exemplary sanctions on
oVenders.

29. The AUC receives only a very small number of passenger complaints that it categorises under
“disruptive passengers”, and is aware that for these complaints, as in all others; there are two sides to the
story. In general, the AUC’s perception is that airlines handle these incidents in an appropriate manner,
though it is concerned that some incidents seem to reflect a possible over-reaction on the part of airline staV.
The AUC hopes that a culture is not developing that would see passengers who make a legitimate
complaint—to cabin crew for example—being considered, by definition, disruptive.

When Things GoWrong

30. When things go wrong, in whatever consumer sector, it is important that consumers are able to get
information on their rights and to secure appropriate redress. The Internet has made it much easier for
consumers to obtain information, but it has also increased the potential for consumers to get wrong or
misleading information.

31. In the UK, the Government’s Consumer Direct service is a comprehensive one-stop source of
information for consumers, which is easily accessible by telephone or on-line. There are, in addition,
specialist sources of more detailed information that consumers can access either via Consumer Direct or
directly. The AUC is one such source of information for air passengers.

Delay and cancellation

32. Regulation EC261/2004 introduced new entitlements for air passengers in the event of cancellation
or delays. Its coming into force in February 2005 attracted considerable media interest. But, regrettably, this
interest was accompanied by inaccurate reporting of the new entitlements. The European Commission’s
own website and information leaflet, that was widely distributed in hard copy, was also misleading.

33. Despite pressure from many quarters, the Commission did not withdraw its misleading information
until the European Ombudsman found against it in January 2007 in response to a complaint from airline
trade associations. This failure by the Commission compounded passengers’ diYculties in understanding
their entitlements, and they were understandably irritated when the AUC—and others—gave them
apparently contradictory information. The AUC believes, however, on the basis of the complaints and
enquiries that it receives directly from air passengers, that there is now an increasing awareness of the
provisions of the Regulation. As with any new legislation, awareness can be expected to grow over time.
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34. An innovative feature of Regulation EC261/2004 is that it requires airlines to give passengers notice
of their entitlements at the time that the disruption to their flight occurs. Setting aside any concerns as to
whether the airline information accurately reflects passengers’ legal entitlements, this has had the result of
promoting a wide awareness of the existence of the Regulation.

35. As with any new legislation, a settling down period might be expected during which adherence was
patchy. The AUC found this to be the case with Regulation EC261/2004. The AUC nevertheless believes
this Regulation to have been a considerable step forward in ensuring that passengers are less likely to be out
of pocket as a result of cancellation or delays.

36. It is clear, however, that airlines are routinely citing the “extraordinary circumstances” defence in the
Regulation to avoid paying compensation for cancellations in addition to looking after passengers (through
provision of meals and hotel accommodation etc) whilst they wait for alternative flights. And the lack of
definition of some key terms in the Regulation has led to significant diVerences in interpretation of airlines’
obligations.

37. For passengers whose complaints (about delays or cancellations) fall outside the scope of Regulation
EC261/2004, theMontreal Convention is the principal instrument that passengers can use to support claims
for redress. A key point about the Convention, however, that it expresses airlines,’ liability as “damage
occasioned by delay”, which is more akin to the concept of covering unavoidable expenses than of
compensation. That is, if a passenger has suVered no demonstrable financial “damage”, a claim for
compensation under theMontreal Convention is unlikely to succeed.Under such circumstances, any redress
provision depends on the goodwill (or commercial interest) of the airline.

Other complaints

38. Complaints outside the areas of delay, cancellation, denied boarding, or baggage, can be assessed
primarily against contact terms or, more subjectively, whether an airline has failed to meet a passenger’s
reasonable expectations. Airlines’ generosity or otherwise in response to complaints is in part a function of
their market positioning. Customer relations functions and their compensation budgets are overheads, and
are an integral component of an airline’s general customer-service ethos. Passengers need to understand that
the speed and quality of response may well reflect they price they have paid for their ticket.

Conclusion

39. The AUC has been a consistent exponent of liberalisation: of allowing the air transport market to
work in providing what its customers want with minimal regulatory interference. It also reserves the right,
however, to take a view on minimum acceptable service levels and treatment of passengers, and to promote
changes in practice or legislation, as it sees fit. It therefore welcomes, and looks forward to the report of,
this Transport Committee inquiry into passengers’ experience of air travel.

Air Transport Users Council

2 March 2007

Memorandum submitted by the Heathrow Airport Consultative Committee (PEAT 06)

1. This is the response of the Heathrow Airport Consultative Committee to the invitation, issued on
8 February 2007 by theHouse of CommonsTransport Committee, for interested persons to submit evidence
on the subject.

2. The HeathrowAirport Consultative Committee (HACC) is constituted by Heathrow Airport Limited
in accordance with Section 35 of the Civil Aviation Act 1982 (as amended by the Airports Act 1986). The
Consultative Committee operates as a body independently of Heathrow Airport Limited. The Consultative
Committee has 43 members drawn from the whole range of stakeholders concerned with or about the
establishment and operation ofHeathrowAirport. It was set up in 1948 but has expanded considerably since
then both in terms of the number of members and also in the range of activities which it pursues.

3. The Committee regrets that it only had your Committee’s call for evidence drawn to its attention on
Saturday 3 March last by one of our members. This submission has, therefore, been put together rather
hurriedly in order to meet your deadline of 5 March. We hope nevertheless that it will be of interest to your
Committee and one adjudged as being worthy of some remedial action being taken.

4. The HACC has a Passenger Services Sub-Committee (the PSSC) which deals with the majority of the
matters your invitation has highlighted as they aVect Heathrow Airport.

Members of the Sub-Committee, some of them are appointed from amongst frequent travellers through
the Airport after advertisement, conduct monitoring exercises of the various operations and facilities at or
serving Heathrow which are experienced by passengers as they travel through it.
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5. The PSSC receives numerous complaints from passengers about their experiences and, together with
concerns raised from its own monitoring exercises, discusses these with airport management, with the
surface transport providers, taxi organisations, with airline representatives catering and hotel organisations
with a view to resolving them. The Committee has no executive functions.

6. Particular concerns which have been the subject of discussion with HeathrowAirport Limited recently
have been those arising from the security procedures introduced over the past six months and the airport’s
contingency plans to deal with events such as the several days of fog in December 2006.

7. One matter which the HACC wishes particularly to drawn to the attention of the Inquiry is that
regarding the situation for passengers (and local people) whowish to travel from theAirport to a destination
outside of Greater London and, unless they use a pre-booked private hire vehicle, must use a London
“black cab”.

8. The HACC is aware that your Committee published a report, “The Regulation of Taxis and Private
Hire Vehicle Services in the UK” on 12 February 2004, and regretted that this excluded the taxi situation in
Greater London.

9. By law, some of which date back to theHackney Carriage Acts of the mid-1800s, the “black cab” trade
has a monopoly of operating licensed taxis within theMetropolitan Police District. Until the year 2000, this
District extended outside of Greater London into, for example in the West, Spelthorne, other parts of
Surrey, Buckinghamshire and Berkshire.

10. Upon the establishment of the Greater London Authority in 2000, the boundaries of this District
contracted to be coincidental with those of Greater London whilst the role of the licensing authority, the
Public Carriage OYce, was absorbed into Transport for London, a functional body of the Greater London
Authority and the Mayor of London.

11. The taxi licensing functions in those areas from which the Metropolitan Police has withdrawn were
taken over by the local authorities for those areas.

12. The western boundary of Greater London is substantially at or close to that of Heathrow Airport
and in the revision of the Police District boundary and transfer of taxi licensing functions, no provision was
made for the significant number of passengers who wish to take a taxi from Heathrow Airport across the
border of Greater London into one of the surrounding districts.

13. The problem which arises and is the subject of frequent complaint, is that journeys by a London
“black cab” which cross the border do not have to be undertaken “on the meter” when the driver should
negotiate a fare with the passenger before starting the journey.

14. Some of these complaints are made by Councillors representing their local authority from outside of
Greater London and, serving as members of the HACC, are voicing the concerns of their constituents.

15. Because of the taxi legislation, a London “black cab” is now not licensed to pick up a fare outside of
Greater London on their return journey to the airport and many drivers are therefore reluctant to accept
passengers wanting an outward journey from the airport.

16. Equally, a taxi licensed by an authority outside of Greater London may convey a passenger to
Heathrow Airport but it may not pick up a return fare unless it has been pre-booked.

17. As a result of this unsatisfactory situation, the HACC has for some five years been pressing for some
change in legislation which would resolve the situation satisfactorily from the passenger viewpoint but has
found little enthusiasm for this from the regulatory authorities.

18. According to the complaints received, it is unusual for passengers to be advised of the fare required
before starting a cross-border journey and they are then faced with a demand for quite high fares at the end
of their journey. These are claimed to be £50 or £60 for some journeys to destinations which can be as close
as only one or two miles from the Airport.

19. We were advised by the Heathrow Hotels Association of complaints from their customers of these
high fares with allegations that for those foreign customers with a particular destination on the Colnbrook
By-pass, the charges were even higher.

20. In an eVort to ameliorate the situation, Heathrow Airport Limited instituted a scheme early in this
century known as “Fares Fair” under which taxi drivers were asked to participate by charging flat fares to
some of these areas near Heathrow. These have been increased from time to time but are under £30. We
have been unable to obtain evidence of the eVectiveness of this scheme.
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Our Conclusion

21. It is diYcult to emphasise suYciently the strength of feeling amongst the members of the HACC on
this subject of taxis after some five years of seeking remedies in what has appeared to be an insoluble
problem.

22. Until the contraction of the boundary of the Metropolitan Police District in 2000, this taxi problem
did not exist, it has only arisen because of the lack of consideration of the consequences of that border
change. The solution may be to be to revert to that situation operating before contraction of the District
boundary.

March 2007

Memorandum submitted by British Airports Authority (BAA) Limited (PEAT 07)

1. Summary

1.1 BAA is a large and multi-faceted company and our work touches almost every area of airport life—
from day-to-day security and retail, to strategy and investment. We are a customer service business and are
committed to providing safe and secure airports.

1.2 Much of our work is done in partnership with other businesses and organisations—from the largest
airline alliances to independent traders such as taxi drivers. As well as meeting our own responsibilities, we
make sure these organisations work together to deliver a high-quality service.

1.3 The quality of the passenger experience is of vital importance to our business, and we recognise that
the current experience needs to be improved. The increased security requirements set by the Government
since the terror alert of August 2006 have undoubtedly had an impact on the overall experience of being an
air passenger. But, despite this, our customer surveys continue to show that more passengers have a positive
than a negative experience at our airports.

1.4 However, we recognise that it is not increased security restrictions alone which present challenges to
our delivery of customer service. We are committed to the most substantial investment programme in our
history to ensure we bring our facilities into the 21st century. Over 10 years BAA will invest £9.5 billion,
equivalent to £2.6million a day, in our London airports. Between 2006 and 2020we anticipate an investment
programme of £1 billion for our Scottish airports. Heathrow’s Terminal 5, the largest construction project
in Europe, is on time and on budget. Full implementation of the 2003 Future of Air TransportWhite Paper
is essential if the demands for passenger growth are to be met.

1.5 Having recently presented both written and oral evidence to the Transport Select Committee on
security at our airports,4 we have not chosen to focus on this important topic in this particular submission.

2. Travel to Airports: Adequacy of Bus and Rail Links

2.1 BAA is a leader in the delivery of public transport infrastructure and services. At Heathrow we
developed the Heathrow Express and Heathrow Connect services at a cost of £750 million and are currently
expanding these and the Piccadilly line to serve the new Terminal 5. The first motorway bus lane was
introduced on the M4 to access Heathrow, and BAA has invested considerable market research and route
development funding for bus and coach links to our airports.

2.2 Airports across the UK are fast becoming hubs for intermodal transport and this is reflected in the
investment that is being made by the aviation industry into bus, coach and rail interchange facilities.
Airports provide a ready potential market for public transport services and in many areas provide a core
demand that allows public transport services to flourish that would otherwise fail. Airports are a
complementary part of the UK public transport system and require treating as such when planning bus,
coach and rail services at a national, regional and local level.

2.3 It is our view that for airports to deliver maximum benefit to both air passengers and supporting
public transport providers, the specific needs of airports and their passengers must be recognised in the
services provided. These needs are well documented and easily recognised by anyone who has travelled by
air in the UK or abroad and used public transport to access an airport. It is exactly these needs that have
driven BAA’s ongoing campaign to save the Gatwick Express service5 in response to the latest consultation
on the BrightonMain Line Route Utilisation Strategy. It is these needs that lead us to consider “dedicated”
rail and coach services as the best way of getting air passengers onto public transport for their journey to
an airport. Where dedicated services are not feasible then there is a clear need for alternative to make better
provision for the luggage, punctuality, and information needs of the air passengers travelling to the airport.

4 Transport Select Committee—Transport Security: Travelling without Fear, 2006.
5 www.gatwickairport.com/savegatwickexpress
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2.4 As well as protecting existing public transport services BAA believes that there is a clear case for new
rail services in the South East. These are the Thameslink and AirTrack proposals which we believe would
be instrumental in improving passengers’ access to the airports in the region. We also support Crossrail in
principle, which will replace Heathrow Connect if built.

2.5 In addition to the services themselves, BAA believes that there is a need to have an innovative
approach tomaking alternatives to car travel available. This requires full information on access by all modes
to be available at the time of booking and better integration of ticket sales between airlines and public
transport providers. It also requires innovation in the types of services available. We believe there is a place
for increasing the volume of “shared rides” to the airport and more flexible public transport in order to cut
down the volume of road traYc per passenger entering the airport, as well as the environmental benefits.
We also believe that access charges to enter airports have a place in incentivising the use of such services.

3. Airport Facilities

3.1 We recognise that the experience of passengers travelling through our seven UK airports can be
improved. We have a very clear strategy for achieving this—by making an unprecedented financial
investment in our facilities and making customer service a key priority. Our ability to invest is largely
dependent on the CAA, the economic regulator for our three London airports, providing suYcient funding
through the regulatory settlement.

3.2 By 2012 BAAHeathrowwill have spent £8 billion on improving the airport. The opening of Terminal
5 at Heathrow in March 2008 will transform the experience of using the airport for its many millions of
passengers. The project remains on time and on budget. The new terminal will be flooded with natural light,
with simple and intuitive way-finding and views across the airfield. It will also have the world’s most
advanced baggage system, which aims to cut late bags to less than one in every thousand.

3.3 BAA also proposes to continue the transformation of Heathrow beyond the completion of Terminal
5. The project, called HeathrowEast, would incorporate Terminal 1 and involve the demolition of Terminal
2 and the Queens Building, the oldest parts of the airport, to build a single, state-of-the-art facility capable
of handling up to 30 million passengers.

3.4 At Gatwick Airport, which remains the most eYcient single runway international airport, work
continues on improving the passenger experience—refurbishing important infrastructure such as car parks,
moving walkways and escalators, the inter-terminal transit system, as well as refurbishing Pier 3 and its gate
rooms at Gatwick’s South Terminal.

3.5 Our three Scottish airports are also the gateway formillions of international visitors. BAA is investing
the equivalent of almost £1million a week across Glasgow, Edinburgh and Aberdeen airports. Major
development programmes are underway at each of our airports which, when complete, will not only increase
capacity, but provide a more relaxing and enjoyable experience for our growing number of passengers.

4. Customer Service

4.1 For understandable reasons, it is often unclear to passengers whether the airport operator, airline or
another organisation such as UK Immigration has responsibility for the provision of each facility and
process within airports.

4.2 In relation to processing departing and transferring passengers and their baggage (carried in the cabin
and the aircraft hold) the responsibilities of airports are, broadly, as follows: firstly, the provision of the
infrastructure; secondly, we have responsibility for the security screening of passengers, and other safety
responsibilities such as crowd control and evacuation. Thirdly, the airport operator works closely with other
parties to coordinate the variety of other services, such as immigration control and baggage handling.
Fourthly, the airport acts as a “landlord” for a number of commercial activities where retailers and other
organisations oVer services to passengers.

4.3 A particular source of frustration has been the increased queuing times at peak periods, which were
exacerbated by the new security restrictions. BAA, in consultation with airlines and other partners, has
undertaken a detailed analysis of theAugust security crisis and is applying the lessons tominimise disruption
for passengers in future periods of heightened security.

4.4 We aim to ensure that when people arrive at our airports, however they arrive, we provide clear and
relevant information to help them through the airport. For example, we make every eVort to provide
“wayfinding” signage, maps, airports guides and booklets.

4.5 Claiming that customer service is an integral part of BAA’s business is easily said, even if it is
embedded in our business strategy. Therefore, we also ensure that we measure customer service at our
airports by monitoring, for example, the length of time passengers spend queuing for security or the
percentage of time that items of passenger-sensitive equipment such as lifts and travellators are available
for use.
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4.6 The other way we measure customer service entails measuring the levels of satisfaction among
passenger customers about the service(s) they experience.We believe the Quality of ServiceMonitor (QSM)
is the most established measuring tool for customer service in use at airports, having run continuously since
1990, and has become the model for other similar programmes developed around the world. In its various
forms it involves face to face interviews annually with around 220,000 passengers at BAA’s UK airports,
including those using the dedicated rail services to Heathrow, Gatwick and Stansted. Respondents are
carefully sampled so as to obtain a representative cross section of airport users.

4.7 BAA’s QSM shows that satisfaction with the service passengers receive is higher than 10 years ago,
but the eVects of congestion are beginning to show. Terminal 5 will help alleviate some of the congestion at
Heathrow, and Gatwick has a Sustainable Development Strategy to grow to 40 million passengers a year
and Stansted has permission to grow to 25 million passengers a year. But more capacity is needed to meet
future demand. That is why BAA is implementing Government policy as outlined in 2003 Future of Air
Transport White Paper. This involves making better use of Stansted to its full single-runway capacity, to
develop Stansted beyond this to have a second runway, and to provide further runway capacity atHeathrow
if that can be done within environmental limits. If a third runway cannot be delivered at Heathrow, then
provision has been made for a second runway at Gatwick after 2019.

5. Accessibility for Elderly and Disabled People

5.1 Our objective is to design and build inclusive environments that everyone can use safely, easily and
with dignity, regardless of their age, gender or disabilities. We aim for independent use which means
integration not separation. To this end we have an Accessible Airports Standard which fulfils a co-
ordinating role as regards best practice for BAA. The Standard is used by Design Managers, Development
Managers and Project Leaders in order to deliver facilities that are easy and convenient for everyone to use.
However, we know that airports can be large and complex places so the functional requirements of a special
assistance process for some travellers must also be incorporated within any design for accessibility.

5.2 In terms of special assistance for elderly and disabled passengers, the current responsibilities for this
service are due to change. By July 2008, as a result of European legislation we will be actively taking on the
organisation and provision of special assistance at our airports. We are therefore working closely with
airline stakeholders and special assistance handlers during the tender process to determine appropriate
service standards and processes in line with the EU Regulation.

5.3 In creating accessible airports we meet the requirements of the Disability Discrimination Act: 1995
(DDA). BAAhas published aDDAPolicy,6 confirming our commitment to accessible services and facilities.
Further information on services and facilities for passengers with special requirements can also be found on
our website under each of our airports.

5.4 Finally, to ensure we are aware of best practice and the views of disabled people, we have been
implementing our policy of easy access with the help of the Disabled Persons’ Transport Advisory
Committee (DPTAC). BAA is an industry representative at DPTAC’s Aviation Group which includes
DPTAC members with experience in considering the needs of disabled people in relation to air travel. We
were also amember of the Department for Transport’s working group which produced the Code of Practice
for Access to Air Travel for Disabled People.

6. Airport Charges

6.1 Airport charges are paid by airlines to fund the costs of airport infrastructure and services. At BAA’s
airports they are published on our website7 and typically are paid in three parts: a departing passenger
charge, a charge per landing aircraft, and a charge for parking aircraft. However, it should not be assumed
that the income from each part of the airport charge is directly linked to the cost of providing that particular
service—firstly, retail and property income subsidises the aeronautical costs faced by airports; and secondly
the balance between the three areas will vary according to local circumstances and often the wishes of
airlines.

6.2 Airlines then decide individually how they want to pass these costs onto passengers and freight
forwarders. In some cases the airport charges will be treated as any other airline cost and incorporated into
the base fare; in other cases, at least part of the airport charges will be separated out from the base fare. The
CAA takes an interest in the way this is done, but BAA has no role to play in this area.

6.3 From our initial assessment of the draft proposed EU Airport Charges Directive (COM (2006) 820),
we believe that it will have little or no direct impact on the nature of information provided to passengers by
airlines on the level of airport charges paid by airlines to the airport company.

6 www.baa.com/disability
7 www.baa.com/cou
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7. Conclusion

7.1 BAA is investing heavily in its airport facilities to improve the experience of passengers, which is at
the heart of our business.

7.2 We will continue to work to encourage more passengers to arrive at our airports on reliable and
eYcient public transport.

7.3 The full implementation of the 2003 Future of Air TransportWhite Paper is required if we are to meet
current and future capacity challenges.

7.4 We need to continue to work closely with other providers of airport services to deliver a seamless
experience for passengers.

March 2007

Supplementary memorandum submitted by BAA Limited (PEAT 07A)

In response to the additional requests from the Committee, I have provided the information below.

Q536: The outline business case prepared by Atkins on behalf of the Airtrack Forum says that the
Airtrack proposal would remove 5000 cars per weekday from local roads in the morning peak (defined as
a three hour period).

This is the list of those local authorities thatwe know are positively supportive of theAirtrack project. For
the sake of completeness, I have put in brackets where I have been able to identify written policy support, as
opposed to agreement to support via recommendations in committees etc.

— Surrey County Council (LTP and Structure Plan); Hampshire County Council (LTP);
Runnymede Borough Council; Reading Borough Council; Woking Borough Council; Guildford
Borough Council (specifically in draft LDF); Bracknell Forest Council (LTP); Wokingham
Council (LTP);

The joint LIP drawn up by the London Boroughs under the South and West London Transport
Conference (SWELTRAC) specifically supports Airtrack, thus the following can be included in the
“number and names” supporting Airtrack:

— London Borough of Richmond; London Borough of Hounslow; London Borough of Hillingdon;
London Borough of Wandsworth; London Borough of Sutton; London Borough of Croydon;
London Borough of Merton; Royal Borough of Kingston; Royal Borough of Kensington &
Chelsea.

— We also have letter from The Mayor Of London and Transport for London in support.

Q567-9: We do not keep the data requested in questions 567-9. The incident of assault on security staV
is so rare that individual incidents are not recorded.

Additional Information: The additional information requested by the Committee on revenues from retail
and refreshments, and the proportion of total terminal space given to those services, is attached separately
in my email in the form of an Excel document.

If I can be of any further assistance to the Committee please do not hesitate to let me know.

May 2007
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Memorandum submitted by London First (PEAT 08)

London First is a business membership organisation whose mission is to make London the best city in
the world in which to do business. London First delivers its activities with the support of 300 of the capital’s
major businesses, representing approximately a quarter of London’s GDP, from key sectors such as
financial, professional services, property, ICT, creative industries, hospitality and retail. We also represent
the interests of all of London’s higher education institutions as well asmany of the further education colleges
(membership list enclosed).

Executive Summary

— International travel is vital for business in London. Poor passenger experience is cited by senior
business people as a serious concern that aVects London’s competitiveness.

— Continued delay in increasing capacity will result in poor customer service and a low quality of
experience in the face of future growth.

— Increasing airport capacity at London’s airports, especially Heathrow, is essential for maintaining
the UK’s competitiveness.

— Immigration and security processes within airports require increased resourcing and more
responsive management.

— Low resilience means that any perturbation (including security threats and severe weather
conditions) can result in chaos.

— The objectives of resilience in the face of crises, and creating a welcoming environment for
international business travellers, should be incorporated into the regulatory structure.

— Surface access, as a key component of the passenger’s experience, must be improved.

It is not possible to over-emphasise the importance of London’s air links for the economy

1. The strength of London’s economy—and that of the UK—depends on the capital’s success as a world
city. Growth of the London and UK economy is predicated on London’s continuing success as a global
financial and business centre. This continued growth is not constrained by domestic growth parameters but,
instead, potentially linked to the growth of the global economy. It can also, however, take place in one of
the other global economic centres.

2. Two-hundred and twenty-eight million passengers passed through UK airports in 2005. Nearly 60%
of them (133 million) did so through London area airports.8 With 12.4% of the population, London has
contributed 20% of GDP growth over the last 10 years and nearly 40% of export growth over the last five
years. London is a major international centre for investment banking, the world’s top city for institutional
equity holding, and the most important “over the counter” derivatives trading market with a third of the
global turnover. It has half of European Banking activity, and more foreign banks than anywhere else.

3. Senior executives in multi-national companies rate easy access tomarkets, customers and clients as the
most important factor aVecting business location decisions.9 First impressions of potential inward investors
visiting London are often decisive. Foreign-owned companies are responsible for 14% of employment. A
bad experience or poor image reflects badly on London and the rest of the UK, aVects UK competitiveness
and may deter visitors, investment and the creation of new jobs. There is strong competition elsewhere, not
only from traditional centres such as Tokyo, NewYork, Paris and Frankfurt, but also from rapidly growing
centres such as Hong Kong, Shanghai and Dubai, which have new and more attractive airports.

Heathrow in particular is seeing considerable capacity constraints

4. Of all the London airports, Heathrow continues to cater for the largest proportion of business traYc,
accounting for 35% in 2005.10 Heathrow is an international hub, and a gateway to London and the rest of
the UK. The current forecast for 2007 is circa 68 million passengers. Existing terminals at Heathrow were
built for 45 million.

The planning process for national infrastructure remains slow and expensive, and the continued
mistiming of capacity increases (Terminal 5’s extended planning phase, the proposals for Heathrow East)
will result in poor customer service and a low quality of experience in the face of future growth.

5. Heathrow’s Central Terminal Area (CTA) currently experiences considerable peak congestion, with
the intensity of runway use causing delays due to stacking. The opening of Terminal 5 will help, as will
BAA’s “Heathrow East” proposals currently being considered by Hillingdon Council. But it is vital that

8 Gatwick, Heathrow, London City, Luton, Stansted (CM Passenger Survey Report 2005).
9 European Cities Monitor: Cushman and Wakefield, September 2006.
10 CAA Passenger Survey Report 2005.
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increasing runway capacity at London’s airports, and especially Heathrow, be recognised as essential to
maintaining the UK’s competitiveness. The Government is committed to consulting on mixed mode
operations at Heathrow, which could reduce delays and provide more operational robustness.

6. In a poll of 4,000 travellers conducted by online travel service TripAdvisor, Heathrow was voted the
world’s worst airport.11 The poor quality of the “Heathrow Experience” has also been raised at meetings of
the Chancellor and his High Level Stakeholder Group from financial and business services.

The immigration and security processes within airports are inadequately resourced

7. DiVerent rules and levels of security compliance between countries and continents are confusing and
disruptive. Crucially, the business traveller’s experience is too often aVected by poor customer service. In
addition, on the rare occasion that cultural assumptions come into play, the risk of further delay, and
negative coverage of these assumptions abroad, serve further to diminish the passenger’s experience.12This
is partly a function of the diYculty of recruiting the right people for the posts required. Airport operators
do not employ immigration staV and are therefore unable to ensure the necessary customer service ethos.
Business input into training provision is crucial, as is the call for more customer service skills training for
security and immigration staV, and greater capability to deal eYciently with occasional delays.

Passenger experience is aVected by lack of capacity

8. Overall in London region airports, insuYcient capacity threatens the passenger’s experience of air
travel with longer queuing times, slower and lower quality check-in procedures, and with declining access
to overstretched airport facilities. UK competitiveness is not just aVected by airport security measures—but
also by a lack of capacity and inadequate facilities, against which context any perturbation can cause chaos.

9. Disruption in the last 12 months, prompted by increased security measures, has served to highlight the
inadequate capacity at London’s airports. It has also been accompanied by conflicting and poor
communication of changing rules for carry-on luggage. While business travellers of course accept the need
for increased vigilance and recognise the challenges involved in responding to the threat that became
apparent last August, they are concerned that the current regulatory regime may not take account of the
need to respond to unforeseen events, whether terrorist threats or the disruption caused by fog inDecember.
The business community would therefore like to see the objectives of resilience in the face of crises (including
severe weather), and creating a welcoming environment for international business travellers, incorporated
into the regulatory structure. The passenger security experience, particularly in times of crisis, is enhanced
by the timely provision of airport capacity.

Good surface access remains a key component of the passenger’s experience of air travel

10. Predicted growth means that improving surface access must remain central to the sustainable
development of airports and air travel, and to improving the quality of the air travel experience. The
dedicated airport rail service is an important element of a strategy to promote modal shift to public
transport, as it provides a reliable and recognisable service. In such a context, we strongly support the
proposed Airtrack service to Heathrow. We welcome the DLR’s extension to London City Airport and
support continued improvement to the Stansted Express. And we view as nonsensical any proposal to scrap
the Gatwick Express, believing that such a move would seriously mar passengers’ experience of air travel.

Memorandum submitted by the Independent Airport Park and Ride Association (IAPRA) (PEAT 09)

Summary

1. The Independent Airport Park and Ride Association (IAPRA) is pleased to submit evidence to the
Transport Select Committee’s inquiry into passengers’ experience of air travel.

2. IAPRA is the trade association representing the UK’s independent oV-airport park and ride industry.
It was established in 2002 to promote security measures and high standards of customer service in the oV-
airport park and ride industry, and to ensure that the role of the industry is fully understood and properly
reflected in the development plans for UK airports and their associated surface access strategies. IAPRA’s
members are long-established and highly reputable professional companies with loyal customer bases. Our
members’ combined 45,000 car parking spaces serve several million passengers travelling to and from
airports the length and breadth of the UK each year.

11 Ryanair “is least liked airline”—BBC News (26 October 2006).
12 Heathrow’s treatment of eastern executives “putting trade at risk” from the Guardian (25 January 2007).



3696791009 Page Type [O] 24-07-07 00:02:19 Pag Table: COENEW PPSysB Unit: PAG1

Transport Committee: Evidence Ev 111

3. IAPRA views the journey to and from an airport as a crucial part of passengers’ overall experience
when travelling by air. Consumers are entitled to expect that their cars will be well looked after when they
go on holiday or on business trips. Our members are absolutely committed—and required by their IAPRA
membership—to providing a high-quality, secure, fully-insured and good value service. The existence of a
number of rogue operators who provide substandard car parking services at some airports, with blatant
disregard for the property of their customers, is totally unacceptable. So too are attempts by airport
operators to restrict the ability of IAPRA members to compete fairly with their own car parking services.

4. IAPRA has therefore been engaging with the Government, OYce of Fair Trading, and the Trading
Standards Institute on a range of important issues relating to the promotion of consumer protection and
customer choice in airport parking and we are keen to raise a number of these issues with the Committee
as part of this inquiry.

5. The key points of our submission are:

— IAPRA agrees in principle that journeys to airports should ideally be made by public transport
where this is possible. However, for a large proportion of air travellers the private car will continue
to be the only viable means of travel to airports;

— In light of this, the forecast increases in air passenger numbers will inevitably be accompanied by
a rise in demand for airport-related car parking. It will not in our view be sustainable, or desirable,
to accommodate all of this increased demand for parking within airport boundaries;

— Appropriate provision of oV-airport park and ride sites will assist in reducing congestion and car-
related emissions at airport terminals andwill help to ensure amore competitivemarket for airport
car parking, to the benefit of passengers;

— Local authorities and airport operators should increasingly embrace the need for a proper
provision of oV-airport park and ride, the former through their various local plans and latter by
ensuring that no unfair restrictions are placed on legitimate independent park and ride operators
who wish to drop oV and pick up passengers at terminal forecourts.

Background

6. IAPRA believes this is a timely inquiry given the ongoing implementation of the Department for
Transport’s White Paper on Air Transport, the publication by many airports of their final Airport Master
Plans in response to the White Paper and the OFT UK Airports Study.

7. The demand for air travel is growing at unprecedented rates. Additional capacity is required not only
at the principal London airports but at regional airports across Britain. As many travellers will continue to
arrive at and depart from airports by private car, the provision of additional long and short-term parking
spaces is an essential component of the additional infrastructure that is required to meet this growing
demand.

8. Passengers travelling to airports by car fall into four key categories: workplace parking; “kiss and fly”
and taxi; business travellers; and long-stay park and ride.

9. The biggest contributors to passenger car movements at airports are “kiss and fly”—where passengers
are dropped oV and picked up at airports by friends or relatives—and taxi journeys. Together, these account
for around one third of all car movements around airports. Kiss and fly journeys involve two round trips
to drop oV and pick up passengers and often create severe congestion outside terminal buildings. The same
applies to taxi and minicab journeys.

10. In addition to the severe congestion that can be caused by kiss and fly and taxis, these journeys also
raise important environmental considerations since they involve four journeys to and from airports. In the
case of taxis, airports award exclusive licenses to specific companies and only these are allowed to tout for
business at those airports; other taxi companies bringing passengers to airports are forced to return empty.
Accordingly, where public transport is not a viable option, driving to the airport and parking long-term is
the next most environmentally sustainable mode of transport.

11. IAPRA members represent an important element in the overall infrastructure serving airport
passengers. Our members’ car parks operate at all of UK’s major airports, including Aberdeen, Belfast
International, Birmingham International, CardiV International, East Midlands, Edinburgh, Gatwick,
Glasgow, Heathrow, Leeds Bradford, London Luton, Manchester, Newcastle International and Prestwick
International.

12. The oV-airport park and ride services provided by our members make an important contribution to
tackling car-related congestion and pollution at airport terminals, as well as to addressing issues of social
exclusion. However, there is a lack of understanding about the role that long-stay oV-airport customer
parking can play. IAPRA believes that the issues involved need to be more fully understood by policy
makers at local and national level.
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The Role of Off-Airport Park and Ride

13. IAPRA agrees in principle with the government’s policy objective to encourage people to travel to
airports by public transport as much as possible. However, for most airports, increasing public transport’s
modal share will continue to be an extremely challenging goal without a huge increase in government
funding for public transport, which seems unlikely at present. For a variety of reasons, the car is likely to
remain the preferredmethod of travel for a significant proportion of passengers, and formany people public
transport will remain an unviable option.

14. Public transport works best when it matches passengers’ need for point to point travel. An analysis of
the customer bases of IAPRAmembers’ operations at a range ofUKairports indicates that the geographical
spread of passengers’ town of origin is extremely wide in each case. In many cases, passengers who drive to
airports and park would have to travel a long way from their homes to catch a train or bus to an airport.
Clearly, it will never be feasible to provide public transport for everybody’s needs.

15. A lack of regular public transport outside daylight hours is also a problem for those arriving or
departing late during the late night to early morning period. Around 20% of travellers who use IAPRA car
parking facilities do so between midnight and 6.00 am. Furthermore, the cost of public transport is often a
barrier, particularly for families or where large numbers of passengers are travelling together, and for larger
families travelling with baggage public transport is an impractical option.

16. For these reasons, many air passengers will continue to drive to airports and park. In environmental
terms, after public transport we believe that travelling to airports by private car and parking in oV-site long
term car parks should be the preferred choice—and facilitated as such by public policy. It has the real
potential, if harnessed and encouraged appropriately by policy makers, to make a significant impact on
reducing the number of taxi and kiss and fly car movements at airport terminals.

17. A family driving to an airport and using oV-airport long-stay park and ride facilities makes a single
trip to an airport and away from an airport—half the number of car journeys made by those travelling to
and from airports by taxi or kiss and fly. Furthermore, oV-airport park and ride services carry passengers
to airport terminal buildings in larger groups than do taxis and kiss and fly, or indeed private cars using
short stay car parks so they reduce congestion in the most congested areas closest to the airport.

18. We therefore believe that it is important that local authorities and airport operators increasingly
embrace the need for the proper provision of oV-airport park and ride sites.

Policy Issues and Concerns

19. The issue of oV-airport park and ride provision has hitherto not been a high priority for the
Department for Transport and other Government agencies. However, IAPRA believes that there is a
growing number of important public policy issues associated with airport parking which, if not addressed,
will in our view have a detrimental impact on the experience of passengers’ travel to and from airports as
airport capacity expands.

Expansion of airport capacity

20. IAPRA is concerned that the expansion of airport facilities envisaged in the Department for
Transport’s Air Transport White Paper, including car parking provision, appears to have been predicated
on a preference for an excessive acquisition of land and an associated expansion of airport boundaries,
rather than relying on a proper mix of on and oV-airport provision of facilities.

21. The White Paper made no reference to the need for a proper provision of oV-airport park and ride
sites. IAPRA believes that this is a serious oversight. It seems to us short-sighted to adopt a policy which
encourages unhindered growth in airport capacity, but which fails to take account of either the reality that
public transport alone will not be capable of handling the forecast significant growth in passenger numbers,
or the significant increase in car journeys to airports that will inevitably be generated.

22. We believe this oversight in the White Paper must be addressed at a national level, rather than being
left for airports and local authorities to deal with when serious capacity and congestion problems arise in
the future. Furthermore, it is concerning that PPG 13 does not make reference to the need to properly
accommodate oV-airport park and ride sites. This too needs to be addressed.

23. IAPRA believes that an expansion of airport boundaries should only be for the purposes of those
aviation operations that have to be on airport-owned land, and does not need to include land-side ancillary
operations such as car parking. If services such as car parking are increasingly concentrated within airport
boundaries, there is a real danger that car-related congestion at airport terminals will worsen and consumer
choice will suVer, and airports will be able to enjoy an unjustified “land grab” through associated
compulsory purchase powers.
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The benefits of consumer choice in airport car parking

24. Airport operators have been preparing Master Plans in response to the Air Transport White Paper,
setting out their development proposals for the coming few decades.Many of these plans recognise the need
for additional car parking capacity to cater for the projected increases in passengers numbers. However,
they have demonstrated a clear preference on the part of airport operators to concentrate additional parking
capacity on-site, within existing or expanded boundaries. IAPRA believes this is wholly unacceptable and
could result in a reduction of consumer choice, higher parking prices and an anti-competitive position being
adopted by airport operators.

25. Choice and competition in the car parking provided for passengers traveling to UK airports is in the
public interest. A proper provision of fully-authorised, independently-owned oV-airport park and ride
facilities helps to keep the cost of airport parking competitive. This in turn makes a significant contribution
to tackling some of the unhelpful behaviours commonly linked to more expensive parking, including
excessive use of taxis and kiss and fly.

26. A competitive market for airport parking will also help tackle the growing problem of illegal airport-
related parking. This involves cars being parking at sites without appropriate planning permission. Many
of these sites also fall a long way short of the standards of service and security that prevail in the legitimate
parking market, and that are required of IAPRA members. In the more extreme cases of illegal parking,
cars are parked in residential streets or even in supermarket car parks. As an illustration of the scale of this
problem, on one day alone in the summer of 2005 over 5,000 illegally parked cars were identified around
Gatwick Airport.

27. Illegal parking is a real problem for local communities, and local authorities must be prepared to
tackle the issue by making a proper provision for suitable, fully authorised car parking sites in their various
local plans. Without this, the situation will only worsen.

Customer drop-oV/pick-up facilities, charges and competition

28. Revenue from car parking is increasingly important to airports, which often derive a very large
proportion of their profits from this source. All airports, of course, provide their own on-airport car parks
and some operate their own oV-airport park and ride facilities. In most case, they do so in competition with
IAPRAmembers. There is a growing tendency amongst airport operators to seek to maximise profits from
their own car parks and to restrict the ability IAPRA’s members to participate fairly in this market.

29. In order for IAPRA members to continue to be able to provide a viable, high-quality service to
passengers travelling to airports, airport operators must develop a much more inclusive relationship with
the oV-airport park and ride industry. It is crucial that our vehicles’ access to airport and terminal facilities
is not unfairly restricted and that these facilities are provided on a non-discriminatory basis.

30. As a matter of principle, IAPRA is opposed to the introduction of any charge by airport operators
for the right of access to airports. We do accept that an airport is entitled to make charges in respect of the
set down/pick-up facilities that are provided to our members, but believe that the level of charge should be
based on a cost recovery plus fair profit formula.

31. However, airport operators are in a monopoly or quasi monopoly position and, as such, there is
significant scope for them to impose discriminatory terms on our members to the advantage of their own
car parking operations. They are also able to exercise considerable control over road traYc flows at airports
to the competitive disadvantage of IAPRA members, through use of their byelaw-making powers.

32. In recent times, individual members of IAPRA have experienced clear attempts by airports, whose
passengers they are serving, to restrict the access of their shuttle vehicles to terminal forecourts.
Furthermore, airports have tried to impose extremely disproportionate fees for the right to use drop-oV

facilities and to provide these facilities some distance from the main airport terminal building, thus making
the airport’s own on- or oV-airport parking facilities more attractive. IAPRA views these actions as
completely unacceptable and have registered our concerns with the OYce of Fair Trading within its
investigation of the UK airport market.

33. The existence of oV-airport parking facilities encourages competitive pricing between car park
operators. Our research indicates that oV-airport operators oVer discounts, on average, of around 15 per
cent compared to airport owned car park charges. It seems highly probable that without the presence of
independent oV-airport car park operators, airports would increase their own car park charges, and the
consumer would be materially disadvantaged.

34. This demonstrates the importance of preserving competition in the provision of airport parking and
in ensuring that airports are not allowed to unduly restrict the operations of competitor suppliers.
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Conclusion

35. The use of oV-airport park and ride services is an important element of many passengers’ overall
experience of air travel. The issues raised in this submission are, in IAPRA’s view, important public policy
matters that have a real impact on this experience. However, they are too often little understood and do not
appear to play any significant part in airport policy more generally.

36. We fully understand that other issues, such as runway capacity, international negotiations, aircraft
noise, ATOL, security and so forth have been and always will be dominant policy issues for the aviation
industry and policy makers. However, given growing concerns over the environmental impact of aviation,
including traYc congestion at airport terminals, IAPRA believes that the provision of adequate oV-airport
park and ride services, and the way in which this process is managed by policy makers and individual
airports, is an increasingly important matter.

37. IAPRA hopes that the Transport Committee’s inquiry can be used, at least in part, to give more
serious attention to the issues raised in this submission.

March 2007

Memorandum submitted by the Civil Aviation Authority (CAA) (PEAT 10)

1. Introduction

1. The CAA considers that themeans of delivering good quality passenger service in air travel, as in other
sectors of the economy, is robust competition between suppliers of the services and facilities which combine
to provide the air travel product. The UK has a good record in encouraging and enabling competition to
emerge in the airline, airport and travel services markets, with the result that UK citizens now have a much
wider array of choice, quality, price and location of air travel services than ever before. As a result, the CAA
has been able to withdraw from several areas of regulation, confident that passengers’ interests would be
protected by competition. Growing competition across most of the UK air travel market has spurred
innovation by airlines and airports in a wide variety of service oVerings, and revealed clearly that there is
no single model of passenger experience (and associated price) which meets the needs of all. It is important
that regulation does not stifle future innovation and competition in the air travel market.

2. This boundary between economic regulation and competition is a currently live area of debate in the
airports market, where the CAA regulates the UK’s four largest airports, but where continued regulation
of two of these airports—Stansted and Manchester—is set to be reviewed. Where the CAA does regulate,
promoting the interests of passengers as users of the airport is among the statutory duties which the CAA
must fulfil. To enable it to do so, the CAA has sought to understand passengers’ reactions to airport choice,
price and service quality, to inform its regulatory approach.

3. Passengers have been given specific legal rights, often through EC legislation, designed to inform,
empower and, in some cases, protect them. Where the CAA is responsible for enforcing such rules, it aims
to do so in a proportionate way to ensure that firms comply and passengers receive what they are entitled to.

4. The CAA contributes to the development of air services for passengers through its collection and
dissemination of airline and airport statistics and its extensive passenger survey work across the UK’s
airports. This provides comprehensive and reliable data to airports, airlines, the CAA and the Government
on the characteristics of passengers, to enable those involved in providing services or regulating aspects of
the market to understand better passengers’ needs.

5. Finally, the CAA recognises that the very high standards of aviation safety that have been achieved
and maintained in the UK contribute significantly to the overall passenger experience. However, as the
Committee has recently examined this aspect in some depth, we have not sought to provide further evidence
at this time.

2. Tickets

6. The CAA aims to ensure that passengers’ experience of air travel is not undermined by financial
problems with the travel organiser or the airline with which they travel in two main ways.

Air travel organisers’ licence

7. Travel organisers selling air holidays in theUKare required to hold anATOL—Air Travel Organisers’
Licence. The ATOL scheme is administered by the CAA and is the main way in which the UK meets the
financial protection requirements of the Package Travel Directive for air holidays. Leisure passengers who
purchase their air holidays through such tour operators benefit from financial protection, currently through
a bond provided by the tour operator. In the event that their travel organiser becomes insolvent, the ATOL
scheme will provide refunds to those who have not yet travelled, and those already on holiday will be
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repatriated (ideally after completing their holiday). In the year toMarch 2006, theATOL scheme repatriated
or refunded more than 23,000 holidaymakers and paid out more than £9 million to consumers. However,
it should be recognised that increasing numbers of leisure air passengers are now making their travel
arrangements independently (with the development of low-cost airlines and the growth in shopping over
the Internet). These are not ATOL protected and as a consequence the proportion of leisure air passengers
protected by ATOL has fallen from 98% in 1997 to 60% in 2005. Scheduled Airline Failure Insurance and
paying by credit card provide alternative, but less comprehensive, means of protection.

Airline operating licences

8. TheCAAalso aims to protect consumers through itsmonitoring and regulation of air carriers’ finances
under EC law. The CAA concentrates its eVorts on the larger passenger carriers in order to focus on
protecting consumers (but does so in as non-intrusive a way as possible in order to minimise the regulatory
burden on carriers). One of the objectives of financial oversight is to ensure that air carriers will be
suYciently financed to perform the service that consumers have booked, often many months in advance.
Four UK airlines have failed in the last five years.

Fares regulation

9. The CAA believes that the interests of users are best served if airlines are free to operate air services
in competition with one another according to their commercial judgement, subject only to the application
of normal competition law. This is probably best illustrated by the eVects of liberalisation in Europe where
fares have dropped dramatically and the consumer now enjoys a wide range of choices of products on oVer.

10. The CAA’s long-standing preference has therefore been for airlines to set fares with a minimum of
regulatory intervention. Our policy has been, wherever possible, not to intervene in fares or to dictate what
level they should be, except in the few cases where competition was insuYcient and we have seen a need to
protect “captive” passengers that were at risk of being overcharged.

11. As the aviation market has matured, so the CAA has been able to relax its regulation of prices. It has
done so in stages, focusing any residual regulation solely on those long haul routes where users were open
to potential exploitation.

12. In November 2006, following a thorough examination of the market and formal consultation with
both consumer bodies and the aviation industry, theCAAdecided to remove any remaining regulation of air
fares on these long-haul routes, because of greater competition in the airlinemarket. This is to be achieved in
two stages. The first stage removed regulation from all routes other than UK/US with eVect from 1
December 2006. The second stage, covering UK-USA routes, is currently deferred until other pricing
restrictions in the UK-USA market are removed. This signalled the end of more than 30 years of fares
regulation by the CAA.

3. Airport Economic Regulation

Introduction

13. The CAA has a relatively narrow remit in its economic regulation of UK airports. The vast majority
of theUK’s 50 plus commercial airports are not subject to any active formof regulation, and so the provision
of services and facilities from such airports to their airline and passenger users, and the charges for them,
are a commercial matter for the airport. The CAA considers that competition between airports and airlines
to serve passengers is, wherever possible, the best encouragement for airports to deliver the services and
facilities which best serve passengers’ needs in an eYcient and cost eVective manner.

UK statutory framework for economic regulation

14. Under the Airports Act 1986, the CAA is responsible for setting price controls on airport charges
every five years at airports designated by the Secretary of State. These areHeathrow, Gatwick, Stansted and
Manchester. Price controls are designed to prevent those airports which do not face suYcient competition
from exploiting that position, eg by raising prices unduly to airlines. The CAA is midway through the five-
yearly reviews of these price controls, and currently plans to set new price controls for Heathrow and
Gatwick airports in early 2008, to apply for the five years from April 2008. The Government is currently
consulting on the criteria to be used in deciding whether an airport should be designated or not,13 and
subsequently on the application of the (revised) criteria to the designation of Stansted and Manchester
airports. This follows recommendations in this direction by the Transport Select Committee in its report on
the work of the CAA, the OFT’s UK airports market study, and the CAA’s initial price control proposals
for BAA’s London airports. If these airports remain designated for price control, the CAA would set new
price controls by early 2009 for each for the five years from April 2009.

13 Consultation on proposed designation and de-designation criteria, Department for Transport, February 2007.
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15. In implementing airport regulation, the CAA must do so in the manner which it considers is best
calculated to meet its statutory duties:14:

— to further the reasonable interests of users of airports within the United Kingdom;

— to promote the eYcient, economic and profitable operation of such airports;

— to encourage investment in new facilities at airports in time to satisfy anticipated demands by the
users of such airports; and

— to impose the minimum restrictions that are consistent with the performance by the CAA of its
functions.

16. The CAA also has to take into account any international obligations of the UK which are notified
to it by the Secretary of State.

17. For the purpose of airport regulation, users include airlines and passengers, along with other
categories of airport users. So the CAA takes account of passengers’ interests explicitly when it is framing
both its price controls for designated airports, and in considering any case for regulating to prevent
discriminatory behaviour by an airport.15

Airport price regulation

18. In its price controls of designated airports, there are two channels through which the CAA can
influence the provision of services and facilities, and the charges for such, which in turn contribute to the
passengers’ experience of that airport. First, in setting the maximum level of airport charges, the CAA
typically considers the levels of service and provision of existing and new facilities which form part of an
airport’s future business plans, and then assesses the eYcient level of costs (to cover current and capital
expenditure) which would be needed to deliver the planned capacity and service. Through this process, the
CAA can encourage programmes which may enhance capacity and/or improve service levels to passengers
and airlines at existing capacity.

19. The CAA considers that inmost cases, where there is vigorous competition between airlines to attract
passengers to their services from a particular airport, then such airlines will have a strong incentive to press
for services and facilities which are in passengers’ interests. At Heathrow, in particular, the combination of
Terminal 5 which is nearing completion, and investment proposals for the five years from 2008, hold the
prospect of delivering significantly better passenger experience in the coming period than in recent years.
TheCAA recognises, however, that the alignment between airlines’ and passengers’ interests may not always
coincide. It will therefore be looking for evidence that the proposals emerging from airport-airline
discussions (“constructive engagement”) have taken into account passengers’ interests (as well as those of
smaller airlines less involved in consultation processes, and of potential future airport users).

20. Through the price control conditions it sets at each airport, theCAAprovides incentives to the airport
operator to bring forward investment in a timely manner. In the current price control review, the CAA is
considering how best to promote users’ interests in seeing continued investment at Heathrow and Gatwick,
including through measures to strengthen incentives on the delivery of new facilities, at a time when the
airports’ owners are taking on significantly greater debt.

Service quality regulation

21. The second channel through which the CAA can influence the provision of services and facilities to
passengers is via the regulation of service quality at Heathrow and Gatwick. This activity, which is
conducted in parallel to the price control at these airports, stems from an earlier finding by the Competition
Commission that the level of airport charges did not adequately reflect the variation in quality of service
supplied to diVerent airlines and passengers at diVerent locations across each airport. A similar finding was
made in respect of Manchester Airport, but the airport was close to establishing its own agreement with its
airlines to work to an agreed set of service standards, and this was deemed suYcient to address the original
concerns, thus obviating the need for explicit regulation by the CAA. The Competition Commission did not
identify such public interest concerns about the relationship between price and the level of service provided
by Stansted Airport to its airlines and passengers.

22. Airports deliver services both directly to the passenger, and to the airlines to enable their own
passenger service delivery. The Heathrow and Gatwick service quality scheme covers both aspects, with the
following dimensions of airport performance. Those where the service is provided directly to the airline are
denoted by (A) and those where the service is provided to the passenger by (P). Some services are provided
jointly to both airline and passenger:

— stand availability (A);

— jetty availability (A, P);

— pier service availability (A, P);

14 Section 39 of the Airports Act 1986.
15 Applies at airports with more than £1 million annual turnover.
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— fixed electrical ground power availability (A);

— escalator availability (P);

— passenger lift availability (P);

— goods/baggage lift availability (A);

— passenger conveyor availability (P);

— security queuing (P);

— arrivals baggage reclaim belt availability (P);

— inter-terminal transit availability (Gatwick only) (P);

— departure lounge seating availability—passenger survey response (P);

— cleanliness—passenger survey response (P);

— wayfinding—passenger survey response (P);

— flight information—passenger survey response (P); and

— aerodrome congestion (leading to aircraft movements being lost or deferred) (A).

23. If any terminal at either airport fails to meet any service level target in a given month, then the airport
is required to pay rebates of airport charges to the airlines using that terminal, according to a formula
specified by the CAA. The total amount of rebate at each airport in a given financial year is capped at 3%
of annual airport charges, comprised of 1°% for the directly measured standards, °% for standards
measured by passenger survey responses, and 1% for aerodrome congestion.

24. There is now a rich set of data on the performance of Heathrow and Gatwick terminals across the
first 15 service dimensions in the three years since the service quality regime was introduced in 2003. This is
presented graphically in the CAA’s initial price control proposals of December 2006.16 The overall levels
of rebates paid at each airport, arising from each terminal, provide a summary of measured service quality
performance up to July 2006: these are illustrated in the charts below. At bothHeathrow andGatwick, there
appears to have been a general improvement in service standards since 2003, with some notable exceptions
such as Heathrow’s failure to meet security queuing standards at all terminals in the first quarter of 2006,
and declining standards of availability of facilities atGatwickNorth Terminal in the second quarter of 2005.
The more significant problems for security processing of passengers arising since August 2006 are discussed
further below.
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25. Some standards directly aVecting passengers are measured through passengers’ responses to surveys
on the perceived quality of each of the service dimensions. Other service dimensions are measured
objectively according to the relevant metric—largely availability of the specified service, but also duration
of process in the case of passenger security search. Clearly, a passenger’s overall experience of an airport
will be coloured by the combination of the airport’s performance against the full range of service measures
(even those not directly perceived by the passenger), along with the relevant airline’s own service oVering
and performance. For example, the punctuality of a flight departure could be aVected by airport provision
of flight information, security processing, and stand availability, along with the airline’s provision of crew
and aircraft—the passenger will not immediately perceive the respective roles and responsibilities of airport
and airline in delivering good or bad service.

26. In the CAA’s view, the close interaction between service delivery by airport and airlines’ respectively
in providing an eVective service to passengers means that regulation of those airports which are price
controlled should aim to encourage and build constructive engagement between airport and airlines. The
current array of service quality measures which are subject to regulation at Heathrow andGatwick emerged
from close consultation between the CAA, BAA and airline representatives. In constructive engagement at
Heathrow and Gatwick during 2006 and so far in 2007, the airlines and airports have been exploring the
scope to improve the current service quality scheme, for example by broadening the range of measures to
cover other dimensions of service, and raising or more tightly defining the standards to be achieved in some
cases. In addition, there is an ongoing debate between the airlines and BAA regarding the level of rebates
which should be payable in the event that service standards are not met.

27. In the current price control review, the CAA is looking to develop, and potentially extend, the current
array of regulatory incentives on each airport to maintain good quality service standards to meet the needs
of passengers and airlines. It is also exploring the options for improving passenger awareness of service
standards for processes provided by both airlines and the airport. The CAA is currently assessing the most
recent outputs from constructive engagement at Heathrow and Gatwick and responses to consultation on
its initial proposals, and will set out its views on the scope for revising the current service quality regulation
in its price control reference to theCompetitionCommission, due at the end ofMarch 2007. TheCAAwould
have regard to the Commission’s findings in coming to its final decision on Heathrow and Gatwick price
controls and other regulatory conditions in early 2008.

Security processing since August 2006

28. On 10 August 2006, the Government increased its assessment of the security threat facing the UK
airports and this causedmajor disruption to most airports on the 10 and in the days following, most notably
BAA’s London airports.

29. The CAA took three steps in response to the challenges for BAA’s price-controlled London airports
in delivering acceptable passenger security processing times. First, in September 2006 the CAA wrote to
BAA requesting that they consider with its airlines the options for improving the passenger experience at the
airports by creating a more resilient security processing operation. Second, as part of its initial price control
proposals in December 2006, the CAA requested that each airport and its airlines consider the case for
improving the security processing standard,17 from the current ten minute standard to a five minute

17 For passengers to queue for no more than 10 minutes on 95% of occasions that the queue is measured, on average every 30
minutes throughout the day.
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standard. This would enhance passenger experience at times of normal operation, and could provide a larger
“buVer” to absorb the impact of operational or security shocks. It also raised the question of whether the
standard could be redefined to reflect more closely the experience of passengers as they pass through the
airport (for example, by weighting the measure to passenger flow). Finally, recognising the particular issues
of scale, complexity and capacity constraints aVectingHeathrow andGatwick in deployingmoremanpower
and equipment to their security processes, the CAA suspended the service quality standard and rebates for
security processing for a period at each airport.18 These were reinstated at Gatwick in November 2006 and
at Heathrow in January 2007.

4. Aircraft

30. The CAA receives a significant number of passenger letters and emails each year. They are subject to
a procedure which ensures that the information therein is carefully assessed for any flight safety
implications. If the Flight Operations Inspector responsible for the safety oversight of the operator has any
concerns he will investigate the matter with the airline. Once his inquiry is complete, and following any
further regulatory follow-up, a reply is sent to the passenger with details of the outcome.

31. Various aspects of passenger seating, in particular space and allocation, account for much of the
passenger correspondence received, and we therefore include information about these topics on the CAA’s
website under Passenger Safety.

Seat spacing

32. The European Aviation Safety Agency (EASA) sets design safety standards for most aircraft
operating within the European Union. In terms of seats on large transport aeroplanes the EASA
certification specifications contain many requirements that ensure safe seat designs from the point-of-view
of preventing serious injuries in emergency landing conditions. The minimum spacing between seat rows
that is likely to exist on any particular type of aircraft is determined by the ability of the occupants to eVect
an emergency egress and is a function of the maximum number of passenger seats permitted. This, in turn,
is determined primarily by the number and type of emergency exits, and an emergency evacuation
demonstration or analysis must be performed before the aircraft can be certificated. It should be noted that
certification requirements for aircraft seats are focused entirely on safety standards. Passenger comfort
standards are a matter for the individual airlines.

Seat allocation

33. The CAA requires that UK airlines have procedures to ensure that passengers are seated where, in
the event that an emergency evacuation is required, they may assist and not hinder evacuation from the
aeroplane. Only those passengers who appear reasonably fit, strong and able to assist the rapid evacuation
of the aeroplane in an emergency should be allocated seats which permit direct access to emergency exits.
Persons of reduced mobility should not be allocated seats where their presence could impede the crew in
their duties, obstruct access to emergency equipment or impede the emergency evacuation of the aeroplane.

34. On family seating, CAA guidelines ask airlines to develop procedures for the seat allocation of family
groups, particularly when a group includes children. It is probable that family group members would seek
each other out should an emergency evacuation be required, and if they were separated this could slow down
the evacuation of the aircraft. The CAA also provides guidance on its regulations regarding infant seating.

Safety briefing

35. Other information provided for passengers on the website includes stressing the importance of
listening carefully to the safety briefing and studying the safety information card. Both give vital information
on the location of emergency exits and equipment. Information for passenger briefings is contained in
EuropeanRegulations—JAR-OPS 1. This states what should be included in the verbal briefings about safety
matters, that a safety briefing card should be provided and a demonstration given. The CAA provides
further guidance to aircraft operators as to what each of these should include.

Disruptive passengers

36. Finally, the website provides information on disruptive passengers where the CAA’s main role is as
adviser to theGovernment and, with theDepartment for Transport, in monitoring the frequency and nature
of such occurrences to establish if any further legislative action may be necessary. Cases of disruptive
behaviour are reported by airlines and may be attended by the police or security staV. Prosecutions are
generally undertaken by the Crown Prosecution Services following a police arrest. In other cases, the CAA
can prosecute directly.

18 Suspension of Rebates for Security Queuing at Heathrow and Gatwick Airports, CAA Decision, January 2007.
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Other information

37. The CAA also produces a Travelling Safely leaflet, which presents the information described above,
together with baggage and dangerous goods information, in a question and answer format. One million
copies are distributed every year. Air ticket sellers are encouraged to provide a copy with every ticket sold
and, as many passengers now book their flights on-line, this leaflet is also available via the CAA website.

38. All the passenger information we provide on the website and in the leaflet is regularly reviewed and
updated, to ensure that it includes the topics which are of most interest to passengers and that it is presented
in an easily accessible and useful format.

5. Passenger Rights Legislation

39. Some passengers’ experiences of air travel are governed by, mainly EC, passenger rights’ legislation.
The CAA has a role as the UK’s enforcement body in respect of a number of these laws. These are discussed
in more detail below.

Passengers of reduced mobility

40. A new EC Regulation giving legal rights to passengers of reduced mobility (PRMs) when travelling
by air was introduced in June 2006. The first part of the Regulation comes into eVect in July 2007 and will
prohibit air carriers refusing to take a booking from, or refusing carriage to, PRMs on the grounds of their
reduced mobility. The second part comes into force in July 2008 and will require carriers and airports to
provide assistance to PRMs with embarkation and disembarkation.

41. The UK Government has asked the CAA to be the body responsible for enforcement of the
Regulation in the UK. The CAA has started work on preparing for its responsibilities by:

— convening an internal working group so that all areas of the CAA with relevant experience and
responsibilities contribute to the development of the enforcement policy;

— considering how best to communicate the new rights and responsibilities to the travel industry; and

— working to better understand the problems and issues faced by PRMs, for example by meeting
DPTAC (the Disabled Persons’ Transport Advisory Committee) and talking to airlines and
airports, so that enforcement is practical and based on reality.

42. The CAA will also work closely with the complaints handling body for this Regulation—subject to
consultation this is likely to be the Disability Rights Commission (which will become part of the
Commission for Equality and Human Rights in October 2007). The CAA is already working closely with
the Department for Transport on the UK implementing legislation and arrangements.

Denied boarding, cancellation and long delay

43. The CAA is designated as the UK body responsible for the enforcement of the EC Regulation on
passengers’ rights in the event of denied boarding, cancellation and long delay (Regulation 261/2004). The
CAA wrote to all UK and non-EU third country air carriers when the Regulation came into force advising
them of their obligations under the Regulation, receiving confirmation that they would comply with its
requirements. TheCAAhas subsequently continued tomonitor carriers and has provided targeted guidance
to carriers to address specific issues as they have occurred.

44. Under the terms of an MoU between the CAA, Department for Transport and the Air Transport
Users’ Council (AUC), the AUC will mediate between individual passengers and air carriers in the event of
a dispute. Where the AUC is unable to secure a satisfactory resolution to a passenger’s complaint or
identifies a trend of apparent non-compliance by an airline, the matter will be referred to the CAA to
consider further action, which could include prosecution. This proportionate approach to enforcement, in
addition to resolving consumers’ complaints, aims to correct airline’s behaviour and thereby prevent
repetition.

45. Since the EC Regulation came into eVect the AUC has received approximately 6,000 complaints19—
although this has to be seen in the context of 228 million passenger movements through the UK per year.
In the early days of the Regulation it became clear that many of these complaints were based on an incorrect
reading of the Regulation. This was probably in part because of inaccurate publicity material issued by the
European Commission. This is now being addressed following a finding20 by the European Ombudsman in
response to a complaint by the International Air Carrier Association and the European Regional Airlines
Association. In addition, there are some aspects of the Regulation itself that are unclear. This has not helped
its implementation by airlines, its use by consumers and enforcement/complaints handling by CAA and
AUC.

19 Source: Air Transport Users Council Report 2006.
20 European Ombudsman finding 1476/2005/(BB)GG.
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46. Under UK law, the CAA has the option to prosecute air carriers for non-compliance with the EC
Regulation (which is a criminal oVence with conviction carrying a maximum penalty of a fine of up to
£5,000). However, while the CAA is prepared to use its prosecution powers when appropriate, it considers
that this should be very much a last resort, not least because enforcement action itself would not help
consumers get their rights. The CAA’s enforcement action has therefore focused on improving the extent
to which carriers meet their obligations under the Regulation. Examples of the CAA’s enforcement action
to date include:

— requiring air carriers to address cases of non-compliance by payment of compensation where
appropriate;

— requiring carriers to amend their websites, guidance and procedures to ensure compliance with the
Regulation going forward; and

— meeting with the Directors of air carriers to discuss specific areas of non-compliance and ensure
correction.

47. The CAA is also working hard to ensure that there is eVective cross-border cooperation—with other
Member States—on enforcement of the Regulation. It is designated as a competent authority for the
purposes of the EC Consumer Protection Cooperation Regulation,21 and has been working closely with the
OFT on implementation of this Regulation.

48. The European Commission is currently undertaking a review of Regulation 261/2004 and will be
reporting its findings to the European Parliament and European Council in due course. The CAA has been
fully involved in discussions with the consultants carrying out the analysis for the Commission.

49. In addition, a Danish citizen has brought a case before the European Court of Justice regarding the
scope of the “extraordinary circumstances” exclusion in relation to compensation payable in the event of
cancellation. The CAA is monitoring developments in this case, which may provide further interpretation
in an area of particular definitional diYculty.

Air carrier identity

50. The CAA is also the enforcement body for Regulation 2111/2005, which requires that passengers
should be informed by their air carrier, tour operator or ticket seller of the carrier that actually operates the
flight on which they are travelling. These obligations came into force in July 2006 and UK implementing
Regulations came into force in January 2007, making non-compliance a criminal oVence (with a maximum
penalty of a fine of up to £5,000). TheCAAwrote to allUKandnon-EU third country air carriers, all ATOL
travel organisers, trade bodies (such as the Association of British Travel Agents and the Federation of Tour
Operators) and travel agency consortia to inform them about the new obligations. To date the CAA has
received no complaints about non-compliance with this Regulation.

6. Proposed Airport Charges Directive

51. The European Commission’s White Paper on Transport (2001) identified the need better to take into
account the real cost of transport, and that fair pricing of infrastructure use should be reflected in the charges
that are paid by users for their access to and use of infrastructure. Following from the White Paper, the
European Commission brought forward proposals for a Directive on airport charges (COM (2006) 820) in
January 2007,22 which will now be subject to negotiation during 2007 and 2008 within the Council and the
European Parliament under the Co-Decision procedure.

52. The proposal as currently drafted is designed to create a common pan-European framework for the
setting of airport charges at airports with more than one million passengers or 25,000 tonnes of freight,
through provisions on consultation, transparency, quality standards, and appeal to an independent
regulatory authority where an airport and its airlines fail to reach agreement. The proposal would apply to
a large number of UK airports (20 had over 1 million passengers in 2006), thus significantly broadening the
scope and therefore the cost of economic regulation of UK airports, which is currently primarily focused
on the four largest, price-controlled airports, with significant cost implications for airports, and therefore
potentially for passengers.

53. For most UK airports, it is competition—the interaction of airports, airlines and passengers—which
is delivering the investment, and the competitive pricing, that is needed. This is reflected in the substantial
growth of regional airports and their increasing importance to the UK—catering for 42% of traYc in 2005
compared with 35% 10 years ago. Where competition delivers in this way, to the benefit of all, economic
regulation is at best unnecessary, and at worst could serve to undermine the competitive process. The CAA
therefore has a number of concerns with the Commission’s proposal for an Airport Charging Directive that
would extend regulation to airports where their level of market power does not warrant it. Such a proposal

21 Regulation 2006/2004 on Consumer Co-operation between national authorities.
22 The European Commission adopted on 24 January 2007 an “airport package” consisting of three initiatives: a proposal for
a directive on airport charges; a communication on airport capacity, eYciency and safety in Europe; and a report on the
implementation of the ground-handling directive.
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would be unlikely to improve materially passengers’ experience of air travel in the UK, and could hamper
the operation of eVectively competitive markets which are currently providing choice and value to airlines
and passengers across the vast majority of UK airports. The CAA is therefore continuing to work with the
Department for Transport, the European Commission, industry stakeholders, and other Member States to
discuss our concerns.

March 2007

Supplementary memorandum submitted by the Civil Aviation Authority (CAA) (PEAT 10a)

1. The CAA has noted the evidence given by witnesses at the first hearing of the Inquiry on 28 March
and would like to provide the Committee with some supplementary information which we hope will help to
clarify some of the issues raised at the hearing.

Cabin Crew Training and Recognition (“Certification”)

2. The subject of recognising cabin crew competence has been debated at length in Europe during the
development of regulations aVecting flight operations and crew licensing. In particular, proposals have been
put forward to amend EC Regulation 1592 (common rules for civil aviation and establishing the European
Aviation Safety Agency) to include the need for a licence for cabin crew. The CAA has never supported the
proposal to licence cabin crew because a licence adds little value in safety terms but creates a need for an
associated bureaucracy, the cost of which has to be borne by both the individual and the industry. This view
has been echoed by other EU Member States.

3. During the deliberations on the EU Regulation, the need for recognition of the training received by
cabin crew was acknowledged. The proposed amendment to EC Regulation 1592, currently going through
the EU co-decision process, requires cabin crew to be issued with an attestation confirming that they have
received the basic training required of cabin crew. This attestation will be a recognition of the professional
training undertaken but will not be a document issued by the Regulatory Authority of a Member State, as
is the case with pilot licences. The attestation will be issued to an individual by the airline or by a training
organisation approved to conduct initial training and will confirm only that the individual has completed
a basic training course. The attestation will not require any validation on a recurrent basis, unlike pilots’
licences, but should bring the benefit of being recognised across all EUMember States. This should facilitate
a greater degree of cabin crew mobility between companies.

Cabin Crew Hours and theWorking Time Directive

4. The Civil Aviation Working Time Regulations 2004 (CAWTR) are sector specific Regulations that
provide crew members with similar protection to those found in the “ground based” Working Time
Regulations 1998. They bring UK commercial airline operations into the overall requirements of the
European Directives on working time. The CAWTR also require health and safety for crew members to be
taken into account by holders of Air Operators’ Certificates.

5. The CAWTR cover civil aircraft crew of undertakings established in the UK. For the purposes of the
Regulations, “established” has been taken to mean those undertakings holding a UK Air Operator’s
Certificate. This is derived from the requirements of EC Regulation 2407/92 (licensing of air carriers), in
particular article 3(3).

6. The CAA enforces the following areas of the Regulation:

— Health and safety protection at work for crew members.

— Patterns of work for crew members, to ensure adequate rest breaks to protect their health and
safety.

— Maximum annual working time, and total and block flying time entitlements.

— Rest days entitlement.

— Disclosure of health assessment information.

7. The following rights are included in the CAWTR, but are enforceable by proceedings before
employment tribunals rather than by the CAA:

— Entitlement to annual leave.

— Entitlement to health assessment.

— Patterns of work to alleviate monotony.
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8. The requirements of the CAWTR are completely separate from the requirements of the Health and
Safety at Work etc Act 1974 that applies in Great Britain and which is enforced by the Health and Safety
Executive (HSE).

9. To avoid duplication of regulatory eVort, the CAA and the HSE have had in place since 1999 a
Memorandum of Understanding (MoU). This sets out the safety roles and responsibilities of each
organisation and also indicates which organisation will take the lead role in particular situations. The CAA
takes the lead role in relation to health and safety of UK crew members. The MoU is available on the CAA
website and a copy is appended to this Memorandum.23 A similar agreement is in place to cover
Northern Ireland.

Clarification of the CAA’s Interfaces with the HSE

10. The CAA and the HSE have in place mechanisms for ensuring that, where responsibilities overlap or
enforcement responsibilities impinge on each other, clarity of their respective roles is maintained. The CAA/
HSE MoU sets out the overall division of responsibilities.

11. An HSE/CAA Joint Co-ordination Group, which comprises HSE, HSENorthern Ireland, and CAA
staV, meets regularly to discuss policy and operational issues that aVect both organisations and to ensure
that the MoU is maintained and revised as necessary. Work includes joint approaches to safety issues in
the aircraft manoeuvring area (the ramp). Where necessary, sub-groups of specialists are formed to develop
complementary or joint approaches to enforcement and information to industry, eg the HSE guidance
document, HSG 209 Aircraft Turnaround.

12. The CAA and HSE also have reciprocal agreements whereby they attend and provide input to
aviation industry forums. The main two forums are:

— Aviation Occupational Health and Safety Steering Group (AOHSSG), led by the CAA and set up
to deal with issues under the CAWTR; and

— Revitalising Health and Safety in Air Transport Group (RHSAT), led by the HSE and dealing
with aviation health and safety under the Health and Safety at Work etc Act 1974.

13. These groups comprise representatives of the CAA, the HSE, airlines, Trades Unions, including
BALPA, TGWU and Amicus, and Trade Bodies including the British Business and General Aviation
Association (BBGA).

14. The CAA also has good day-to-day links with the HSE through the CAA Health and Safety
Environment Adviser, who liaises with the HSE Head of Transportation Section Services.

Clarification of theCAA’sRole as SafetyRegulator (AirOperatorCertification under EU-OPS)
and the “Safe” Operation of Ground Facilities at Airports

15. The CAA’s responsibility for the issue of an Air Operator’s Certificate (AOC) will not change with
the coming into force of Regulation (EC) No 1899/2006, ie EU-OPS, which amends Council Regulation
(EEC) No 3922/91 on the harmonisation of technical requirements and administrative procedures in the
field of civil aviation. Thus, the UK CAA will remain responsible for the grant of an AOC to an applicant
in the UK and for the continued oversight of that certificate holder.

16. In terms of the regulation of ground facilities at airports, requirements applicable to aeroplane
operators state that the AOC holder must arrange appropriate ground handling facilities to ensure the safe
handling of its flights. The routine oversight of a certificate holder by the CAA will include examination of
their arrangements in this regard. In addition, the requirements cover the need for the operator’s quality
system to include the provision of products and services provided by any sub-contractor. An operator’s
quality system is also subject to routine CAA oversight activity.

April 2007

Supplementary memorandum submitted by the Civil Aviation Authority (CAA) (PEAT 10b)

1. Following the CAA’s appearance before the Committee on 16 May 2007, the CAA is pleased to
provide some additional information as requested at the hearing.

23 Not printed.
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Complaints AboutWheelchair Damage in Transit

2. The first stage of EC Regulation 1107/2006, covering the rights of disabled persons and persons with
reduced mobility when travelling by air, comes into force in July 2007. The main aim of the Regulation is
to ensure access to air travel; it does not include any specific new arrangements for compensation.

3. The CAA has been carrying out a series of stakeholder meetings to ensure it is fully prepared for the
introduction of the Regulation. It has held detailed meetings with airlines, airport representatives, tour
operators, travel agency representatives and organisations representing the disabled. CAA representatives
have attended meetings of the Disabled Persons Transport Advisory Committee (DPTAC) and separately
met DPTAC members to seek information on the main issues faced by disabled people when travelling by
air. The CAA will also be contributing to the revision of the Air Access Code of Practice, which is being led
by the Department for Transport.

4. During the course of these meetings, concerns were raised about damage to wheelchairs in transit and
the significant problems this causes disabled passengers. Passengers who experience such a problem can
complain to organisations such as the Air Transport Users Council (AUC) or the Disability Rights
Commission (DRC). Passengers also direct complaints to DPTAC and will then be signposted to another
organisation, as DPTAC does not itself deal with complaints or record statistics.

5. The AUC received 56 complaints, in the year to March 2007, from passengers who had requested
special assistance. This covers a range of issues (including, for example, complaints about ordering of special
meals) and the statistics do not specify the number of complaints related to assistance requests from disabled
passengers. The AUC has confirmed that complaints about wheelchairs lost or damaged in transit could
fall under the generic heading of ‘baggage complaints’ and for the year ended 31 March 2007 a total of 640
complaints about the handling of baggage were received. However, as the number of reported cases
involving wheelchairs is small, they are not recorded separately. The DRC received 4 complaints about loss
or damage to wheelchairs in transit during the same period.

6. The number of complaints received is low and it is therefore diYcult to judge how widespread a
problem this is. The introduction of the new Regulation may give rise to a greater understanding of
passengers’ rights and consequently lead to an increase in complaints. However, it is worth emphasising that
the new Regulation only confers a right to compensation for damage to wheelchairs in accordance with
international, Community and national law—it does not put in place new compensation arrangements.

7. The European Commission has engaged Civic Consulting to carry out a study on enhancing the rights
of air passengers whose wheelchairs or other mobility equipment are destroyed, damaged or lost during
handling at an airport or during transport on board aircraft. There is no firm date for the publication of the
results of this study. The CAA has made contact with the consultants and will be monitoring the progress
of the study.

8. The CAA is planning to hold further meetings, in order to inform its enforcement of the new
Regulation, with other specialist organisations such as Help the Aged and Mind.

Quality standards at Gatwick North Terminal

9. The CAA’s written submission to the Committee drew attention to the declining standards of
availability of facilities at Gatwick North Terminal in he second quarter of 2005. Evidence of this was the
comparatively high level of rebates to a dines over this period as shown in the Gatwick graph in paragraph
24 of the CAA’s submission.

10. Further analysis of these rebates shows that between March and May 2005 a number of unrelated
services and facilities failed to reach the required quality standards in one of the threemonths. The following
table provides further details:

Elements that failed to Total rebates paid to
meet target airlines

March 2005 Escalators; £9,400
Goods lifts

April 2005 Passenger lifts; £41,000
Inter-terminal transit

May 2005 Jetties £65,600

11. These would appear to be isolated events and are no indicative of a general and continuing decline
in quality standards. SinceMay 2005 very little has been paid in rebates to airlines using the North Terminal
apart from those in relation to security queuing after August 2006.
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Rebates paid at Heathrow, Gatwick andManchester since 2003

12. The Committee asked for details of the service quality rebates paid by the airports to airlines. The
table below shows for each year since the quality scheme was introduced the total amounts that have been
paid. The figures for Manche .ter are for the calendar years from 2003 to 2006.

£000 Heathrow Gatwick Manchester

2003–04 1,250 194 222
2004–05 612 183 131
2005–06 1,802 832 147
2006–07 1,064 590 334

13. In its recent reference of Heathrow and Gatwick airport. to the Competition Commission the CM
has recommended that the standards and rebates scheme should be broadened and tightened, including the
prospect of increasing penalties attached to poor performance. At the same time the CAA is proposing the
introduction of incremental bonuses available to the airports where defined elements of passenger service
delivery across each airport as a whole rise significantly above agreed standards.

June 2007

Memorandum submitted by the Virgin Atlantic Airways (PEAT 11)

VirginAtlantic welcomes the opportunity to submit comments in connectionwith theHouse ofCommons
Transport Select Committee enquiry into Passengers’ Experience of Air Travel. Unfortunately, the terms
of reference for the enquiry are extremely broad, covering many aspects of our operations. It is impossible
to cover all of the issues raised in any detail and at the same time keep this submission short as requested.
Consequently, we have restricted ourselves to a few general comments.Wewould be pleased to providemore
information on any individual issues should the Committee request it.

The air transport industry globally is going through a process of deregulation. Progressmay not have been
as fast as some, including Virgin Atlantic, would like, but the trend is clear for all to see. However, this
process of removing certain regulations has been accompanied by the imposition of other rules, frequently
covering the passenger’s experience of air travel. Some of these new rules may well be needed and help to
ensure a consistent and satisfactory level of service for certain categories of passengers. Fewwould disagree,
for example, that rules governing the carriage of passengers with reduced mobility can be helpful to both
the passengers concerned and the airlines, provided they are introduced following full consultation with all
the parties involved, as they usually are.

There are other rules, on the other hand, that serve only to impose an unnecessary regulatory burden on
airlines without providing any significant overall benefit to the travelling public. The revision to the EU
Denied Boarding Compensation Regulation might fall into this category. Setting aside the question as to
whether any revision was necessary at all, the way the new rules were developed and introduced left a great
deal to be desired.

It was clear that even the European Commission itself did not fully understand the newRegulation, a fact
which unfortunately did not prevent the Commission from widely publicising misleading information. The
result was unnecessary additional costs for airlines and unrealisable expectations on the part of many
passengers. Only the legal profession is likely to benefit.

There is a fundamental issue here. The best protection for passengers in relation to service quality is
provided by competition. As the aviation industry is deregulated there is more and more opportunity to
express dissatisfaction with one company’s service by transferring your custom to another company.
Airlines know this and, if they want to remain competitive, will dowhatever is necessary to retain customers’
loyalty. Those who do not will eventually go out of business. That is what happens in most other industries.
If a shop fails to provide a satisfactory level of service, it is more likely that it will lose business. Yet few
people suggest that there should be new EU regulations to force that shop to improve. Why should airlines
be treated diVerently?

Virgin Atlantic prides itself on being an innovative, high quality airline that meets the needs of its
passengers. We could not have survived and prospered had this not been the case. The list of awards for
passenger service we have won over the years is far too long to list here. Passenger surveys consistently show
a very high level of satisfaction. We score particularly strongly on likelihood of using our services again and
willingness to recommend Virgin Atlantic to other would-be travellers. This applies to all classes of travel.

Of course, there are occasional problems, usually for operational reasons, and we do get complaints. The
mark of a good airline is how well service disruptions and complaints are dealt with. The evidence suggests
that Virgin Atlantic’s performance is good in these respects.We are also recognised as a leader in addressing
concerns about the environmental impact of aviation and in caring for passengers with reduced mobility,
their assistance animals (and pets generally), passengers requiring special assistance, etc.
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Clearly not all airlines achieve Virgin Atlantic’s level of service. Some struggle to become profitable as a
result. Others are profitable because they carry a large number of passengers attracted solely by low prices.
Airlines in the latter category tend to attract a disproportionate number of complaints, and adverse press
comments. It is not Virgin Atlantic’s role to comment on the business models adopted by other airlines.
However, we do object to new rules and regulations, which inevitably cost significant amounts of money to
implement, being introduced to deal with real or imagined problems encountered with certain airlines which
are clearly not found on Virgin Atlantic. That is unfair to us and unfair to our passengers, who ultimately
have to bear the additional costs involved. Regulators need to consider far more focused ways of dealing
with any airline service problems which they believe exist.

As already stated, Virgin Atlantic would be pleased to provide any additional information on the service
experience of our passengers which the Committee may need.

March 2007

Supplementary memorandum submitted by Virgin Atlantic Airways (PEAT 11a)

May I first of all thank you for the opportunity to present oral evidence on behalf of Virgin Atlantic in
connection with the Transport Select Committee’s investigation into Passengers” Experience of Air Travel.
As I explained during the hearing, for Virgin Atlantic the passenger’s experience when travelling with us is
at the very heart of our business model. That is what sets us apart from many other airlines.

You asked me to provide additional information about those passengers who have applied for
compensation from Virgin Atlantic in line with the EU Regulation EC No. 241/2004 concerning denied
boarding. It is worth noting that it has always been Virgin Atlantic’s policy to have in place a robust
complaints procedure which meets our passengers’ needs. The compensation package provided to those
denied boarding, who are of course a very small proportion of our total passengers, exceeded the
requirements of the previous EUDBCRegulation, and this continues to be the case with respect to the new
Regulation. We have no evidence to suggest that passengers are not pleased with the procedures in place
and our application of them. Our detailed surveys indicate a high level of satisfaction with Virgin Atlantic’s
service, in all classes of travel.

As I mentioned during the hearing, the key to our approach to DBC compensation is to provide the
passenger with a choice. This would include compensation at least as good as that required under the
Regulation, but also encompass other options whichmay bemore attractive to the passenger. The passenger
is free to choose whichever option he/she prefers. This approach is consistent with our legal obligations.
Most passengers actually choose the oVer of additional frequent flyer points, upgrades on their next flight
or generous discounts on Virgin Holidays products, rather than monetary compensation.

It is not possible to separate out in our internal management data those passengers who chose to take
monetary compensation as a result of being denied boarding. However, we can confirm that the total cost
of the package of compensationmeasures which we oVer amounted to £903,000 between February 2005 and
April 2007.

You asked two other questions during the hearing which I was not immediately able to answer. First, I
can confirm that the average seat pitches for our Economy and PremiumEconomy seats are 31 and 38 inches
respectively. This information is published on the BATA website. Secondly, attached is a table showing the
proportion of our passengers who use diVerent methods of checking-in.

Please let me know if you require any additional data or if we can be of any further assistance.

May 2007

PERCENTAGE OF VIRGIN ATLANTIC PASSENGERS USING SELF-SERVICE CHECK IN

Overall Avg (3 stations)

March 2006 7.1%
April 2006 6.8%
May 2006 4.4%
June 2006 4.8%
July 2006 4.2%
August 2006 3.7%
September 2006 4.5%
October 2006 4.1%
Novemer 2006 5.0%
December 2006 5.1%
January 2007 5.6%
February 2007 3.9%
March 2007 4.7%

Please note that self-service check in only operates at London Gatwick, London Heathrow and Manchester.
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Percentage of passengers globally who use Virgin Atlantic’s online check in service

ONLINE UPTAKE BY MONTH

May 2006 10.3%
June 2006 8.33%
July 2006 9.50%
August 2006 9.61%
September 2006 11.66%
October 2006 12.91%
Novemer 2006 13.83%
December 2006 14.68%
January 2007 13.61%
February 2007 14.69%
March 2007 15.08%
April 2007 15.22%

Memorandum submitted by the CBI (PEAT 12)
About the CBI

The CBI’s mission is to help create and sustain the conditions in which businesses in the United Kingdom
can compete and prosper for the benefit of all. The CBI is the premier lobbying organisation forUKbusiness
on national and international issues. We work with the UK government, international legislators and
policy-makers to help UK businesses compete eVectively. We are an independent, non-party political
organisation funded entirely by its members in industry and commerce and speak for some 240,000
businesses that together employ around a third of the UK private sector workforce.

The Economic and Business Importance of Aviation

Aviation is of critical importance for the health of the UK economy, directly contributing £11.4 bn toUK
GDP in 2004 and employing 186,000 people. Visitors to the UK who arrive by air contribute over £12 bn
to the UK’s tourist industry, which generates a further 170,000 jobs. Aviation services are especially
significant for those dynamic growth sectors, such as financial and business services, pharmaceuticals and
other “hi-tech” sectors on which the UK’s future prosperity will increasingly depend. A quarter of
companies surveyed have reported that access to air services is important in influencing where they locate
their business operations in the UK. Nearly one in 10 companies report that poor air transport links have
adversely aVected the willingness of their organisation to invest in the UK.

Airport Congestion

A fundamental factor influencing the experience by passengers of air travel is the capacity of the airport
they use. InsuYcient runway capacity causes congestion which leads to delays to flights. This imposes costs
on both passengers and airlines. A recent research study24 has estimated that the cost to passengers of
aviation congestion in the UK have more than trebled over the past decade, increasing from nearly £300
million (in today’s prices) in 1995 to about £1,050 million today. Most of these costs arise at Heathrow
airport which, although the busiest airport in Europe (and the busiest international airport in the world),
has only two runways, whilst those airports in Europe which compete with it (Amsterdam, Frankfurt, Paris
CDG) have three, four or even five runways. Airport congestion has wider additional costs as well: it can
cause reputational damage to the UK as a place perceived to be a good place to do business in or visit as a
tourist, and it can waste the leisure time of tourists who have to endure delayed or even cancelled flights.

ESTIMATED COST OF DELAYS TO
SCHEDULED AIR PASSENGERS
(£ MILLION, 2005 PRICES)

1995 2005

Heathrow 181 530
Gatwick 47 126
Manchester 12 54
Stansted 8 76
Other 48 264
Total 297 1,049

Source: Oxford Economic Forecasting.

24 The Economic Contribution of the Aviation Industry in the UK—Oxford Economic Forecasting, October 2006.
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The Government in its aviation White Paper—the Future of Air Transport—published in December 2003
projected that demand for air travel in the UK would be between two and three times current levels by 2030.
Because of this it recommended additional runways at Heathrow, Stansted, Birmingham and Edinburgh airports.
Failure to provide this additional capacity would have significant negative economic impacts, as well as leading
to substantial worsening of the quality of air travel.

Surface Access

The quality of surface access links to airports is an important contributory factor to passengers’ experience of
air travel. Upgrading such links is important and for this reason the CBI strongly supports the extension of the
Manchester “Metrolink” to Manchester Airport, the “Airtrack” rail link to Heathrow, the upgrade and
improvement of the Stansted Express, and many other surface access schemes in the UK. For this reason also the
CBI firmly believes that the Gatwick Express service should remain as far as possible in its present form.

March 2007

Memorandum submitted by London Luton Airport Operations Ltd (PEAT 13)

1. Purpose

1.1 To provide written evidence to assist the Transport Committee with respect to the current inquiry
into “Passengers’ Experience of Air Travel”, March 2007.

2. Introduction

2.1 London Luton Airport has continuously stood at the forefront of aviation operations and
development since it opened as “Luton Municipal Airport” in 1938. It played a pivotal role in the growth
of inclusive tour holiday business during the 1950s and 60s. In the early 1990s, it was the birthplace of the
low cost or “no frills” phenomenon, firstly with Ryanair, and then with easyJet, who maintain their UK
base at the airport today.

2.2 LondonLutonAirport has continued to develop its facilities tomeet the needs of its customers—both
passengers and airlines. It is now the fifth largest in the UK and provides an important dual function as a
regional gateway, as well as an important international connection into/from London.

2.3 As the true home of low cost travel, London Luton Airport is well equipped to advise the Committee
on the passenger experience of air travel in the UK.

3. Tickets

Advertising of fares

3.1 There is clear inconsistency between UK and EU rules with respect to the advertising of fares. The
UK requires fares to be advertised as all inclusive but other countries do not—a consistent approach is
required.

Air passenger duty

3.2 The recent decision by Government to double APD was ill-conceived, poorly consulted upon, and
badly communicated. Doubling APD will serve merely to make it more expensive to go on holiday and do
business, withoutmaking any appreciable diVerence to climate change.Despite the industry calling for APD
to be reformed, and/or hypothecated, this has not taken place. APD is an economically damaging and
environmentally ineVective stealth tax. Furthermore, HMTreasury is confusing andmisleading passengers,
whilst undermining UK Government’s attempts to ensure aviation is included in the European emissions
trading scheme.

3.3 Greater clarity is required from Government with respect to aviation and environmental issues. At
present there is no recognition or reward for better performing airlines with modern aircraft and/or eYcient
operating procedures.



3696791014 Page Type [O] 24-07-07 00:02:19 Pag Table: COENEW PPSysB Unit: PAG1

Transport Committee: Evidence Ev 129

4. Travel to Airports—Adequacy of Bus and Rail Links

4.1 High quality surface access links to airports are essential. London Luton Airport is well supported
by the strategic transport network.

Highway and coach access

4.2 London LutonAirport is currently linked to London, theMidlands and theNorth via theM1.Whilst
theM1 provides fast and easy access to LondonLutonAirport during oV-peak periods, it is often congested,
causing delays for passengers arriving by private car, taxi and/or coach.

4.3 The M1 is currently being widened between Junctions 6A–10. These improvements will be followed
by the widening between Junctions 10–13, as well as the construction of the M1–A5 link road. These works
will deliver significant congestion relief for the entire sub-region, as well as improved access/egress to
London Luton Airport.

4.4 London Luton is connected to the M1 via the East Luton Corridor scheme. This road is currently
being improved to dual carriageway standard and scheduled for completion by end 2007. Once complete,
the route will include a dedicated bus lane, which will significantly improve journey times for local bus
services, the airport-rail shuttle bus and regional/national coach services.

4.5 These improvements will enhance highway access in the sub-region, and in turn public transport
access to the airport. However, regional east-west connections are poor. In the absence of an east-west rail
link, which is unlikely even in the medium term, highway improvements are imperative. With this in mind,
acceleration of theM1–A5 link (and new junction 11A) programme is critical if highway and regional coach
access is to be improved.

4.6 London Luton Airport operates as a major sub-regional multi-modal interchange and supports over
2,000 bus and coach services a week, including coach services to London, as well as regular connections to
Heathrow, Gatwick and Stansted. The airport connections are vital to ensure that best use is made of finite
runway capacity in the south east, and that the “London Hub” (Heathrow, Gatwick, Stansted and Luton)
continues to eVectively function. However, airport links could be significantly improved.

4.7 London Luton Airport works closely with its public transport operators to deliver targeted
improvements to its public transport services. We share passenger information and survey data to ensure
new services and timetable adjustments meet the needs of the airport passengers. As a result, coach usage
has increased by 3% year-on-year.

Rail access

4.8 London Luton Airport is connected to London, the Midlands and the North via the Midland
Mainline. It is also connected to the West Coast Mainline by an express coach link, operated by Virgin
Trains. LutonAirport Parkway Stationwas opened in 1999. It is amodern and accessible station. It is served
by a regular, shuttle bus service to the airport terminal. Currently, approximately 18% of passengers travel
to London Luton Airport by rail.

4.9 London Luton Airport is served by First Capital Connect (FCC) and Midland Mainline services.
FCC has commenced an improvement programme for existing rolling stock which will make luggage
provision for air passengers, which is welcomed. FCC also intends to make alterations to the timetable to
provide additional early morning and late night services, further closing the narrow window at night where
services are limited. LLA and FCC have embarked upon a joint marketing campaign to increase rail usage
amongst the LLA passenger base.

4.10 At present, insuYcient Midland Mainline services stop at Luton Airport Parkway Station. It is
expected that this will be addressed by the new franchisee, who will take control in April 07.

4.11 Further increases in the passenger modal split will be influenced by rail capacity. Thameslink 2000
is essential if further material increases in rail patronage are to be achieved. Luton Airport Parkway Station
is currently only configured for eight carriage trains, so platform lengthening is required. Thameslink 2000,
in conjunction with the St Pancras/Kings Cross development, will significantly enhance rail access to
London Luton Airport, to the benefit of airport passengers.

Delivering a partnership approach to Surface Access Excellence

4.12 LLAOL has developed and delivered a robust Airport Surface Access Strategy, as well as a
continuing trend towards greater public transport patronage through the development of strong and
sustainable partnerships with its public transport service providers.
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5. Airport Facilities

Security

5.1 The significant changes that have been imposed on airports and airlines since 10 August 2006 have
been implemented with insuYcient industry consultation and consideration of the passenger experience.

5.2 Despite having no real opportunity to influence the measures applied, the practical implications of
enforcing these new security measures—in terms of dealing with the consumer reaction, the commercial
implications, as well as the operational/infrastructural stresses and strains—has fallen to the airport
operators.

5.3 There is no timescale associated with the increased security requirements and it is assumed that there
is likely to be little respite.

5.4 The impacts of the restrictions, both in infrastructure and human resource terms, is now becoming
clearer and is likely to be very costly.

Accessibility for elderly and disabled people

5.5 Airport and airlines need greater clarity on the charter concerning disabled passengers. Clarity on
what’s expected from airports and airlines and what sanctions each will incur if failure to deliver.

5.6 Consumers are experiencing variable quality of service at diVerent airports because component
companies at each of airports (there are exceptions) are currently providing this service independently of
each other, resulting in much passing on of “passengers requiring assistance” from one service provider to
another. This is to be addressed through EU with eVect July 2008.

5.7 LLAOL supports this directive, insofar as it states that a seamless service is to be provided and that
airports can pursue the financial burden from airlines (2008). However, it is unclear how workable the EU
has phased compliancy requirements between airports and airlines will be in practice.

5.8 This is proving challenging for airports because a standard of service will need to be agreed across all
carriers (work already commenced at Luton). To reach a synergy in service standards across the board is
practically impossible without the airport ultimately identifying “what is acceptable”—which begs the
question, “is the airport defining the standard and the airlines paying for it”? In short, some carriers will
want to oVer more than others and yet the challenge is agreeing an acceptable standard that ALL will
pay for.

Immigration

5.9 Most airports in the UK are experiencing significant queues and delays, at times potentially aVecting
the airport’s ability to meet the relevant fire and safety requirements, directly as a result of UKIS manning
levels. This is unacceptable and is counter-productive in the context of border control principles.

6. Baggage

6.1 Ground handlers have a great deal more pressure imposed and remain in a safety/financial sandwich
applied by airline and airport operators. Airlines are the economic drivers in the terms & conditions of the
ground handling agreements and these impact the standards of contingency arrangements which the GHA
puts into place. In other words they make little profit and quite often are short of staV just when they
need more.

6.2 The security requirements for limited hand baggage are confusing to say the least, primarily due to
the rules for the carriage of limited amounts of liquid. These rules are frequently broken by passengers
resulting in significant increases in the numbers of bags searched and causing more delays at the search area.
Currently, the throughput of passengers and hand baggage at a search area Archway Metal Detector and
associated X-ray are approximately only 60% of that achieved 12 months previously.

7. Aircraft

7.1 Due to the rise in security and search requirements generally, passengers have seen increased queue
times and more likelihood of them being subjected to some sort of search process (whether body or bag
search). This has seen marked increases in the levels of dissatisfied passengers leading to a higher incidence
of conflict with staV all leading to further delays.
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8. Conclusion

8.1 Overall, LLAOL is concerned that aviation is increasingly being considered less competitive for the
business passenger and less eVective for the leisure passenger. Ultimately, this will cause permanent damage
to the industry and in turn UK Plc.

March 2007

Memorandum submitted by the Parkinson’s Disease Society (PEAT 14)

1. The Parkinson’s Disease Society (PDS) welcomes the opportunity to submit evidence to the Transport
Select Committee’s Inquiry into passengers’ experience of air travel. Accessibility to air travel is crucial in
allowing people with Parkinson’s to stay active and enjoy a number of social relationships, which are all
vital elements of a healthy and independent lifestyle. However, the Parkinson’s Disease Society is concerned
that people with Parkinson’s run the risk of poor service and mistreatment whenever they contemplate air
travel. The PDS is commenting on the part of the Committee’s inquiry which will be looking at accessibility
issues for disabled passengers.

Background: Parkinson’s Disease

1.1 Parkinson’s disease is a progressive, neurological disorder for which there is currently no cure. It can
aVect all activities of daily living including talking, walking, swallowing and writing. It is a fluctuating and
unpredictable condition—people with Parkinson’s are likely to experience diVerent symptoms on
diVerent days.

1.2 The three main symptoms are tremor, muscle rigidity and slowness of movement but not everyone
will experience all three. Other symptoms may include a lack of facial expression, an altered posture,
tiredness, depression and diYculties with balance, speech and writing. The way symptoms manifest
themselves in people is specific to each individual. No two people’s Parkinson’s disease will have the same
severity or range of symptoms; hence the management of the condition is also unique to each person.

1.3 There are various treatments to helpmanage the symptoms. Themain treatment used is drug therapy,
which aims to control the symptoms. However the drug treatment has to be tailored to suit the individual
in terms of times of the day taken and dosage because each person is diVerent.

1.4 Drug treatment can be very eVective but needs to be reviewed and adjusted on a regular basis. Also
long-term use can lead to disabling side eVects which include involuntary movements (dyskinesias),
hallucinations and something called the on/oV syndrome.

1.5 It is estimated that as many as 120,000 people in the UK have Parkinson’s. That is one in 500 of the
general population. This increases to one person in 100 over the age of 65 and one in 50 over the age of 80.
Around 1,000,000 people in theUK actually “live with Parkinson’s disease” as families, partners and friends
who provide care and support.

1.6 Most of the problems experienced by people with Parkinson’s when using air travel result from their
reduced mobility. However, there is no reason why Parkinson’s should prevent a person from travelling.
The problems experienced by people with Parkinson’s range from pre-booking seats to arrival at airports,
and from customer service to boarding.

KeyMessages

1.7 The Society believes that British airlines and airports should not be exempt from the Disability
Discrimination Act.

The Society believes that budget airlines must reform their working practices to ensure easier access for
disabled travellers.

The Society is part of a coaltion of disability charities who have lobbied and tabled amendments to the
Concessionary Bus Travel Bill. We believe that concessionary fares ought to be extended to ensure easier
access for people with Parkinson’s, and their carers, travelling both to and from UK airports.

Disability Discrimination Act and Access to Air Travel Voluntary Code

1.8 Last December, the Disability Discrimination Act (DDA) was extended to give greater protection to
disabled people using goods and services, including travelling on buses and trains.However, theDepartment
of Transport decided to continue with the exclusion of air travel from the provisions of the Disability
DiscriminationAct. The Parkinson’s Disease Society believes thatmany people with Parkinson’s are getting
a raw deal and that airlines should not be exempt from the DDA.
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1.9 The PDS is concerned to hear of instances where budget airlines are not as good at handling disabled
people’s access issues prior to flying as the other main carriers.25 The Disability Rights Commission receives
the most complaints about air travel from people who are attempting to use the budget carriers.

2. The UK government issued a voluntary code of practice in 2003—“Access to Air Travel for Disabled
People”, which was aimed at making air travel more user-friendly for disabled people and setting minimum
standards for accessible travel.

2.1 The “Access to Air Travel for Disabled People” code of practice applies to all UK airports and
includes the check-in process, car-parking and boarding. However, the PDS is concerned that the code has
been found by a Department for Transport funded monitoring study26 to be failing many disabled people.
It also pointed out that the code does not cover one of the biggest budget airlines because it is based abroad.

2.2 The Monitoring Study states that: “Despite the voluntary code, we are continuing to get complaints
every month from disabled travellers. Some of the main problems they face cover the physical aspects, such
as disabled people having to stand in endless queues, or making information more accessible to people with
learning diYculties . . . A lot of the problems come down to lack of staV training, which the airlines have to
address.”

2.3 The Society is concerned about the process of reserving seats—the Monitoring Study found that not
all airlines allow passengers to pre-book seats and that 24% of those passengers who could pre-book seats
were told that their seat could not be guaranteed.

2.4 The Society supports the new European Union rules, which come into aVect in July 2007, that will
stop disabled passengers being refused carriage on the grounds of their disability or lack of mobility and
will make it illegal for airlines or airports to levy a charge for wheelchair assistance. Although this is an
important step in the right direction, we believe that the Government has to make clear that, unless airlines
ensure that disabled people can fly with confidence, they will extend the DDA to airlines.

Case Studies from People with Parkinson’s

Ms M from Durham

2.5 MsM experienced diYculty in booking a pre-assigned seat on a flight with a UK airline to NewYork
last year because of a medical condition. She has Parkinson’s which aVects her right side and needed an aisle
seat with the aisle on the right. She was told that pre-assigned seats were only allowed to those registered
blind or deaf.

2.6 On the return journey, she was unable to book her seat online due to problems with the airline’s
website. One employee told MsM that a new seating policy of booking seats online 24 hours before a flight
had been introduced because it was felt that the airline’s call centre staV were spending “too much time
dealing with seat requests”. Ms M said: “This shows an indiVerence to the needs of the disabled and those
with a range of medical conditions”.

Mr A from Bridgend

2.7 Returning to Heathrow recently after a long haul flight from the United States, Mr A, who requires a
wheelchair which he booked in advance, whichwas not there on arrival. A buggy took three people requiring
wheelchairs to the terminal building where they were left in a corridor. After waiting twenty minutes, only
two wheelchairs arrived andMr A oVered them to the other two people and was then told by staV that “the
phone is over there”. He had to go to passport control where there were also no wheelchairs and nobody to
complain to.

2.8 On another occasion at a British airport last year, Mr A requested a wheelchair. It was too small and
he could not move it himself. He was left in the wheelchair by one member of staV whilst he waited and felt
the attitude of staV was to: “Shove them (the wheelchair user) out of the way whilst in the wheelchair.”

Ms K from Ludlow

2.9 Ms K was meeting her fiancé last month at a British airport. She had to wait three hours whilst her
fiancé’s visa was investigated. Ms K felt that the staV at the airport had no consideration for or awareness
of her Parkinson’s and kept asking her if she was sick. She was refused a chair and simply told to go and
wait in her car rather than in the terminal building, and to park in a disused area some distance away.

25 Disability Now, February 2007: http://www.disabilitynow.org.uk/living/travel/holidays–feb–2007–03.
26 Access to Air Travel to Disabled People: A Monitoring Study (2005): http://www.dft.gov.uk/transportforyou/access/
aviationshipping/accesstoairtravelfordisabled5974
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Cases from the Parkinson’s Disease Helpline Nurse

3. The PDS helpline nurse has taken calls from people with Parkinson’s who have experienced similar
diYculties using air travel, most of which were due to staV’s lack of understanding about the condition. In
one case an individual with Parkinson’s was strip searched because staV thought that he was behaving
suspiciously. In another case staV did not recognise the symptoms of an individual’s Parkinson’s and
accused that individual of being drunk. One PDS member also reported diYculties with a particular airline
suddenly demanding medical confirmation of his fitness to travel while en route to Australia.

Other Issues

3.1 PDSmembers have also raised concerns about new proposals in February 2007 from a British airline
to allow economy class-passengers an allowance of 23 kilos for baggage in the hold, as long as it is in one
bag. If the passenger is within his or her 23 kilos but has the weight distributed amongst two bags, then the
airline proposed an extra charge. This would have had a discriminatory eVect. Many people with
Parkinson’s do not have the strength to carry a cumbersome 20 kilo bag on and oV trains to get to airports,
or to get it oV a baggage carousel. They are more likely to manage the weight with two lighter bags,
distributing the weight in a balanced way.

The Parkinson’s Disease Society

3.2 The Parkinson’s Disease Society (PDS) was established in 1969 and now has 30,000 members and
over 300 local branches and support groups throughout the UK. The Society provides support, advice and
information to people with Parkinson’s, their carers, families and friends, and information and professional
development opportunities to health and social services professionals involved in their management and
care.

March 2007

Memorandum submitted by the National Express Ltd (NEL) (PEAT 15)

This evidence is submitted on behalf of National Express Ltd (NEL) which is the Coach Division of the
National Express Group plc.

We note with interest that you have called for evidence on passengers’ experience of air travel and that
you included within that the travel to and from the airport.

For many years NEL has operated coach services to and from the main airports and for large numbers
of airline customers we are seen as an essential part of their journey. Traditionally we have enjoyed good
relationships with the airports and have worked together as part of their objective to encourage the use of
public, rather than private, transport and helping them to meet their environmental objectives.

Heathrow Airport is the second busiest location on our network of services and is now closely followed
by Stansted Airport. The next busiest airport for us is Gatwick followed by London Luton. We also serve
Manchester, Liverpool, Birmingham and East Midlands airports.

The majority of our airport customers tend to be travelling for leisure purposes and, in the main, are
making longer flights. The one principal exception to this is at Stansted which we will come back to later.
This is whatmakesHeathrow so important as it oVers the flights which cannot be found atRegional airports
and therefore people have to travel further to catch them.

Research, and experience, has shown that under a certain distance UK originating customers tend not to
use public transport to the airport. However inbound trade is much more likely to use public transport to
reach their final destination.

The exception to this is Stansted where there is very significant coach based traYc, both outbound and
inbound, over much shorter distances. National Express coach routes to London serve a range of districts
across the London area which makes them attractive to users.

To be successful public transport must operate at times that are essential for customers catching flights.
Therefore, very often 24/7 operation is required. Equally there can be many poorly used journeys at some
times of the day which are required to cross balance the heavy journeys in the opposite direction. It has been
the willingness to invest in this type of operation which has made our airport services successful over the
last two decades.

Generally we have enjoyed good relationships with airports and they have wished to work with us, and
other operators, to build a solid public transport base. Nevertheless they have not always invested in the
infrastructure on the ground to go with this. Very often the public transport facilities have been very basic
compared to the rest of the airport facilities, sometimes giving the impression that using public transport to
the airport is the option of last choice.
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However there have been some significant developments to change this. At the forefront has been
Manchester Airport with their huge investment in their GroundTransport Interchangewhich has integrated
the transport facilities into the overall airport and to the same high standard.

At HeathrowNational Express has recently invested with BAA in building a new terminal at Central Bus
Station which has many radical ideas.

However, despite some improvements, the growing commercialisation of airports has suggested that they
would rather invest in more car parking and retail than catering for public transport. In particular, car
parking appears to be a cash cow at many locations as there is a percentage of the population who seem
willing to pay ever increasing amounts to park their cars at airports.

Recently we have seen another trend developing since BAA, and other airports, have been purchased by
foreign investors. This is a treating of public transport facilities as a commercial operation in the same way
as retail etc. There has been a concerted push to raise the charges for operators and in the longer term this
could make some bus and coach services to airports unsustainable.

If travel to and from the airport is seen as part of the overall experience then it would seem logical to be
able to purchase an integrated ticket with combined ground and air travel. Sadly this has always proved
hard to achieve and little progress has ever been made. More recently low cost operators have expressed
more interest but equally they, and one in particular, have wanted such a large share of the coach fare that
it is questionable as to whether it is financially viable to participate in providing this.

This is a brief overview of how express coach has a major role in the air passengers’ travel experience.
Many of the points listed above are probably outside of the direct influence of the government and its
departments. However there is one other area where government can assist the air traveller to use public
transport to get to and from the airports and this is with the trunk road network. Many of the major
motorways near the main airports suVer from significant congestion. The public transport user suVers in
the same way as the private motorist.

We believe that much more should be done by the DfT and the Highways Agency to prioritise the trunk
road network. A key part of this is giving priority to public transport, enabling passengers to get to and from
airports more reliably and easily than by using their own car. It is our view that this will do far more to
encourage modal shift than any other mechanism. In turn it will make public transport operation more
eYcient, passengers numberswill grow, andwith it revenue, enabling investment to bemade inmore services
and frequency.

Finally, modern coaches are the most energy and emission eYcient form of transport. Given that our
coaches, most of which are to Euro 3 and 4 standard, also achieve a load factor of around 60% this provides
the opportunity to achieve real changes in carbon emissions and lead the way in changing travel habits. On
average a journey by coach to the airport produces only one sixth of the emissions of an equivalent car
journey.

March 2007

Supplementary memorandum submitted by the National Express Ltd (NEL) (PEAT 15a)

MrsDunwoody asked us to let the committee have details of security issueswithNational Express services
post July 2005.

To clarify what I said yesterday we did brief drivers and staV as to what action they should take post the
increased security issues in July 2005. We have also worked very closely with DfT. StaV were told that they
must not take any chances and that if they had any suspicions about any article of luggage, or a person, then
they should notify our service support centre immediately for advice. Procedures for the loading of luggage
were also tightened up.

Since that date we have had 152 reported incidents and I have enclosed a graph showing the frequency
of these by month. Clearly initially there were a large number but they still continue albeit it on a more
limited basis. In some instances it will be another customer who expresses concern to our staV and we do
have to treat some comments with sensitivity. Normally the police would have been contacted and in some
instances they stopped our coach and closed the motorway whilst they checked out the incident.

A couple of other points following on from yesterday. There was a lot of discussion about Park and Ride
and airports. I was not able to join this discussion as time ran out. However I would like to clarify that whilst
National Express does not currently have any formal Park and Ride arrangements for the airports we are
seeking a meeting with the Highways Agency to determine if they have any spare land near motorway
junctions which could be used as park and ride sites linked to coach routes.

A comment was also made by BAA in the earlier session that there was little or no inter airport traYc.
We disagree with this as we carry large numbers of people in particular betweenHeathrow and Gatwick but
also between Heathrow and Stansted. Therefore we argue that such services are already well provided, 24
hours per day, as a commercial operation with no cost to the public purse.
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A final point. We discussed integrated ticketing yesterday. The National Express Group regard this as an
important part of what we are able to oVer as a group and have just finalised a video to highlight this. It is
being published next week and we would like to send the committee a copy of this.

March 2007

National Express Coaches

Security IncidentsMonth onMonth—Post July 2005

Incident Volumes by Month
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Memorandum submitted by the Airport Operators Association (AOA) (PEAT 16)

Introduction

The Airport Operators Association (AOA) is the trade association that represents the interests of British
airports and is the principal body with whom the UK Government and regulatory authorities consult on
airport matters. Our membership comprises 71 airports representing all of the nation’s international hub
and major regional airports in addition to many serving community, business and leisure aviation.

Substantive Submission

Travel to Airports: Adequacy of bus and rail links

1. UK airports have invested heavily in surface access links in recent years. The largest example is the
Heathrow Express at a cost of £750 million. However other airports have invested in facilities for multi-
mode transport interchange (such as The Station at Manchester airport), or in new and improved roads to
improve traYc circulation. There have also been examples of much-needed public investment, such as the
DLR link to London City airport. The average figure for public transport access to our top 10 airports is
now 22%. It is vital that this percentage continues to rise, as the road system will not be able to cope with
the ever-larger passenger volumes envisaged in the 2003 Air Transport White Paper.

2. Therefore we remain very concerned by the potential threat that remains to the Gatwick Express. The
uncertainty over a dedicated express service to our second-largest airport is regrettable and sends the wrong
signal to airports who may be looking at making similar investments elsewhere. The ability to provide a
dedicated, non-stop, branded train service that can oVer an on-board ticketing service and suYcient space
for holiday luggage has been proved to be the most eVective means of increasing the numbers of people
taking public transport to an airport.
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3. The AOA has been working with the Department for Transport (DfT) to try and improve the co-
ordination over planning and funding for surface access to airports. We believe that there are a number of
bureaucratic obstacles, which prevent surface access improvements to airports getting the priority they
deserve. For example, rail is outside of the local planning framework, and there remains confusion as to how
the Transport Innovation Fund money will be made available to improve access to airports.

Airports: accessibility for elderly and disabled people

4. UK airports already operate a DfT code of practice relating to disabled passengers. The procedures
in this document will be further improved by the implementation of the EuropeanRegulation EC 1107/2006
on Persons with ReducedMobility (PRMs). This must be fully implemented by July 2008 and will place the
responsibility centrally on the airport operator to provide a comprehensive and seamless service for PRMs
throughout the airport. We expect this to improve the passenger experience at airports in general, and
particularly where in the past the service was of low quality or provided in a fragmented way by a number
of parties.

5. However, implementing the directive successfully will involve challenges, particularly in ensuring that
passenger’s needs are pre-notified to central airport PRM service. This involves the passenger informing his/
her airline (or indirectly via the tour operator or travel agent) and then the airline informing the airport
accordingly, well in advance of the flight. This will require passengers, airlines and airports to work together
ahead of the implementation date to ensure that suitable systems are in place to transfer this information
in a timely manner.

Airports: security

6. UK airports have risen to the challenge of implementing the step change in security measures that they
have been directed to put in place since the events of 10 August.

7. Having now lived with the latest substantive changes to the regime for some four months, airport
security managers are now assessing what the measures mean in the longer term for passengers and the
operation of the airport. Despite significant increases in resource, significant concerns are emerging about
the long-term eVects and sustainability of the current regime.

8. With regard to passengers, we believe that the new measures have been to the detriment of their
experience of travel via UK airports. Despite airports complying with the new rules eYciently, serious
problems still exist.

9. Significant queues at peak times are still occurring at both London and regional airports; and the
overall quality of experience for passengers is considerably reduced. At peak times central search takes
considerably longer to get through than prior to the 10 August. ACI Europe (the European airport trade
association) reports that passenger throughput through central search areas as a result of the restrictions on
liquids has fallen by some 25 to 30%. Similarly, time taken to pass through queues at peak periods in airports
has doubled in many cases, with peak processing periods typically of the order of 20 minutes or longer. This
is the basic factor acting to reduce the quality of the passenger experience.

10. This often extended passage through central search is made worse by the activity associated with the
various heightenedmeasures that the current regime requires. Themain aspects of this are the need to inform
passengers (by way of questioning or announcements) in as many ways as possible about what items are
prohibited and permitted; the need for shoes and all jackets, rather than just overcoats to be removed; the
need for all large electrical items to be placed in separate trays; the high likelihood of being hand searched;
and the final need to reassemble one’s belongings and dress whilst being pressured by the queue behind. The
combination of long queues, substantial disrobing and complicated searching leaves the passenger with an
experience of having been through an intrusive and degrading process.

11. Airport staV report to us that the government has lost the goodwill that passengers initially aVorded
it. While in the early days after 10 August something of a Blitz spirit was present at UK airports, this rapidly
diminished to the point where many passengers cannot understand the continuing need for what appear to
be complex measures. A smaller number are overtly hostile. Airport Security Managers are reporting that
they are seeing similar trends in terms of goodwill among their security staV, who likewise are struggling to
accept complexities associated with the current regime.

12. Lack of passenger understanding has led to a continuing problem of non-compliance with the liquids
regime. Airport SecurityManagers report thatmany passengers still present themselves to the central search
area carrying liquids in hand baggage. They draw an analogy with sharp items, which have been prohibited
for a considerable time, but are still placed wrongly in hand luggage by passengers. This suggests that despite
the considerable communications carried out by various stakeholders, the message has not got through to
the travelling public.
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13. Security managers also report that there is an increasing trend for passengers to “try their luck” in
getting liquids through central search in hand luggage. This results in items being detected in the hand
luggage; stoppages in the flow of what is an already stretched process, perhaps operating at its limits of
capacity; and a general worsening of the experience for them and those immediately behind them in the
queue.

14. Airports in general are reporting an increase in the number of assaults and threats to security oYcers.
This is generally associated with the increased stress of passing through the central search area and
passengers being asked to give up liquid items which they are determined to carry on board. Aside from
being a further factor that creates a more hostile environment for security oYcers, encouraging turnover,
this also creates a more threatening and fraught atmosphere for passengers who are in the immediate area
at the time of such incidents.

15. There is a particular problem with passengers being required to voluntarily give-up high value items,
such as bottles of expensive champagne, spirits or toiletries; or face being turned away. Airports continue
to report to us very large volumes of liquids still being given up by passengers, which leaves them feeling
irate and hostile. This can be especially true for tourists who may be expecting to leave the country with
expensive presents purchased in the UK or those transferring from non-EU flights. One major UK airport
has estimated that if the giving up of prohibited items continues this will result in 670 tonnes of prohibited
liquids being collected at central search every year. If this figure were to be projected across British airports
it would result in excess of 7,000 tonnes of prohibited material being collected every year.

16. The problems are exacerbated by staYng and facilities problems.

17. Some airports are constrained by physical facilities and cannot open more security cones without
additional building works, which are expensive (both in the construction and land value costs), must be
made to fit with existing airport master plans and inevitably have a considerable lead time.

18. Other airports are suVering from a shortage of available labour and increased turnover and staV
absence due to the extra demands being placed on operators. This is exacerbated by the requirement for
criminal record checks prior to taking up post, which provides a window, duringwhich time prospective new
employees may pursue alternative prospects. Despite these challenges airports are working hard to increase
manpower in their security functions.

19. For those in post (long time employees and new starters) the roles are considerably more demanding
than prior to 10 August. Security oYcers are having to work amore anti-social roster, due to overall staYng
shortages. This involves financial inducements, which can result in eVects such as oYcers not wishing to
work the most anti-social of the shifts because they may have earned suYcient wages for the week by
working the more regular shifts only. Moreover, the work involves more responsibility regarding decisions,
for example, on what to do in cases where passengers are unclear about whether a certain item is prohibited.

20. Current problems are unlikely to disappear in the short term and many airports are rightly focusing
on how technology and equipment are best deployed to improve the passenger experience as far as possible.

21. However, even with ample facilities and generous staYng, the rules in themselves, no matter howwell
applied and implemented, will still result in a poorer experience for passengers, compared with the state of
aVairs prior to 10 August.

22. We believe that the situation could be ameliorated by the UK pursuing a harmonised approach with
Europe. There are at present a number of measures in the UK, which are in addition to European
requirements. We would question the eVectiveness of some of these measures, which we think add little in
terms of risk mitigation.

23. We would also suggest that the government should carry out a full review of the measures with a view
to improving the experience of the passenger whilst continuing to treat their security with paramount
importance.

Proposed EU Directive (COM (2006) 820) on airport charges

24. We believe that this directive will have little positive eVect on the cost or quality of the passenger
experience—particularly in the UK where there is an eVectively operating market. Its principal aims are to
create a system of independent regulation in each member state, to provide detailed information to airlines
on airport costs and charges, and to lay the foundations for possible independent price regulation.

25. We are extremely concerned about this directive which we believe in its present form is an example
of poor, unnecessary and wasteful regulation. In principle, regulation should only be introduced in
circumstances of ‘market failure’—a condition that airlines generally concede is not the case within the UK
airport sector.

26. In the UK, which has a liberalised market, the regulation is likely to oVer very little to airlines. While
at present it does not require direct price regulation, its scope is far too wide. The one million passenger
threshold will capture some twenty UK airports, while the UK CAA, who currently price regulate just four
airports, are actively seeking to de-designate two of these as they believe regulation is unnecessary in what
they now consider to be a properly functioning market.
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27. While we support transparency, prices in theUKare often set by themarket, rather than the cost-plus
approach that the directive seems to assume. The detailed requirements on transparency seem to suggest that
complex summaries of airport management accounts will need to be submitted to airlines and that a series
of non-existent linkages between airport charges and costs incurred will have to be “back-calculated” from
contract prices in order to satisfy the directive’s requirements. This will require additional staV and
introduce cost to the system for no benefit. These costs will fall on airports, airlines and passengers
depending on their respective market power.

28. It is further very possible that the directive may lead to a worsening of the passenger experience. It is
written in such as way as to invite lengthy disputes from either airport or airline if either is unsatisfied with
the level of charges arrived at in bilateral negotiation. This may lead to a raft of requests for regulatory
involvement on the assumption that there is nothing to lose, and perhaps something to gain by doing so.
This is turn could lead to a general worsening of relations between airports and airlines and knock-on eVects
for passengers.

March 2007

Memorandum submitted by the Department for Transport (PEAT 17)

Introduction

1. The Department notes that the Transport Committee intends to inquire into passengers’ experience
of air travel, from purchase of ticket to arrival at final destination. The Department takes a keen interest in
this issue whilst accepting that the provision of aviation industry services in the UK is essentially a private
sector enterprise. We recently published a report on Public experiences of and attitudes towards air travel
(October 2006)—http://www.dft.gov.uk/pgr/statistics/datatablespublications/att/publicexperiencesofand
attitu1824—which reported opinions of the service experienced by passengers atUKairports and their views
on issues such as airport expansion and the impact on the environment.

2. Air transport demand continues to grow in the United Kingdom. Passengers at UK airports rose from
32 million in 1970 to 228 million in 2005.27 The strong competitive position of the UK aviation industry is
illustrated by the fact that 15% of international air passengers are flying to or from a UK airport.28 The
report described at paragraph 1 shows that almost half of all adults had flown at least once during the
previous year, and that 15% had flown at least three times during that period. Air passengers were extremely
satisfied with the service quality of airports—around 90% were satisfied with check-in-times, provision of
flight information and flight punctuality. However, respondents were less satisfied with public transport
links to airports, and many believed that a key requirement of airport expansion should be improved
transport links to the airport.

3. The Government recognises the real benefits aviation brings to the lives of ordinary people and to
business.We remain committed to the strategy set out in theWhite PaperThe Future of Air Transport (2003)
to strike the right balance between economic, social and environmental goals.

Ticket Issues

4. The price of an air ticket can include a number of taxes, fees and charges which may be quoted at the
discretion of the individual airline. These may include Air Passenger Duty, local airport taxes, fuel
surcharges, passenger service charges and insurance charges.

5. The Code of Practice for Traders on Price Indications states that when advertising holiday and travel
prices, any non-optional extra charges which are for fixed amounts should be included in the basic price and
not shown as additions, unless they are only payable by some consumers. Contravention of the Code can
be used to support a prosecution for the oVence of giving a misleading price indication, contrary to Section
20 of the Consumer Protection Act 1987. The OYce of Fair Trading issued a warning to holiday and travel
suppliers on 9 February 2007, indicating that it will take enforcement action against any airlines, tour
operators or travel suppliers that fail to comply with the law.

6. The European Commission is addressing the issue of the transparency of ticket prices in a proposed
Regulation revising the so-called “Third Package” for the liberalisation of air transport, which is currently
the subject of negotiations by the Council Working Group on Aviation. The initial proposal would require
air carriers operating within the Community to provide the general public with comprehensive information
on their air fares and rates and the conditions attached.

27 CAA Airport Statistics, www.caa.co.uk
28 Calculated from ICAO and CAA data, 2004.
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Travel to Airports: Adequacy of Bus and Rail Links

7. The Future of Air Transport White Paper made clear that any proposal for new airport capacity must
ensure surface access options that minimise environmental, congestion and local impacts. We continue to
encourage airport operators to increase the use of public transport to help reduce road congestion and air
pollution and they are responding positively.

8. Good progress has been made by individual airports. For example, between 2003 and 2005, Luton
achieved an increase of four percentage points in the number of people taking public transport to access the
airport, mainly as a result of a shift from private car usage to bus and coach services. Many airports have
also developed “green” travel plans for staV, including reduced fares for public transport, bike loans and
internet-based car sharing systems.

9. We look to all airports to follow these examples, producing transport strategies that set and work
towards challenging targets for increasing public transport, and sharing best practice. Specific good
examples include:

— Bristol—passengers on the airport “flyer” bus service to Bristol city centre grew from 60,000 in
1999 to 267,000 in 2004–05.

— Manchester—opened a £60 million transport interchange (“The Station”) in 2002 for rail, coach
and bus services—it now handles 300 trains (1.2 million passengers per year), 100 coaches and 500
buses a day.

— Birmingham—opened a light-rail link to Birmingham International Railway Station in 2003 and
a dedicated bus and coach terminus in 2004.

Airports: Accessibility forElderly andDisabled People, Quality ofCheck-in Procedures, Airport

Facilities, Security

10. The Department has worked with the air transport industry and disability advisers to produce a
voluntary code of practice on Access to Air Travel for Disabled People (March 2003), which sets out
minimum standards for access and covers all aspects of air travel—from accessing information to arriving
at the final destination. Further information can be found at http://www.dft.gov.uk/transportforyou/access/
aviationshipping/accesstoairtravelfordisabled5975

11. The Disability Discrimination Act applies to facilities and services provided by airports, though not
to services on board an aircraft. A newEuropeanRegulation (1107-2006) on the Rights of Disabled Persons
and Persons with Reduced Mobility when Travelling by Air creates new rights for disabled persons and
persons with reduced mobility. Part of the Regulation (prohibiting refusal of booking or embarkation)
comes into force in July 2007 and from July 2008, airport managing bodies will be required to organise the
provision of the services necessary to enable disabled/reduced mobility passengers to board, disembark and
transit between flights, with costs recovered through a charge on airlines proportionate to the total number
of passengers they carry to and from the airport.

12. The quality of check-in procedures and airport facilities are essentially determined by the airports and
airlines themselves. Standards and recommended practices with respect to facilities and services at
international airports are set out in the Convention on International Civil Aviation (Chapter 6 of Annex 9
(Facilitation)).

13. On security matters, the Department submitted extensive written and oral evidence to the Transport
Committee inquiry Transport Security: Travelling without Fear, which has yet to complete its report.

Baggage Issues

14. The current security rules for carry on establish a position where each passenger is permitted to carry
one item of cabin baggage through the airport security search point. The dimensions of this item must not
exceed a maximum length of 56 cm, width of 45 cm and depth of 25 cm (including wheels, handles, side
pockets, etc). In addition to the one item permitted, each passenger is permitted to carry through the airport
security search point one musical instrument in its case (no items other than the instrument and its
accessories may be carried in the case) provided that the instrument in question in its case cannot be carried
within the item of cabin baggage. All items must be x-ray screened.

15. Baggage charges are a commercial decision for individual airlines.

16. So too are issues of lost and stolen baggage.Matters relating to lost, stolen and damaged baggage are
covered by the Convention for the Unification of certain rules for International Carriage by Air. For the
UK this is the Montreal Convention, which set new limits of compensatory damages. Claims for
compensation are made direct to the airlines.

17. Airlines require numerous ground handling services at airports, such as baggage handling, aircraft
loading, cleaning, fuelling and many others. Sometimes airlines self-handle, but often they contract with
third parties to provide these services. TheGovernment broadly agrees with a recent report by the European
Commission that the application of the EU’s 1996 Groundhandling Directive has had a positive impact in
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terms of widening the choice of handler for airport users, especially at those mainland European airports
which were formerly characterised by monopolistic or heavily restricted ground handling service provision.
The number of monopoly handlers for ground handling services has fallen and greater competition has
appeared as a result, to the benefit of airlines and their customers.

Aircraft

18. The services provided on aircraft are a commercial matter for airlines and consumer choice.

19. The responsibility of reporting disruptive behaviour rests with individual airlines. Police or security
staV usually attend around one quarter of the incidents. TheDepartment for Transport chairs theDisruptive
Passenger Working Group (DPWG), set up in 1999. The group meets intermittently, and provides industry
with a forum to discuss issues of concern. Members include representatives from the CAA, the police and
industry stakeholders. The CAA takes a lead role in compiling and analysing annual data on incidents of
disruptive behaviour from UK airlines. Results of the analyses are published on the Department’s website
as the annual statistics on disruptive behaviour.

When Things Go Wrong How Well Does the System Work: Do Passengers Know What They are

Entitled To in the Event of a Delay or Cancellation? How Easy is it to Get Compensation from

Airlines? Are International Conventions about Passengers’ Entitlements Adequately Enforced?

20. The European Union brought into force on 17 February 2005 (Regulation (EC) 261/2004 (“the
Regulation”) providing compensation and assistance for air passengers in the event of denied boarding,
cancellation and long delay to flights. The Civil Aviation Authority has been designated to enforce the
Regulation and the Air Transport Users Council (AUC) has been designated to handle complaints
pertaining to the Regulation. If the AUC identifies a trend of non compliance by an airline, it will refer the
airline to the CAA for enforcement action.

21. The Regulation sets out the circumstances in which compensation from airlines is payable.
Compensation is only due in the event of denied boarding and cancellation, subject to the correct conditions
being met. Partly as a result of incorrect information published by the European Commission, which has
recently been criticised by the European Ombudsman in January 2007, many passengers believe that
compensation is due in the event of flight delay, which the Regulation states is not the case.

22. Themost recent international convention about passengers’ entitlements is theMontreal Convention
(1999). It sets out airlines’ liabilities for passengers, including claims for delay, death and injury, and their
baggage. It applies to international travel but many countries also have similar legislation for domestic
travel. The Convention has been transposed into UK law through Statutory Instrument 2002 no. 263. It
also applies to journeys in the EU because it is recognised under EU legislation (Council Decision (EC) 539/
2001). Passengers who claim under the Convention generally have a period of two years since the incident
in question to being court action.

23. The AUC is the UK’s consumer council for air travellers and is funded by the CAA and from en-
route charges. It provides a mediation service with airlines on behalf of air passengers. Besides Regulation
(EC) 261/2004, it can also provide advice on diverse areas of policy including baggage problems, diversion
and ticketing. The AUC’s website www.caa.co.uk/auc provides further information.

Whether There is aDifference in theGeneral Experiences of Budget/Low-cost Airline Passengers

as Opposed to Those who use Standard Carriers

24. A 2005 study on the diVerence in the composition and experiences of passengers travelling on low
cost airlines to those on full service carriers, conducted by Cranfield University29 showed that while there
are fundamental diVerences between the two markets, in the future these experiences may move closer as
the full service carriers begin to oVer lower cost services. The key findings were:

— A strong tendency towards young people taking low cost carriers, with older passengers tending
to prefer the full service carriers, possibly because these oVer additional airline products not oVered
by the low cost carriers.

— Group travel is particularly relevant to airline revenues. Business travellers tend to travel
singularly but leisure travellers in small groups.Most low cost carriers carry more passengers who
travel as group than full service carriers.

— Low cost carriers attract proportionately more leisure traYc than full service traYc, with the
biggest leisure market coming from those passengers who regularly visit friends and families.

— Passengers using low cost carriers predominantly tend to book through the internet and generally
avoid travel agents.

29 Journal of Air Transport Management—July 2005 Passengers’ perceptions of low cost airlines and full service carriers: A case
study involving Ryanair, Aer Lingus, Air Asia, and Malaysia Airlines.
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— Passengers travelling on low cost carriers place great importance on price and appear to arrange
their itineraries using the least expensive airfares.

— In contrast, passengers using full service carriers are concerned about price but tend to tolerate a
higher fare to gain an advantage through the additional airline products oVered by the full
service carriers.

— There is a stronger requirement for interlining (connecting) among passengers of full service
carriers compared to low cost carrier passengers. Low cost carriers tend to oVer point to point
services which do not attract interlining passengers.

— Passengers chose full service carriers predominantly because of reliability, schedule and the
presence of connections. The low cost airline passengers tend to be driven by price as the deciding
factor in the choice of the airline to use.

How Airport Charges are Passed On, Through the Airlines, to Passengers and Whether the

Proposed EU Directive (COM (2006) 820) willMake the Process Clearer

25. Under the Airports Act 1986, airports with an annual turnover of £1 million or more are required to
hold a permission from the CAA to levy airport charges. Over 50 airports now hold such a permission.More
detailed economic regulation is applied to London Heathrow, London Gatwick, London Stansted and
Manchester airports where the CAA sets the maximum level of airport charges every five years.

26. Airport charges are defined in the Act as those levied on operators of aircraft in connection with the
landing, parking or taking oV of aircraft at the airport (other than charges for air traYc services), and
charges levied on passengers in connection with their arrival at, or departure from, the airport by air.

27. However, the passing on of these charges to passengers by airlines is a commercial matter for them.

28. TheCommission’s proposal for aDirective on airport charges seeks to establish a number of common
principles to be followed by airport operators when determining airport charges. The proposed Directive
would apply to all European airports with a throughput of more than one million passengers or 25,000
tonnes of cargo.

29. The proposal includes, among other things, provisions for increasing transparency between airlines
and airports, agreeing quality standards and designating an independent regulatory authority to resolve
disputes. The Department for Transport will shortly be consulting on the proposal.

30 The draft Directive does not propose to make more transparent the process by which charges are
passed on from airlines to air passengers.

March 2007

Supplementary memorandum submitted by the Department for Transport (PEAT 17B)30

Thank you for the Committee’s letter of 22May in which you requested further information on a number
of issues relevant to your enquiry into the Passenger Experience of Air Travel. This supplementary
information is supplied below, and includes aminor correction to the evidence I gave on 16May concerning
transparency in tickets pricing.

(i) Surface Access

The reasons behind the Government’s decision to retain the Gatwick Express (Q830)

1. Following the Department’s consultation on the Brighton Mainline Route Utilisation Strategy, a
strong level of response to this consultation exercise was received urging the Department to retain the
existing Gatwick—Victoria service to maintain the UK’s competitive position for inbound business and
tourism travel. Equally there were strong representations from commuter groups and Local Authorities to
increase Haywards Heath, Redhill and Croydon area peak travel capacity provision to and from London.

2. Therefore the service specification to be taken forward will balance the views of both rail and aviation
stakeholders. The selected solution retains a “Gatwick Express“” (GE) service of 4 non-stop trains per hour,
in each direction, betweenGatwick Airport and London Victoria. However, 6 successive ‘Gatwick Express’
trains in the peak periods (those arriving 0735 to 0850 in London and departing from London 1730 to 1845
Monday to Friday), will operate to/from Brighton and make some intermediate calls south of Gatwick.

3. Combining the Gatwick and Brighton services in this way releases rolling stock and slots in the
timetable (those currently occupied by existing Brighton-Victoria trains) which, it is proposed, will be used
to provide additional capacity for the Redhill—Croydon—London market.

30 Peat 17a: Not printed as already in public domain.
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(ii) Security

Discussions the Department has had with airports about the confiscation of liquid carry-ons; what
information has been provided to the Department about the levels of confiscation and when this was
information received (Q849)

4. The Department has had regular contact with airports concerning the confiscation of liquids at central
search. This has occurred both on a one-to-one basis with individual airports and airport groups, and
collectively via the Airport Operators’ Association (AOA) representative on the National Aviation Security
Operational Sub-Committee.

5. Following the adjustments to securitymeasures on liquids last November, there was a high rate of non-
compliance by passengers presenting themselves at central search. The level of non-compliance has now
reduced somewhat, but we understand remains at 40-50% across the piece. Similarly, the amounts of liquids
needing to be voluntarily surrendered have reduced significantly since earlier in the year. The figure of 2
tonnes per day, quoted at the Evidence Session on 16May, seems to have represented an indicative amount
at one airport, in January of this year. The Department has not been supplied with regular detailed
information on either the level of compliance or the amounts of liquids surrendered.

Awareness of any major breaches by ICAO-contracting states of the recommended liquid carry-
on restrictions (Q854)

6. ICAO has sent a clear message to all of its 190 Contracting States, with a strong recommendation that
they implement controls on liquids corresponding to those in place at EU and US airports. It is for States
themselves to decide whether to do so, and so one cannot properly speak about a “breach“” of the ICAO
position. There has however been an encouraging take-up of its recommendation by States, and ICAO is
now giving top priority to preparing guidance on implementation, and on the issues around liquids carried
by transfer passengers.

7. These liquids controls aremandatory at airports in the EU, under EU regulation, and compliance with
them is enforced by the appropriate authorities of Member States and by the European Commission.

(iii) Ground Handling

Impact of the EU Groundhandling Directive in the UK (Q874)

8. The Committee asked for a note on the impact of the EUGroundhandling Directive on the prices and
quality of groundhandling services at airports in the UK.

9. The impact of the Groundhandling Directive in the UK has probably been less marked than at major
airports elsewhere in Europe. This is because the market for groundhandling at UK airports before the
Directive came into force in 1997 was already more liberalised than elsewhere in the EU, with airlines
generally having a choice of groundhandling supplier atmajor airports and, in some cases, the ability to self-
handle. The Government considers that the Directive has brought important benefits to UK airlines and
their customers chiefly through the introduction of competition at those airports in mainland Europe where
the supply of groundhandling services was formerly provided on a monopoly basis.

10. In view of the competitive nature of the groundhandling market in the UK, information on these
services at UK airports is not routinely collected by the Department of Transport nor by the CAA, the latter
being the body responsible for enforcing the Groundhandling Directive in the UK. The Directive lays down
criteria for charges levied for access by ground handling suppliers to airport installations, namely that these
should be relevant, objective, transparent and non-discriminatory, but it does not directly regulate either
the prices charged to airlines for groundhandling nor quality levels, so that these are essentially matters for
commercial negotiation between the ground handling companies and the airlines to whom they supply
services. However, at some airports groundhandling suppliers are licensed by the airport and the licence can
include conditions on theminimumquality of the service to be provided, for example establishing the longest
time for the last bag from an aircraft to be delivered to the baggage carousel.

11. In 2002 SH&E Limited, an international air transport consultancy, conducted an extensive study for
the European Commission into the quality and eYciency of ground handling services at EU airports as a
result of the implementation of the Directive. The study looked at changes in prices and quality levels at
European airports since 1996, including a limited selection of UK airports. It found that prices had fallen
at London Heathrow andManchester, while the situation was variable at Belfast and relatively unchanged
at Birmingham. On service quality, the study noted concerns about standards at Birmingham, Heathrow
andManchester, for which reason some UK airports, such as Manchester, have included minimum service
standards in their standard groundhandlinglicences.

12. In January 2007, the European Commission published a report on the application of the Directive
which drew heavily on the results of the SH&E study. The Commission noted that prices charged for
groundhandling services had gone down across the board in nearly all member States since the adoption of
the directive, although the decrease was more visible in those Member States which had handling
monopolies or a highly regulated market before 1996. As far as quality is concerned, the picture was more
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mixed with some airports reporting a decline in service levels, some an increase and others seeing little
change. The Commission report acknowledged that any future proposal to modify the directive could
address issues, such as quality standards, where the potential benefits of regulation had begun to appear
largely since the application of the Directive in 1997.

Figures for lost luggage at UK airports over a 10 year period (Q875)

13. As explained at paragraph 10 above, this information is not routinely collected by the Department
for Transport nor by the CAA. Following publication of its Air Passenger Rights Communication in June
2000, the European Commission trialled a project to develop a system (the Community Air Passenger
Reporting System) covering statistics lost baggage, delays, cancellations and denied boarding, on an
individual airline basis. This proved problematic to maintain and was abandoned.

(iv) Rules Concerning Country of Registration

The criteria on which ‘principal place of business’ is decided and what plans there are to modify

that criteria (Q883)

14. The Committee has asked about the definition of ‘principal place of business ‘ and how this applies
to Ryanair.

15. Under Article 4 of EC Regulation 2407/92 governing the licensing of air carriers Ryanair has its
principal place of business in the Republic of Ireland. Ryanair’s board meets in Ireland and high level
decisions are made there. Consequently, the Irish Aviation Authority issues the airline’s Air Operator
Certificate (AOC) and Operating Licence, and is responsible for regulating its continued safety
arrangements.

16. Regulation 2407/92 is currently being updated as part of the Third Aviation Package. As part of this
updating the definition of principal place of business has been clarified.A carrier’s principal place of business
is defined in the Third Aviation Package as being in theMember State in which the carrier has its head oYce
or registered oYce, and within which the principal financial functions and operational control, including
continued airworthiness management, of the air carrier are exercised. Under this definition Ryanair’s
principal place of business would continue to be in the Republic of Ireland.

(v) Air Passenger Duty

17. In regard to questions 857 and 858, I confirm that the Committee’s recommendation about
earmarking the extra air passenger duty for surface transport to airports has been conveyed to the Secretary
of State and to the Treasury as promised.

(vi) Correction of oral evidence given on 16 May 2007

Transparency in ticket pricing

Whether there is evidence that the law controlling how airlines advertise ticket prices is being

followed (Q816)

18. In response to the above question from hon.Member for Eltham (Clive EVord) I said that the OFT’s
deadline for absolute compliance by airlines was 9May. The deadline was in fact 10May. I apologise to the
Committee, and to the hon. Member in particular, for this error.

I hope these notes are useful to the Committee. Please do not hesitate to contact me if you require further
information.

Gillian Merron MP

June 2007
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Memorandum submitted by British Airways plc (PEAT 18)

1. Introduction

1.1 British Airways welcomes the opportunity to submit evidence to the Transport Select Committee’s
inquiry into Passenger’s Experience of Air Travel

1.2 The airline’s main base is London Heathrow Airport, the UK’s primary international hub airport
and one of the busiest airports in the world. British Airways also operates from nine other airports in the
UK, and worldwide, to 146 destinations in 72 countries. Its franchise partners take the airline’s brand to an
additional 64 destinations in a further 18 countries.

1.3 British Airways is a “full service” airline, providing a wide range of services free of charge, including
in-flight meals, drinks, pre-seating, on-line check-in and a free checked baggage allowance.

1.4 The last decade has been one of major change for airlines and their customers. Many of the airline’s
products and services have set new standards for the industry and have influenced changes made by
competitors.

2. The British Airways Customer Experience: Pre-Travel

2.1 British Airways has the most extensive global network of any UK airline, operating more than 770
flights daily. All flights are available for booking on the internet, by telephone to British Airways’ UK based
call centres directly, or through IATA-member travel agents.

2.2 British Airways is a founder member of the oneworld alliance of airlines that oVers an extended
network of more than 600 destinations worldwide. oneworld carriers provide global support to our
customers on the ground and in the air.

2.3 British Airways oVers a range of fares to suit diVering customer needs, in diVerent cabins, giving a
wide choice for customers. Fares are competitively priced from £34 one-way on shorthaul flights including
taxes, fees and charges (TFC). Longhaul return fares start from £270. There are typically ten million seats
available at these prices each year.

2.4 The airline was one of the first full-service carriers to remove minimum stay conditions and other
restrictions on shorthaul travel in 2002 and introduced additional one-way fares and changeability options
in 2006.

2.5 Since October 2005 all fares on the airline’s website, ba.com, are shown inclusive of all taxes, fees
and charges.

2.6 Electronic ticketing (e-ticket) has replaced paper tickets formore than 90%of customers. The number
of carriers issuing e-tickets has grown dramatically in recent years, and the industry target is for 100%
electronic ticketing on most IATA carriers by the end of 2007. It is a simple and easy process for both
customers and airlines. Customers who book directly with British Airways will have their itinerary details
and receipt emailed to them.

2.7 Customers can purchase tickets to travel their entire journey on British Airways with guaranteed
connection times, full through check-in facilities and care if there are and problemswith the transfer process.

2.8 British Airways also oVers interlineable fares that allow a passenger to create an itinerary involving
many carriers but using a single ticket. Passengers can then check-in for consecutive flights at one point and
check their baggage through to the end destination. It also oVers protection in case of disruption.

2.9 The airline’s website, ba.com oVers a wide range of products and services. Customers can make
reservations for flights, cars, hotels, car parking and holidays. Using the “Manage My Booking” facility,
they can reserve seats, make special meal requests and update their personal details as required by certain
authorities.

2.10 Customers can also check-in on-line using ba.com. British Airways was the first European airline
to oVer this in April 2000, and in February 2004 was again first to introduce on-line boarding pass printing.
This enables customers to print their own boarding cards before arriving at the airport, and is now available
at many airports worldwide.

2.11 The Executive Club is British Airways’ frequent flyer loyalty programme with 1.3 million active
members. It provides enhanced services such as lounge access and priority check-in at airports, and enables
members to earn BAMiles for reward flights. There are three tiers within the Executive Club—Blue, Silver
and Gold—and access to Silver and Gold membership comes from collecting tier points when flying on
eligible fares with British Airways and oneworld partners.

2.12 BritishAirways has a generous free baggage policy for cabin and checked baggage.Notwithstanding
current security restrictions on hand-baggage for flights departing the UK, customers can carry on board
one standard sized piece plus an additional laptop or handbag. There is no weight restriction, except that
the customer must be able to lift the bag un-aided into the aircraft overhead locker.
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2.13 The checked baggage allowance varies by route and class of travel. It ranges from one piece at 23kg
for some long-haul World Traveller customers to three pieces, each not weighing more than 23 kg for
business class passengers. On North American and other routes, two pieces is the standard allowance for
World Traveller passengers. The airline recognises that flexibility is required for certain customers and has
adapted its policy accordingly.

3. The British Airways Customer Experience: At The Airport

3.1 BritishAirways introduced self-service check-in in 1998,which enables customers to check themselves
in and select their seating preferences without the need to present themselves to an agent. It was the first
European airline to do so, and has developed this facility to collect passport information, check-in family
groups, allow business passengers to switch to earlier flights, and through-check customers onto other
airlines from a British Airways self-service kiosk.

3.2 50% of all British Airways customers travelling directly from London Heathrow used on-line or self-
service check-in during February 2007.

3.3 The airline has a network of over 70 dedicated British Airways lounges worldwide, with access to a
further 170 partner airline lounges worldwide. Access in the UK extends to customers travelling on full-fare
domestic tickets.

3.4 Since 2004, pre-flight dining in British Airways’ airport lounges has been available for First and Club
World passengers on selected routes and flights, giving maximum sleeping time on-board the aircraft.

3.5 Dedicated check-in zones are provided for business class customers and for Executive Clubmembers.
In the UK, British Airways, in partnership with the airport and control authorities, has developed “Fast
Track” lanes for immigration and security. These first opened in 1993.

3.6 Customers with special needs, including restricted mobility, benefit from free and dedicated services
provided by the airline. Unaccompanied minors are accepted from five years of age and escorted at all times
when in the care of British Airways. There is a charge for this service.

3.7 British Airways has complied with the Department for Transport’s Code of Practice—Access to Air
Travel forDisabled People since it was introduced in 2003. It strives to provide an eYcient wheelchair service
for customers but at Heathrow in particular, this is hampered by the lack of advance information on
requirements. Up to 50% of customers who require wheelchair assistance (which can be as many as 700 on
any given day) do not request this until they arrive at the airport. This frustrates the airline’s ability to plan
eVectively and can lead to delays in provision of the service.

4. The British Airways Customer Experience—In The Air

4.1 British Airways oVers customers a wide range of on-board products and services to suit their
requirements.

4.2 First: British Airways was the first commercial airline to introduce a “flat bed” when it launched its
new first class cabin in 1995. The spacious and private cabin provides customers with comfort, privacy and
flexibility and aVords the options to dine, work, sleep or relax when they choose. The cabin was redesigned
in 2001 and is currently being refreshed with new products, including video on-demand.

4.3 Club World: British Airways has oVered its Club World customers a fully-flat bed since 2000, when
it became the first airline to install the six-foot long seat-bed in its business cabin. Passengers enjoy a
personalised meal and drinks service on-board and and an extensive choice of in-flight entertainment. The
airline is currently upgrading its Club World cabin to provide new wider and longer beds, greater privacy
and audio and video on demand.

4.4 Club Europe: Available on all European services, Club Europe provides space and comfort on-board
with a convenient flight schedule. Passengers enjoy access to over 80 European airport lounges and once on-
board, have wider seats with extra legroom. On-line check-in is available at all destinations, and self-print
boarding passes are accepted at over 30 European airports.

4.5 World Traveller Plus: British Airways’ newest cabin launched in 2000, World Traveller Plus, the
“premium economy” provides customers with 20% more personal space than World Traveller. It oVers a
separate, quieter and smaller cabin with wider seats, more legroom and in-seat business amenities.

4.6 World Traveller: Most of British Airways customers discover the airline’s network in its popular
World Traveller cabin. Seats have been ergonomically designed, and each oVers personal seat-back videos.
A complimentary bar service is available throughout flights, and hot, three course meals are served as are
other snacks. Families enjoy additional benefits when travelling with children.

4.7 Euro Traveller: British Airways oVers Euro Traveller to more than 75 European and domestic
destinations on a schedule that oVers customers flexibility to choose the flight times convenient to them.
Customers enjoy complimentary newspapers on selected departures, including all domestic flights, and
breakfast in the morning. Complimentary snacks and drinks are served appropriate to the time of day and
length of flight.
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4.8 In 2006, BritishAirways continued towin awards for its producsts and services. It received 31Awards
from around the world during the year, including “Best Airline” from the Business Traveller Awards.

4.9 British Airways caters for most of its customers’ special dietary requirements free of charge. It oVers
a range of 20 special and medical meals for all passengers travelling on long-haul flights, in Club Europe
and in Euro Traveller on certain European routes. In response to health concerns, the airline has also
removed peanut products from aircraft meals and snacks (with one minor exception).

4.10 The airline oVers health advice to customers on its website and through its “Well Being in the Air”
programme. This includes healthy option meals with herbal drinks, a dedicated radio channel, advice on
exercises to do when in-flight, and guidance on coping with jet-lag and the eVects of flying. Extensive
information in given in the “Health and well-being” section of ba.com.

5. The British Airways Customer Experience—Post Travel

5.1 British Airways first introduced the concept of Arrivals Lounges at Heathrow Terminal 4 in 1996.
These areas provide showers, business facilities, buVet breakfast and a clothes valet service for business
travellers.

5.2 The airline’s Customer Relations team answer enquiries and address customer issues. The team also
deals with claims for delayed and lost baggage. British Airways settles claims for damage, loss or destruction
of baggage in accordance with the terms of the Montreal Convention, an international treaty.

5.3 British Airways’ policy has always been to ensure customers arrive at their intended destination.
Following the introduction of Denied Boarding Regulation (EC261/2004) into law in February 2005, the
airline changed its general Conditions of Carriage to meet the new requirements. The Regulation provides
additional cover for air passengers in the event of certain cancellations or delay situations. British Airways
complies with this Regulation.

5.4 Customers can obtain refunds on a range of ticket types and in all cases, on the taxes, fees and charges
paid for unused travel. There can be an administration charge for this service.

6. The Future—Terminal 5

6.1 British Airways will operate from Terminal 5 from March 2008, with completion of the new facility
due in 2010. It will be the first time in British Airways’ history that its long-haul and short-haul flights will
be accommodated in the same terminal.

6.2 The new terminal will steadily improve the customer experience as well as British Airways’
competitiveness. It has been designed for convenience, comfort and eYciency and will have a major impact
on customer service, not just for British Airways’ but for all airlines’ customers at Heathrow. However,
Terminal 5’s second satellite, where customers board aircraft, will not be operational until 2010. Many
passengers will still have to be bussed to and from aircraft until then.

6.3 The £4.3 billion state of the art terminal will enable British Airways to provide new levels of customer
experience. It will be capable of handling 30 million customers a year, relieving congestion and meeting
future demand for growth. The vast majority of the airline’s customers will enjoy light, airy and modern
surroundings as they make their way through the terminal, and the new experience will be faster, smoother
and simpler.Most transfer passengers will be able to connect to their next flight without changing terminals.

6.4 Terminal 5 is the first airport terminal to be designed for full integration with public transport, with
provision for direct rail, underground and bus services.

7. The Constraints on Delivering a Good Customer Experience

7.1 London Heathrow Airport, British Airways operating hub, is the busiest international airport in the
world, and the busiest in Europe. It operates at 98% capacity in normal circumstances, compared to 75%
utilisation of its main competitors at Paris and Frankfurt. The following comments relate to Heathrow.

7.2 Heathrow has no capacity for contingency or recovery, and as the largest carrier at the airport, British
Airways and its customers suVer disproportionately to those of competitors in the UK and in Europe. The
airline believes it and its customers deserve better, and improved infrastructure is vital to achieving this.

7.3 The primary cause of poor customer experience is lack of runway, terminal and apron capacity.
Heathrow is permanently under stress because of its high utilisation. The eVect of this is that when there is
disruption of any type—be it weather, security, air traYc control problems, etc—the airport fails to cope.

7.4 Runway Capacity: The purpose of air travel is to enable customers to travel where they want, when
they want. Customers place a high value on the range of destinations and frequencies oVered at an airport
but regrettably, and despite British Airways’ best eVorts, Heathrow is becoming less attractive on both
counts compared to other European airports because of this constraint. It is the passenger who is suVering.
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7.5 The lack of available runway capacity has forced British Airways to build higher levels of delays into
its flight schedule than other major European carriers, thus inconveniencing the customer. Scheduled flight
times have increased, even though the actual time in the air should remain the same as previously.

7.6 Punctuality and flight connections are the two major causes of complaints for British Airways’
customers. The delays caused by lack of runway capacity add unnecessary cost for the airline and its
customers, and create uncertainty and stress for them. Passengers connecting to other flights also face longer
connection times than at other major hubs.

7.7 The forthcoming consultation by the Department of Transport into “Mixed Mode” operations and
the development of a third runway at Heathrow is welcome and will be vital in improving the customer
experience. When introduced, mixed mode must first focus on reducing delays and congestion both in the
sky and on the ground. It will establish a lower level of delays for airlines to build into their schedule and
improve punctuality. Customers can then book and make connections with a greater degree of confidence.

7.8 A new, short third runway at Heathrowwill also enable airlines tominimise delays, as well as increase
the number and frequency of destinations served and provide more choice for customers. British Airways
looks forward to working with passengers and representative groups to support its development.

7.9 Terminal Capacity: Following the last referral of airports to the Competition Commission by the
CAA, the Commission found that the lack of the cost-quality trade-oV which exists in competitive markets
was operating against the public interest. Subsequent to this, the CAA established a service quality
framework as a remedy to the public interest finding. Service quality has improved at Heathrow in the last
few years but British Airways continues to work with BAA to ensure service standards are maintained and
increased to the passengers’ benefit.

7.10 Terminal 5 will start the process of relieving congestion on the ground.However, it will not eliminate
it completely as the new Heathrow East Terminal development planned for Heathrow will require
demolition of Terminal 2 and other closures during construction. This means eVorts to improve the
travelling customer’s airport experience will be hindered for several years to come.

7.11 Lengthy security delays at airports have become a routine feature of the passenger experience at UK
airports. British Airways agrees with and supports stringent security, however the airline believes more
could be done to improve the process andminimise the delays and inconvenience to passengers of the current
procedures. British Airways is supporting new procedures and investment by BAA to cut these delays.

7.12 The customer experience is also impacted by a number of countries’ requirements for airlines to
collect information from passengers before flight departure. Most countries limit the information demands
to data that can be captured automatically, however the US requires additional data from visitors.
Collection of this data is problematical and slows down check-in while it is collected. It is estimated to add
60 seconds to each passenger transaction.

7.13 To ease congestion at check-in, British Airways has invested £2 million in software and procedure
changes to enable collection of the required data prior to passengers arriving at airports. Many customers
now provide the data when making their reservation or when using ba.com’s “Managing my Booking”
facility.

7.14 However, the UK and US governments have declared that passport data provided by the customer
must be verified, even though identity checks are carried out by airlines at boarding gates. British Airways
can see no alternative but to ask customers to report to an airport check-in desk for an agent to verify the
data provided prior to arrival at the airport is the same as that contained in the passport presented by the
passenger for travel. This will add greatly to congestion in airport check-in areas, and negate the airline’s
significant investment.

8. Travel to Airports, the Environment and Airport Charges

8.1 Travel toAirports: BritishAirways supports initiatives to improve public transport access to airports,
in particular AirTrack, the Gatwick Express, Crossrail and Transport for London (TfL) bus services. It was
a founding partner of the AirTrack Forum, set up to promote this short, operationally feasible stretch of
track, and is working closely with the local authorities to develop this scheme which would provide much-
needed direct access to Heathrow for passengers from South London, the South of England, Reading and
the Thames Valley.

8.2 The Gatwick Express is recognised as one of the best rail services in the UK and is a frequent award
winner. However, it is now under threat from the rail authorities and faces losing the very facilities which
airline passengers find most useful. The airline has been actively campaigning for its retention.

8.3 The airline has also worked hard with TfL to improve bus connections for passengers and staV
travelling to Heathrow Airport, with buses to Ternimal 5 planned to operate from 0400 until 0030. TfL has
cut weekend underground services to the airport, but following a campaign by British Airways, agreed to
scale back these cuts. Under its original plan, passengers would not have been able to travel to Heathrow
by Tube for many early morning departures.
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8.4 British Airways recognises the impact of aviation on the environment and the concerns of its
customers about this. If oVers customers the opportunity to oVset the carbon emissions for their flight
through its website, and also to find out more about the airline’s environmental, social and corporate
responsibilities. It has published an annual report on its environmental performance since 1990.

8.5 Airports charge British Airways for the use of their services, and these are then passed to customers
as direct costs. These are shown in the ‘taxes, fees and charges’ section of the fare shown on the ticket receipt.
These generally cover airport security and use of other airport facilities, and vary from airport to airport.
British Airways questions whether these charges represent good value for money for its customers and
ensures the relevant authorities are aware of these concerns during the Quinquennial Review process on
BAA pricing policy in particular.

9. Conclusion

British Airways believes its customers have experienced many improvements in service in recent years but
also recognises that certain aspects of the travel experience have deteriorated. The internet has created
opportunities for passengers to take control of travel, and innovative and revolutionary developments pre-
travel and on-board have enhanced the overall experience.

However, those parts of the airport experience that are beyond the control of airlines, including security,
immigration and general airport facilities, have failed to keep abreast of service developments elsewhere.

The airline looks forward to its move toTerminal 5 next year and anticipates that the passenger experience
of air travel will improve yet further.

March 2007

Memorandum submitted by Brian Catt (PEAT 19)

I write concerning the two main problems in getting through Heathrow. Security and immigration. Also
two key areas of the on-board experience for me and many other frequent fliers, long and short haul.

The tasks of booking the flight, getting to and from the airport and enduring the flight packed like a
sardine are as nothing compared to utter management disaster and irrational personal insult that is BAA
security and HMG Immigration. The rest of the time you are going somewhere to a predictable schedule.

I have also added some specific details regarding the regulation and search regimes at our international
airports in case it adds value. I am available to clarify these to a researcher by phone or in person as you
wish, to clarify questions for BAA, HMG, or the airlines.

The TwoMajor Soluble Nodal Traffic Problems

For 30 years the inadequacy of security and immigration resources at Heathrow plus irrational regulation
managed to the illogical letter regardless of context by BAA have stalled passenger traYc quite avoidably
at the crucial nodes of air transport arrivals and departures, in the name of security.

At the delivery level this is not about security, its about inadequate resources and management, except
when new types of physical threat have to be adapted to at departure security.

These two problems alone now ruin the key time saving and economic benefits of actual flying—which
has become the shortest part of many trips when it was once the major part.

I discount baggage handling which is also badly broken beyond repair, like my cases, andwhy I andmany
experienced travelers will always prefer carry on.

I propose that the overall economic cost of this under resourcing vastly exceeds the amount that properly
designed, resourced or over resourced and well managed services would cost.

Finally the current airport service delivery system is dysfunctionally Balkanised with each component
apparently run to meet the internal objectives of each poorly communicating participant, not to maximize
the eVectiveness of the overall airport economic ecosystem or the airport to airport flying experience as it
should. Totally self absorbed and inward looking.

Put another way cost reduction and merchandising take precedence over customer service, comfort, and
health (physical and mental stress)—on the ground and in the air.

My suggested cure is more measurement and regulation of the airport monopolies and state services with
through put and other KPIs for which they can lose their contract or be replaced by others. nb: service level
agreements that just finemonopolies are pointless as they just get passed onto the paying public without real
change beyond window dressing.
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Procedure Delivery Problems

My critcism extends to those hidden “authorities” responsible for the security and immigration
procedures which need to be much more rationally designed to meet transparent threats and sensibly
enforced, versus the bizarre, technically irrational and unaccountable regulation and itsmindless imposition
on the traveling public at present.

I do not suggest micro management of service delivery experts by uninformed civil servants and money
making NGOs adding overheads with little value as with education, health, road transport, etc,—that will
add pure overhead with no visible eVect beyond pointless public sector employment meeting self serving
targets.

Just contract service provider to deliver a level of service and throughput that matches the airport’s flight
capacity without bottlenecks—or dump them. Basically introduce daily measurement of average and peak
“do not exceed” passenger processing times at security and immigration. Its easy and cheap to do.

Second and probably far too rational establish a high level airport ecosystem management body staVed
by the CEO/senior oYcers of the airlines, BAA and HMG Immigration and Excise OPERATIONS, etc.
with a Ministerial level observer (Minister of Transport?) whose responsibility it is to make the delivery of
air travel as seamless as possible with transparency between each part of the system. Joined up delivery.

Management of Security

Resources need to be available to meet maximum expected passenger loads at prevailing security levels
with some strategic reserve.Measure this by 95% of people taking five minutes, BAA’s claimed future target
ANDALSO not exceeding 10 minutes maximum/peak, say. There have to be commercial sanctions such as
loss of the overall security or airport management contract if they fail these more than a certain number of
times or they will always be future targets.

Aside from totally unexpected step changes in the security threat type or immigration process, not the
alert level, a well managed system with adequate processing stations should be able to be flexibly manned
to meet the planned volume of passengers at the level of alert in force throughout a working day.

All the key variables are known, statistical variations can be factored in, and minor perturbations dealt
with by a strategic reserve or redeployments of multi-skilled staV.

Tesco’s manage flexible multi skilled rostering and the level of staV employed is similar. The airlines
manage it with higher skilled specialist crews, from pilots to cabin staV. Why not airport security and
immigration services? Because they are not made to and get away with it at the passenger’s expense. Why
not ask them why they can’t cope with variations, don’t forget the frequent one hour long queues back into
the lobby if they say there is no problem.

Failure to meet a consistent waiting time is a self evident problem of management failing to provide
adequate back-up resources to man these crucial nodes, presumably to reduce costs or increase profit but
to the much greater economic costs of the airlines and travelling public. Delays for security are beginning
to approximate to European Flight times.

And it is quite unnecessary.

There are often security stations left unmanned when demand is at its highest—due to understaYng.
Terminal1 at Heathrow has often run at 30% manning at international security (3 out of 10 stations) when
there are queues out to the lobby and one hour delays—outside of high threat level periods—inmy repeated
experience.

All it takes is getting the right numbers of trained people to the right place at the right time.

The situation of managing with resources barely adequate for normal traYc with no real flexibilty or
reserve in the rostering system for emergencies has existed, on the evidence of personal experience of myself
and other frequent travellers, ever since BAA took on the job and ran the process for profit as a monopoly.

So they won’t do it properly without the compulsion of real sanctions. On the evidence of over 30 years
failure to get this cosy monopoly under control there will have to be real penalties for failing targets for
average and peak maximum waiting time throughout the day for security and immigration, with no excuse
for failure beyond extraordinary events. And the public will have to pay more for it if necessary.

Why not ask them why they leave multiple security stations unmanned when there are queues out to the
lobby? . . . four months after August 2006.
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Immigration

Needs the same targets, matching funding and public accountability for failure by the responsible Civil
Servants with the resources, not a politician who can’t do anything to eVect change . . .

NB: I can hear Humphrey digging the hole to bury anything like this from here.

The security problem occurs in principle with the manning of Immigration, but HMG decline to man it
adequately on the grounds they don’t provide a service, they use “immigration/national security” to
somehow excuse delays from under manning—the same pathetic excuse of “its for your security” trotted
out by BAA for delays at security.

No it isn’t, its about inadequate processes, resources and good management to cope.

Both these nodal processes are crucial to the far more expensive activities of getting millions of people
through Heathrow and to meetings, connections and vacations around the world. A cost benefit of the
artificial delays is not hard to do and will be very telling. We can’t not aVord to staV Immigration to the
required level.

Queuing theory can tell you how many processing stations you need for each alert level/processing time
and passenger arrival rate. Its simple management science. A queue forms when the rate exceeds c. 0.75 of
the theoretical process maximum due to statistical variation. We know what flights are scheduled to arrive
and can factor in a strategic reserve for peaks. Why haven’t we?

Economic Impact

Security delays at departures (and arrivals for transfer passengers) cost the airlines loads more than BAA
save, and immigration exhausts long haul guests to the UK after a long flight and backs up the meeters and
greeters and their transportation in what is already a highly congested central area, never mind the lost
business of people it makes fly through Schiphol, Copenhagen, CdeG or Frankfurt next time . . .
increasingly including regional Brits who can position to continental airports to get intercontinental flights
and increasingly do—for the better passenger service and lower cost flights..

We spoil the ship for Ha’porth of tar, in this case relatively small costs of people to BAA and HMG.

Security and immigration should be transformed to an accountable service delivery model ASAP and the
whole delivery infrastructuremonitored as a whole. IFBAA’s business andHMG’s immigration service was
managed as a service to the airlines and passengers and both were managed to meet strictly enforced service
levels throughout the day the current nodal problems would just go.

Summary

The establishing of airport management as a Balkanised privatised monopoly maximising profits over
service has resulted in long term inadequacy in the provision of necessary security manning levels by BAA
to deliver the required passenger throughput at the key processing nodes in the system. Ditto Immigration
is undermanned for demand.

The similar monopoly and near zero accountability of HMG for immigration is even more blatant cost
cutting at the much greater expense of passengers and the economy. By their genetic make up neither of
these unaccountable monopolies will deliver service of its own free will.

There is no current public service delivery measurement mechanism to compel adequate resources for
these crucial processing points which are a public disgrace.

There should be, accountable and with sanctions for non-performance.

The Creation and Application of Security Regulations

The rules should be justified by real threats and actual technology limitations, they were not following
the August alert and some remain unjustified and irrational, and obviously so to the informed public.
Justified means public and transparent review of the need and intelligent application.

Some of the rules imposed last August and then withdrawn, and some still imposed, were arbitrary and
unjustified by technical logic, and characterised by no rational explanation.

Security of information on how to make bombs, knowledge of plastic concealable knives and all the stuV

the state invented anyway is not a real issue—you can get it with a few clicks on Google at home—that’s a
cloak to hide behind. We also understand what X-Rays and Gas chromatographs etc can do, so why not
explain so we know what is really needed and why?

Better still get these regulations and their application defined by people who understand the threat and
the technologies rather than non-expert civil servants covering their collective rears, and so avoid some of
the total nonsense imposed to no positive eVect.
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BAA Security StaffManagement

It gets worse at the point of delivery. The wrong people are doing it.

The way regulations are enforced to ridiculous degrees out of context of the actual threat by the BAA
security staV is oVensive to common sense and often executed as invasively as possible by these mainly
unaccountable (to us) people. This situation is patently not well managed by BAA security desk managers
who say its about cost and getting the right people—after they give up claiming its “for security”.

StaV need better guidance and some flexibility, even a personwho canmake rational informed judgements
on each processing station would be an improvement.

Example

Current liquids restrictions are, I believe, based on unproven assertions about what is actually a relatively
diYcult job of manufacturing TATP in lavatories, a diYcult and extended process almost impossible to
complete on a short haul flight at all. Try it at home and see for yourself. Without a really good detonator
to produce an intense shock wave most explosives won’t explode violently enough. Most people know that
as well.

Finally the application of the rules defies all reason when applied to specifics as below.

Some Reality

Under current rules it nearly impossible for peoplewho need to carry-on personal liquid products to travel
at all, examples are necessary specialist non-prescription medications not available in 100ml bottles. Even
when originally larger but collapsible bottles are half empty or squashed, so they are obviously less than 100
ml, the security staV insist on throwing them away, leaving people with medical problems dealt with by non-
prescription preparations unable to treat them while abroad. My wife and daughter have had direct
experience of this , the objectionable way its done to the obvious enjoyment of the oYcious staV, and of the
later skin problems and eye infections which resulted thanks to BAA.When the rules are badly thought out,
irrationally enforced and based on no demonstrable risk they have no credibility, mostly its just the usual we
know best national security style alarms we no longer believe from politicians without evidence we can see.

Proof?

If you look in the bins at security you will find a lot of obviously expensive and sometimes very necessary
personal preparations, many essential for personal comfort on the trip, few easily available while travelling
abroad . . . .

. . . and no explosive ingredients. A self evident and complete waste of time and money.

The checks are required, the confiscation action accompanying them is demonstrably not.

Ditto you will find a lot of other personal stuV which is clearly not a threat but can be confiscated under
the rules, so is. Why?

We can all find out how to make explosives from freely available chemicals on the web these days, so why
not show us what the problem is and address it in a more targeted way we will understand? And enforce it
within the context of the real threat rather than make it into a pointless job creation scheme at our expense.

Such transparency and accountability would stop the nonsense of over zealous uninformed regulation
and jobsworth enforcement. And allow security resources to be targeted to real risks instead of the current
incompetent, onerous and basically reactive window dressing that will miss innovative destructive ideas by
a mile by its very delivery culture.

Every new form of threat has been successfully enacted by serious perpetrators, security always fails just
because it lacks intelligence, is mechanistically imposed at the delivery point by low level people and is
implemented to address historic threats when the terrorists have already moved on.

We need to get serious about preventing new forms of attack, not looking for bombs in slingback sandals,
explosive contact lens solution or hypo allergenic skin cleaner, etc..

There is no eVort to resolve this problem internally from BAA or the invisible and unaccountable
”regulator’s” side. Nor interest. The staV just do their ever more secure job—of making people’s travel a
misery using security as an excuse—as many have done since controls were introduced. If you complain
about unnecessary actions they threaten to stop you from traveling so some can and do get awaywith almost
any abuse the rules can be made to support. Personal experience again.

They will even laugh about someone they have just severely inconvenienced in front of following
passengers. I’m sure some of the Committee will have experience of this. That’s the underlying culture of
BAA’s security staV at Heathrow. Us against the public. Control versus service.
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In short an airport should exist to facilitate the travel of passengers quickly and safely to and from their
flights to onward transportation with their luggage, not to artificially delay them with ineYcient monopoly
services provision and regulations dreamed up by dysfunctional civil servants (see later detail) hiding their
self-evident incompetence behind the power of the state.

It doesn’t here. Heathrow is jobsworth central.

Both the rules and the way they are delivered should change tomake service delivery rational, accountable
and a key driver and KPI. None are currently the case.

The Competition

Flying via Schiphol and other gateways intercontinentally door to door is becoming faster, cheaper and
more pleasant as a customer experience than via Heathrow, even from near Heathrow, much more so from
UK regional airports and European countries where a short haul connecting flight is necessary to get to the
gateway and that can easily be one the European alternatives to Heathrow.

So there will be a growing and substantial economic impact from the increasingly inadequate service
provision by BAA and HMG.

More Regulation Specifics

1. Carry on bag size example

The regulations last August concerning reduced carry-on baggage size meant huge delays to check and
then wait for checked luggage on arrival, if it arrived at all, were part justified on the thickness being reduced
to 6+ for better X-Ray quality—which allegedly gave greater security against potentially dangerous but
unknown items in the cabin . . . now the X-Raymachines canmagically cope again, without upgrade?How?

In any event the regulation was inconsistent with the reason. This also unnecessarily reduced the length
and breadth of the case to ban 6+ thick suiters as well as the more cubic wheeled form factors. The carry on
scanning machines can handle the other two dimensions of a 6+ thick suiter—as they are designed to—so
the X-Raymachine should be able to do the higher security job with a suiter, or any luggage of this thickness
which fits inside the X-Ray exposure field. There was no rational reason oVered or evident for the reduction
in the length and breadth dimensions—which would have much reduced the need to put hand luggage in
holds and the consequential losses of luggage to the incompetent and sometimes thieving baggage
handlers—the big reasons people have gone for carry-on on short haul..

And the whole carry-on mess was unnecessary anyway . . . .

If there is a concern about carry on suitcase contents airlines can just insist carry-on goes in the overhead
lockers and seal them for the flight duration—and only allow a smaller sub-set of personal eVects in flight—
maybe in a transparent bag, whatever—Easy.

In Flight Gripe

I have added two less critical but important points about the flying experience. They are:

— Seat pitch and the use of recline on short haul high density flights.

— Seats should be designed to a minimum width and pitch which matches a much larger percentage
of the population.

— Economy seating is too narrow for other than a midget to occupy without overlap, has less leg
room than many people have leg length and is inadequate for civilised behaviour. It must be a
major contributor to air rage.

— The reclining of seats in high density economy should be actively discouraged and managed on an
overt “upright preferred” policy in the daytime. Which is what reasonable and frequent travellers
do because of the eVect on others.

Recline in economy should be banned while food is being consumed and the policy actively managed by
the cabin crew throughout as blanket rules don’t work—but the policy should be established as part of the
pre-flight passenger briefing and actively managed throughout the flight.

WHY? If one seat is reclined it immediately denies any activity in the upright seat behind such as reading
or the use of a laptop—and the access of anyone inside of you to the aisle. Eating meals from a table behind
such a reclined seat—which literally overhangs your table and is well into your personal space inches from
your nose—is rendered almost impossible.

The majority of people who act in this anti-social way recline as soon as they can and will even eat their
meals while reclined, they are rarely asleep, its probably deliberate as when asked if they wouldmind putting
the seat forward they will generally refuse. It has to be done firmly by the cabin crew. And should be clear
policy as a matter of good cabin management on short haul.

I hope this helps in getting some progress in producing a more rational and eYcient delivery of air travel,
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Addendum: I have been a very frequent flyer, and am a professional Physicist, Chartered Engineer and
experiencedMBA business manager who also understands the science of terrorism and security technology
and has watched these situations with my own eyes, bought them to the attention of BAA and airline’s
management, have heard their responses and feel well qualified to comment in every area I have.

PS Budget Airlines

I have seen criticism of and tried the approach to cabin management of the “Chavair” budget airlines—
Ryanair, EasyJet, etc. Criticism fails to understand the market.

I have flown all classes and types. This is a new low in service level for a new market demographic, the
football supporters, stag parties, and second home self employed Costa Tax Dodge chavs, not a problem
per se.

The conduct of a Ryanair or Easy Jet cabin is often very unpleasant, a good proportion of people shout
the length of the cabin, walk around with drinks, use foul language and are generally awful. Music players
blast rap music at you from overloud headsets. Everything is charged for and the passengers are given no
service. There is the next best thing to a fight to get boarded after standing in line for an hour or so jostling
for position.

This is only awful for people used to better behaviour and service. Its how the target Ryanair and Easy
Jet customers behave to each other in their everyday life and how they are treated by their other low cost
suppliers and the government day to day. The behaviour passes as normal/acceptable to the crew, in my
experience.

So its all perfectly normal to themajority demographicmarket for these airlines. If you don’t like it , travel
at the level you feel comfortable and pay more. Go! Was better but the model was too civilised.

March 2007

Memorandum submitted by EasyJet Airline Company Ltd (PEAT 20)

easyJet is a low-cost scheduled airline and is the UK’s second largest airline. easyJet has flown over 34
million passengers across Europe in the last 12 months and over 160 million since we began operations in
1995. Our mission is to provide our customers with safe, good value, point-to-point air services, oVering a
consistent and reliable product, with fares appealing to leisure and business markets on a range of European
routes. We aim to provide low-cost services with care and convenience, and in order to achieve this, we
develop our people and establish lasting relationships with our suppliers. easyJet has been instrumental in
pioneering the low-cost revolution in air travel in the UK and Europe. easyJet was the first airline to:

— introduce a revolutionary and simple pricing model with one way pricing on all flights;

— have no restrictions placed on fares (eg requiring Saturday night stays and return trips);

— oVer one price on each flight at any one time;

— have prices that go up not down closer to departure;

— have transparent prices oVered in a consumer friendly way;

— to be entirely ticketless;

— introduce a revolutionary low-cost distribution model and only sell directly to the consumer,
initially with all sales through a call centre, and now near 100% online sales;

— pay no commission to travel agents; and

— to make no use of global distribution systems.

Executive Summary

— The evolution of low-cost air travel has brought radical change to the industry. This change has
not only led to cheaper fares for passengers on short-haul flights, but has also increased the choices
available to them, and has significantly expanded services to the UK and other European regions.

— Passengers have never had as much choice, as much flexibility, or access to low fares as they have
now. They have a much wider choice of European destinations, and they are available from more
convenient airports. All of this has been spurred by the liberalisation of the European air transport
market and the advent of low-cost airlines.

— The booking process for passengers has never been easier ormore transparent, allowing passengers
to tailor their trip exactly to their specification. Passengers are presented with all the information
they require to make a choice between airlines or which airport to fly to and from, and can have
their questions answered or needs met at the click of a mouse.



3696791022 Page Type [E] 24-07-07 00:02:19 Pag Table: COENEW PPSysB Unit: PAG1

Ev 154 Transport Committee: Evidence

— easyJet operates the latest generation aircraft and flies one of the youngest, cleanest and quietest
fleets in the world. The fares might be low but the airline is by no means cheap, just incredibly
eYcient. easyJet’s success is built on placing passengers and their needs at the heart of our business,
and we firmly believe that their travel experience can only improve as a result.

— Although passengers face a greater choice of airlines, this is not the case with airports. The
monopoly nature of airports has prevented passengers from enjoying the full eVects of greater
competition in the air transport market. This is evident in the poor standard of service and long
queues for security and immigration currently faced by UK passengers, as well as the overly costly
plans for airport and runway development presented by UK airports, which airlines and
passengers do not always need or want.

This paper sets out easyJet’s written evidence for this Inquiry.

1. easyJet welcomes the Transport Committee’s inquiry into passengers’ experience of air travel and we
would welcome the opportunity to present the views set out below in more detail.

2. There is no doubt that passengers’ experience of air travel in the European short-haul market as
evolved significantly with the changes spurred by the advent of the low cost airlines. The CAAs report ‘No-
frills Carriers: Revolution or Evolution? A Study by the Civil Aviation Authority’, published in November
2006, provides a snapshot of the airline market before the arrival of no-frills carriers and details for example
how the structure and level of fares have changed dramatically as well as the significant increased usage of
local airports. The report makes clear how air passengers until then were faced with ‘a more restricted set
of options in almost every area of their travelling experience’ (eg restrictions on ticket types and fares were
prominent: Saturday night stay or three nights minimum stay).

3. In order to put the Transport Committee’s inquiry into context, it is also important to note that the
success no-frills carriers has not aVected long term aggregate passenger traYc growth (as explained in the
CAA report) and this is known as the substitution eVect. Since 1995, easyJet’s network development has
focused on substituting services in a market dominated by ineYcient former state owned airlines with its
more eYcient product: 80% of easyJet’s current and future capacity is employed in established markets.

The booking process

4. As a ticketless airline with over 98% of bookings made online, easyJet has revolutionised the booking
process for passengers. It has never been easier for passengers to book their flights and tailor their trip
exactly to their specification. easyJet’s terms and conditions are transparent, written in plain English, are
clearly set out on the website and as part of the booking process, and prior to the final purchase made by
passengers. In addition, terms and conditions can be printed or saved for future reference. easyJet’s
advertising is also always inclusive of all taxes and charges, in compliance with the Advertising Standards
Authority’s guidelines.

5. easyJet’s simple booking process means that all taxes and charges are clearly set out, providing
passengers with full transparency throughout the booking process. In line with this approach, easyJet has
never imposed a fuel surcharge on its passengers to compensate for the high level price of oil.

The airport experience
6. easyJet runs a strict airport selection process, looking at a number of criteria including the quality of
services on oVer to passengers and the quality of public transport links.

Check-in

7. easyJet aims to keep the check-in experience as simple as possible. This includes having electronic
tickets for all flights, and oVering online check-in.

Passenger assistance

8. easyJet welcomed both the introduction of the Disability Discrimination Act in the UK, and the EU
Regulations on assistance for passengers with reduced mobility. easyJet believes that providing passengers
with a harmonised set of European standards for assistance at airports will help ensure a seamless travel
experience across Europe for passengers in need of assistance. easyJet is particularly pleased that the newEU
rules ensure assistance shall be provided free of charge.We have always condemned the practice of charging
passengers with reduced mobility for assistance, and in particular we have condemned refusing to carry
passengers solely on the basis of reduced mobility.
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Security and immigration control

9. Security and immigration control remains a key concern for easyJet, especially in light of the new
security regime introduced in 2006, and the lack of staYng level standards for immigration oYcers.
Passengers are faced with long queues, not only on departure, but also on arrival in the UK. Passengers face
a stressful experience and sometimes delays to their travel as well as missed flights, due to the very slow
security and immigration checks at UK airports.

10. easyJet does not understand why there continue to be unacceptable queues at security. easyJet is
concerned by the apparent lack of contingency planning at some UK airports, and believes that both
Government and airport operators need to ensure that airports will in the future be able to adequately
handle unexpected events. Airlines have very little leverage in this field, and easyJet hopes the Committee’s
inquiry will tackle this very prominent issue for air travellers.

Baggage

11. easyJet’s baggage policy is straightforward, clearly set out (on our website and through displays at
the airport) and is designed to accommodate our passengers. Arrangements. easyJet works to the following
standard:

(a) Hand baggage in the cabin: passengers can carry one piece, up to dimensions 55 x 45 x 20cms, no
weight restriction (but within reason, the passenger must be able to lift above their head to place
on overhead locker).

(b) Checked in hold baggage: passengers can check-in at no charge one piece up to 20 kilos. Additional
baggage carries an additional fee of £5 per bag. If the passenger exceeds the 20 kilos allowance an
excess fee of £5 per additional kilo is charged. Amaximum of 30 kilos excess baggage can be taken.

12. easyJet employs respected international ground handling agents, such as Menzies Aviation and
Servisair to manage operations, aircraft dispatch and passenger needs at most of its airports, with the
exception of Luton,Geneva and certain airports in Spain where it self-handles. For lost or damaged baggage
the ground handler deals with the initial issue and if a bag cannot be repatriated or a passenger requires
compensating for a damaged bag, the passenger can contact easyJet. easyJet evaluates the claim internally
in the light of relevant conventions and subject to the type of damage, employs a loss adjustor to deal with
the claim. easyJet often compensates at a higher level than that required by the Montreal Convention.

13. easyJet does not publish baggage handling statistics, as there is no standard method for measuring
and comparing baggage handling statistics across the airline industry. We feel that having each airline
publish its own set of data does not allow for informed comparisons and misleads customers. This is an area
we believe your report should highlight. easyJet would like to publish this data under a single formula
applied across the airline industry (as is the case in the US). We believe that our performance is in line with
the industry, and we work with our baggage handlers to ensure passenger expectations are met.

On board the aircraft

14. easyJet operates the most modern fleet in Europe with an average age of 2.2 years. Passengers flying
easyJet benefit from comfortable and spacious brand new seats, which have a seat pitch of 29’—32’. On
board we oVer a range of well known brand drinks and snacks at reasonable prices. Our cabin crew are
trained to the highest standards. Their initial training, and subsequent recurrent training, includes courses
in customer service.

15. Safety and security is paramount at easyJet, and we have a zero tolerance policy towards any
disruptive or unreasonable behaviour onboard our flights, and towards our staV or passengers.

Disruption

16. Delays and cancellations are never welcome and are often outside the control of the airline. easyJet
believes that the aviation infrastructure in the UK often has trouble handling disruption, particularly mass
disruption. The ability to deal with disruption needs to be improved. The handling of the recent runway
closure at Bristol and the December fog disruption are examples of how passengers face very diVerent
experiences of disruption depending on the airline and airports being used. easyJet places the passenger first
in such instances in order to minimise any inconvenience caused. easyJet has well rehearsed policies to
manage disruption as eYciently as possible and these include having a number of standby aircraft and crew
available on a daily basis. We believe that our passengers face a much better experience as a result.

17. At times of disruption, passengers are provided with the full details of their entitlements, as required
under EURegulation 261/2004, in the event of delay and cancellation. These entitlements are clearly set out
in easyJet’s terms and conditions and include oVering passengers hotel accommodation and refreshment
vouchers. Passengers wishing to claim or obtain compensation under the terms of the EU Regulation can
do so by contacting easyJet customer services.
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EU Airport Charges Directive

18. The European Commission published its proposals for a Directive on Airport Charges in January.
easyJet welcomes the proposals as we believe that regulation is required to prevent monopoly airports from
abusing their dominance and imposing excessive charges on airlines and their passengers which do not
reflect the cost of the services provided. However easyJet considers the proposed scope of the Directive to
be too wide. By including all airports with over one million passengers annually, the costs of regulation will
outweigh any benefits, and will be placed upon generally smaller airports operating in more competitive
environments. easyJet also believes that the provisions related to charges need to be strengthened in order
to make the Directive more eVective in meeting this objective. easyJet is making representations to the
European Institutions to secure a more robust outcome to the benefit of passengers.

March 2007

Memorandum submitted by the CTC (PEAT 21)

The CTC has since 1878 provided a voice for cyclists in shaping transport policy and provision, and today
represents some 70,000 members and aYliates mostly based in the UK. The use of the bicycle as transport,
and its value as a complementary mode to public transport are key areas in which CTC and its members
press for recognition and implementation of policy and projects.

Air travel features inmany cycle holiday arrangements, both for individual and group tours, plus location
based cycling activities such as Mountain Biking, Race Training Camps, and events such as the many
triathalon/Ironman contests. CTC has close links with CTC Cycling Holidays, which provides an umbrella
for marketing tours run by CTCTour leaders throughout the world. In 2006 CTC’s active links with easyJet
and British Airways resolved issues arising from changes in the way both airlines were planning to revise
cycle handling.

CTC has also regularly reminded airlines and air travellers that it is not necessary to deflate tyres, as from
the basic laws of physics, the maximum variation in pressure arising from a depressurisation will be one
atmosphere (or one bar) which is well within the range of pressure variation that can be accommodated by
cycle tyres, which are inflated to pressures between four bar (mountain bikes) and eight bar (racing bikes)
the latter often experiencing pressure increases of one bar or more due to heat building up from braking or
roller/track racing. Inflated tyres protect the cycle wheels far better than flat ones, and laying this one to rest
would be a major achievement.

Recent Case Studies

Early in 2006, easyJet interpreted rules on conveying simply closed containers of certain prescribed fluids
to include sealed systems for braking and suspension on mountain bikes which often contained fluids not
on the prescriptive list, and not in the quantities or containment which posed a threat of leakage. From the
UK alone, an estimated 15,000 holidays in the Central European Alpine regions, were under threat,
potentially several million Euro’s worth of business. Matters were swiftly cleared up, and an improved
website developed, with online reservation of the bike on a flight, and a printable page illustrating how a
cycle might be prepared suitably for travel as hold luggage.

In August 2006 the revised British Airways luggage conditions were aired, creating great alarm because
the overall dimensions would be extremely diYcult to meet by stripping a bike down and packing it.
Consultation revealed that this change was due to the security scanning and handling systems installed in
Terminal 5 being too small to handle the sizes normally expected, but that this restricted gauge point was
at a stage reached further down the security and handling chain than most items would pass. When a bike
did reach this point it could be by-passed to the next higher level of checking, and for the numbers involved
this was expected to be a relatively small divergence from the standard arrangements

The Inquiry asks after Specific Details

Tickets: ease of purchase, transparency of additional charges and total cost, availability of discounted flights,
clear terms and conditions

Very few operators produce clear online information about carriage of cycles and the conditions also vary
widely. Some airline staV are even unable to provide a consistent answer as a couple booked with Virgin
Atlantic to India received three diVerent opinions on whether their cycles (a rather essential item on a cycle
tour) would be carried, and how they should be presented at check-in. Charges and other conditions can be
more clearly extracted from the information provided by many carriers, and there is often an ambiguity in
the wording whichmakes it unclear whether an allowance for “sports equipment” adds an additional weight
element or has to fit within the basic passengers allowance.
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Even a carrier which provides good booking information can be let down by the contractors supplying
the ground handling service at individual airports, and often it is the goodwill of individuals rather than
company representatives which salvages a failed boarding process. Stansted and Liverpool were, in 2006
especially notorious for refusing to accept cycles, packed as specified by the airline.

Travel to airports: adequacy of bus and rail links

Travel to an airport is often a longer trip, which is undertaken by rail or coach, both of which fail seriously
to oVer proper guarantees that a passenger with a cycle will be delivered on the service which presents a
major concern to CTC members. One missed a £1,400 holiday of a lifetime tour in South America because
for the first time in years of travelling to Heathrow by coach when the driver on the night service refused
his packed cycle. Others note the near empty Stansted Express trains which use almost identical vehicles to
the commuter services on the same lines, taking up valuable train paths, and running with empty space when
other trains are overcrowded, and despite having empty trains, the operator refuses to carry conventional
cycles—the only UK rail service with 24/7 bike ban!

There will remain a few whose journey is local and who will want to cycle to or from the airport terminal.
However airport developments are so oriented tomotorways and rail links that it is almost inevitable that an
inferior level of service, in provision of less than pleasant, and often far from direct route is the only option to
ride-in. At Gatwick the access for cycles into the original South terminal concourse was via an industrial
goods lift, which reflected its use to transfer waste from catering and retail premises to the collection point
close by—it was not signposted and neither were the lifts serving platforms other than the direct London
rail services. At Heathrow the cyclist “share” a former dedicated tunnel—with taxis an experience which
can be intimidating for those not used to having a robust presence on the road, when taxi drivers try to force
the pace. With the substantial number of local trips internally and to nearby dormitory areas for airport
workers, the role and need for cycle access as direct as possible to all points of the compass delivers a valuable
resource for mitigation of the daily commuting traYc, and an high capacity emergency evacuation/access
network (for walking /cycling)

Manchester Airport—currently unique in having a cycle hire and service terminal co-located (and taking
up a lot less space) than the rail and bus/coach stations has, through the promotional work of the Cycle
Centre StaV, revealedmany very pleasant routes which follow fingers of green along watercourses and other
natural features which make the way in to the airport a refreshing an relaxing experience—and a personal
exercise regime for airport workers. Promoting travel to the core site by means which require minimal
parking space is key to the airport’s aspiration to double in capacity whilst maintaining the same or a
reduced provision of car parking on-site. The economics of this is well summed up by the comment that the
airport coVers get a far better rate of return from hotel and retail developments than car parks.

Heathrow Airport has a further economics lesson, in the replacement of a 1960s multi-storey car park
which cost in excess of a staggering £32,000 per car parking space to construct a detail doubtless reflected
in the premium rates for short-stay parking, the sheer volume of passengers passing through such a focussed
site creates massive local demand for the transport infrastructure and where this is heavily biased to the
private car there is an equallymassive footprint, and the experience of both the passengers and neighbouring
population. It makes an interesting contrast to reflect that Waterloo Station handles four times as many
passengers as Heathrow daily on a fraction of the land, and to consider why and how this is achieved.

Airports: accessibility for elderly and disabled people, quality of check-in procedures, airport facilities, security

Often there is the need to prepare a cycle for the flight, especially if the cycle is being ridden to the airport.
Space to dismantle and wrap a cycle and equally space to assemble a cycle for riding away after it has been
recovered from the baggage hall. Some cyclists, returning from the same airport for their homeward flight
may find the provision of a reliable storage facility for their bike bag or case, or a source for purchase of
polyethene or cardboard wrapping at the airport—solving a commonly reported problem for those
departing immediately on their bikes.

Baggage: rules for carry-on, excess baggage charges, lost and stolen baggage, ground handling arrangements

Ground handling is reported to be the greatest cause of damage to bikes travelling by air. One couple saw
their tandem being oZoaded intact from the aircraft, yet within the short journey from there to the baggage
reclaim area the expensivemachine had been written oV through damaged inflicted by ground handling staV
and equipment. Fortunatelymany are fully aware that they sign away any rights to compensationwhen they
are forced top sign the limited release waiver (no choice—no sign no-fly.

It is notoriously diYcult to find information on taking your cycle with most airlines, especially as most
cyclists book on-line and few airlines provide good and easily found information about carrying bikes.
Recent feedback on unusual and asymmetric conditions included a strange allownce for sports equipment
with Emirates, which applies only to golf and diving equipment.

A couple flying to India with Virgin had three diVerent interpretations of how and if they could get their
bikes on the flight booked.
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Seriously, it is not a major exercise to ensure that the passenger—who will in most cases has booked well
before heading for the airport, can arrive equipped with the correct packing for a bike, and secure in the
knowledge that their bike will be checked in cleanly. We hear too often of nail biting experiences when the
carrier—or more accurately the contractors serving the carrier refuse to accept a cycle. CTC advises that
any sheet describing how the carrier accepts bikes is printed and ready to show in the event of any delay or
dispute, and given the work we have had trying to identify and speak to ground handling agents, this should
be made more transparent for the traveller, and if possible a means to get common standards established
and available for this element of making a flight..

Aircraft: comfort of seating, adequacy of facilities, food, drink etc, customer service, dealing with disruptive
passengers

Perhaps understandably CTC members have a greater focus on the other topics, although experiences
such as that of a couple getting three diVerent instructions for flying with Virgin Atlantic to India, and a the
beyond the call of duty eVorts of easyjet and BA; check-in staV. EasyJet—finding accommodation and extra
packaging and rebooking onto a later flight for a couple whose bikes refused by ground handling staV at

1Stansted, and BAs supervisor at Geneva for taking charge when—despite arriving over 2 hours before their2

flight, the palaver of packing and repacking to satisfy the baggage checking staV had to be ‘accelerated’ and
still left only minutes for the party to board the plane.

A long passed personal “bad service” experience has left me with a strong aversion to doing any future
business with Ryanair. Flying out from Dublin I was charged both for my bike (the main item of luggage)
and then again for the entire weight of my bike as excess baggage. Pursuing this with the Air Users Council
had an admission by Ryanair that I should have been charged one or the other charge but not both. That
was 12 years ago and I still have not had a refund of one or other of the incorrectly taken charges

The Inquiry will also Consider

When things go wrong how well does the system work:Do passengers know what they are entitled to in the event
of a delay or cancellation?How easy is it to get compensation from airlines? Are international conventions about
passengers’ entitlements adequately enforced?

Many of the CTC members who fly with their bikes have done so for many years, and the information
provided by CTC’s helpdesk includes notes on the conditions under which most airlines accept cycles. With
this founding information, most cyclists will tend to be better informed about the conditions which will
trigger the provision of food and other compensation to which they are entitled when things go wrong.

Whether there is a diVerence in the general experiences of budget/low-cost airline passengers as opposed to
those who use standard carriers

There is not a variation between the service relative to the type of airline or fares structure, save for
perhaps the lack of guarantees to take a cycle on a specific booked flight with some (jet2, Flybe) despite the
charge for a cycle often being greater than for the passenger fare. and speed of remedy for any failings after
the event. The experiences do filter through especially as CTC encourages members to report back on their
overseas travel experiences, and thus the CTC helpdesk staV are especially well versed in current best buys
and airlines to be avoided. One feature relating back to the customer service question is that we seem to get
a greater incidence of problems with.

How airport charges are passed on, through the airlines, to passengers and whether the proposed EU Directive
(COM (2006) 820) will make the process clearer

Cyclists are often burdened with other additional charges and many would use rail as an alternative if
measures proposed to extend cycle carriage to high speed international trains make progress with EU
legislation. The regularity with which we get reports of damage and refusal to recompense beyond the levels
set out by the Montreal Convention of 1999, or the application of a limited release waiver.

March 2007
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Memorandum submitted by the Mr Ian Frow (PEAT 22)

Edinburgh Airport Terminal Evacuation 24 January 2007

1. My wife and I were waiting at the easyJet boarding gate when there was a Public Address
announcement: “Your attention please!A fire alarmhas been activated in another area. Please remainwhere
you are and await further announcements” This automatic announcement was then continuously repeated
at high volume for some 15 minutes.

2. Eventually a BAA staV member walked through Departures shouting “Please leave the Terminal
now!” He had no loud hailer and no attempt was made to make an announcement on the PA system. The
passengers all trouped out in orderly fashion.

3. A combination of a temperature of two degrees Celsius and a 15 knot breeze oV the Firth of Forth
produced a below zero wind chill factor. The semi enclosed walkways provided shelter at first, but then the
BAA staV soon moved on us on to the “Assembly Point” (They did not have loud hailers). Unlike on board
an aircraft, nobody had briefed us on this sort of evacuation and nobody knew where the Assembly Point
was. It eventually became apparent that it was in the most exposed point in the car park.

4. There were frail elderly individuals on sticks, mothers with toddlers or with push chairs, plus the usual
sprinkling of those who had already dressed down for the heat of their eventual destination. All these people
were soon scattering, searching for wind breaks.

5. In retrospect ill-advisedly (because of the risk of a car bomb), we joined a group in the slightly sheltered
lower level of the multi story cap park where I approached another BAA staVmember. He explained to me
that there was a suspicious package in Check In. He estimated that the Bomb Squad would arrive in half
an hour, a controlled explosion would be set oV, followed by half an hour to analyse the results and a further
half hour to get the staV back on station before the Terminal would be reopened to passengers. I suggested
that many others would like to hear what he had told and enquired if he had a loud hailer. He agreed this
was a good idea and went oV to get one. Some 20 minutes later he was spotted carrying, but not using, a
loud hailer. (Subsequently someone said the batteries were flat).

6 One problem was mobile phone disinformation. Virtually everyone had a mobile and was busy talking
to friends (or various contacts in their oYces) who were watching Sky News. Rumors flew but every one
was subsequently proved wrong.

7. A BAA staVmember shouted that she had made arrangements for shelter to be provided in the Hilton
Hotel a few hundred yards away. She did not have a loud hailer either but, like many of the BAA staV; she
was doing her best with very little help. Unfortunately many others had been directed to the hotel before
us, the lobby was packed to capacity and the harassed hotel staV were turning away all but the most
deserving cases.

8. By now we had been outside for about two hours and a group of us headed back to try to find
alternative shelter, only to be stopped by a number of BAA Security StaV. Those that I observed exhibited
a regrettable disdain towards fellow human beings, in mild but increasing distress, who were asking for
their help.

9. I approached a policeman, suggested that some people were now becoming very cold and asked if he
could help. He replied: “No I can’t. It’s BAA’s problem.”

11. Our second attempt at getting into the Hilton was successful. Apparently much of the crowding in
the hotel was due to the presence of airport staV. Once the staV had left to reopen the Terminal we even had
a seat.

12. The HiltonDutyManager by all accounts, had behaved in an exemplary fashion, providing food and
drink and keeping all who were there regularly informed of what was happening.

13. Other passengers even less fortunate than us were still scattered far and wide across the open air car
parks and roads desperately searching for shelter from the wind. After three hours out of doors some of
those unfortunates would have had no idea at all when they could return to the terminal. A number of them
were possibly the “missing passengers” who held up our eventual departure whilst their bags were unloaded.
They had been doubly unfortunate having spent three hours freezing out of doors and then missing their
flight.

14. Once back in the Terminal the security checks operated eYciently for those who already had boarding
passes because all channels had been opened. We boarded immediately to be greeted with the news that
missing passengers’ bags were being unloaded and the crew would be out of duty hours in 15 minutes.

15. Edinburgh International Airport’s Managing Director replied to my critical letter with some helpful
information.He admitted that, whilst there had been some favourable passenger comments, there are “other
areas where we need to learn lessons and consider opportunities for improvement”. He promised debriefings
and said that evacuation plans are reviewed regularly.
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Comment

1. Commonsense would expect that occasional terminal evacuations are almost inevitable in today’s
terrorist driven world. Once a terminal is evacuated and the passengers are outside, commonsense would
also suggest that communicating with them is vital and that loud hailers (with charged batteries) are the
simplest solution.

2. Good planning would include the possibility that the weather might be inclement with people needing
protection from it. For winter evacuations what is wrong with a stock of those silver “exposure suits” used
by athletes? For rain (and summer heat waves?) a collection of umbrellas would come in useful.

3. Some form of improved briefing for passengers in the event of a Terminal evacuation is needed. In
addition routes to the Assembly Points must be clearly indicated.

4. Edinburgh is one of the world’s truly great cities—on the evidence I saw that January day, its airport
still has something to learn about coping with the evacuation of its terminal. But I do wonder whether other
UK airports would do any better.

March 2007

Memorandum submitted by the Ryanair Campaign (PEAT 23)

Please find below various examples of thewide ranging experiences that have been experienced byRyanair
travellers and submitted to us following your committee’s call for evidence.

Submission 1: MH

I recently flew to Sicily with Ryanair. Only when I returned to the UK did I realise there was a problem.
Ryanair had chargedme twice for the return ticket. (I had bought a single ticket to get to Italy. Then another
single ticket to return home).

I wrote to Ryanair in Dublin asking for a refund. (The amount of money was significant). I did not
anticipate a problem at this stage. However, the Customer Service department refused to refund in full. They
acknowledged that they had made a mistake.

They had charged me twice for one ticket. But they said they would only refund part of the money. They
said they need to keep some to cover their costs. I spoke to Trading Standards. They said Ryanair were
legally obliged to refund all the money. If they did not refund all, they would be breaking the law.

I approached Ryanair one final time. I told them they were acting illegally. They were uninterested and
again refused to return my money. When I spoke to a lawyer I was informed I could take Ryanair to court.
They had clearly broken the law. However, my bank surprisingly intervened and returned the money! There
is no question Ryanair acted illegally. I no longer fly with Ryanair. I use other airlines even if the destination
airport is less convenient.

Submission 2: HM

I am currently in dispute with Ryanair who charged me 10 euros for bookingmy flights with a credit card.
In fact, I used a debit card but when I wrote to them (five lines of text which were absolutely specific about
the diVerence between credit and debit card charges) they responded, by e-mail, with a load of nonsense
about their tickets being non refundable! I then tried to contact them on that e-mail address to point out
the error of their ways but each time my e-mail was bounced back. I have now written to them again but
they won’t have received that letter yet.

I am suggesting that Ryanairmay deliberately charge a credit card fee even though tickets were purchased
with a debit card—and then deliberately send back letters or e-mails to complainants which do not address
that complaint. Considering that the loss to the complainant is 9 euros 53 cents it is likely that they get away
with hundreds or even thousands of instances of overcharging simply because the avenues of complaint are
so narrow and either “premium phone line” expensive or very slow.

Have I missed the boat on the Transport Select Committee or would it be worth sending you copies of
the correspondence? Better still, have you any evidence that my problem is not unique?

Submission 3: ZJ

On XX November 2005 I had the misfortune of taking a Ryanair flight to Frankfurt Hahn airport. In
particular, I was on flight FR4187 from Gdansk to Hahn.

The flight had started oV badly when it was delayed by about 50 minutes, leaving at about 22.40 instead
of 21.50. However, that was tolerable. (It should be noted, though, that the boarding procedure left a lot of
room for improvement. If you’re going to have people board in three phases: first, people who may need
assistance or need to be seated together, ie: passengers with young children, then people with priority
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numbers 1-65, and finally people with priority numbers 66-185, then you should do it consistently. In
Gdansk, the boarding agent did not even attempt to implement this simple process and a “free-for-all” just
about took place as all passengers swarmed around the door leading to the tarmac. However, I don’t expect
to see any improvement because I have read a lot about Ryanair on internet web sites and the problem of
boarding the aircraft has been the subject of many complaints for a long time.)

Once the plane levelled oV, the captain did make an announcement about the reason for the delay but he
also informed everyone that the weather at Hahn airport was good. The big surprise came only when we
had already started our decent and the pilot then announced that they could not land in Hahn and instead
they were going to land at Cologne-Bonn airport. He assured us, however, that everything was ready for us
on the ground and that we would be taken care of.

Well, when we did finally land and after collecting our luggage, we saw that nothing could have been
further from the truth. A lone airport oYcial, not a Ryanair representative, was at the arrivals exit simply
pointing to the bus stand and excusing himself for not having any other information. At the bus stand, there
was no one to oVer any assistance, to try tomaintain any semblance of order or even to provide information.
It was up to the bus drivers to try to control the crowd that was starting to become unruly. The situation
got even worse when another planeload of diverted passengers arrived at the airport. During all this time,
the two cabin crews from Ryanair planes were standing just 30 metres away, chatting and seemingly having
a good time, and never attempting to get involved. When I approached them and asked if they or anyone
from Ryanair would oVer any help they simply pointed me back to the airport oYcial.

Seeing that the situation was only getting worse, I and a couple of other passengers decided to take our
fate into our own hands and make our own way to Frankfurt. We were able to take a train to the main train
station and from there we took an InterCity train to Frankfurt. We got to Frankfurt by 5.30 am, 40 euros
poorer for the experience but at least we had made it. However, I am willing to accept this. What I cannot
accept, though, is the feeling of complete abandonment by Ryanair. In our contract of carriage, they
engaged to transport me safely from one point, Gdansk, to another, Frankfurt-Hahn, but they failed to do
it. Not only that, they left me stranded in a mostly deserted, strange, foreign airport where I had to fend for
myself. At least with my knowledge of English and by combining my eVorts with those of a couple of other
similarly stranded victims, I was able to get on a train that took me to Frankfurt-Main airport, where I was
able to continue my voyage (why Ryanair does not use Frankfurt-Main as a diversion destination for
Frankfurt-Hahn is beyond comprehension). However, what kind of a harrowing experience were other
passengers subjected to, such as the women with small children who spoke little English or German?

Section 9.3 of the contract, dealing with diversions, even states:

9.3 DIVERSIONS

If, for reasons outside our control, we are unable to land at the airfield at your destination and are
diverted so as to land at another airfield then the carriage by air shall, unless the aircraft continues
to the original destination, be deemed to be completed when the aircraft arrives at that other airfield.
We shall, however, arrange or designate alternative transportation, whether by our own services or
by other means of transportation specified by us to carry you to the original destination as set out in
your Ticket without additional cost.

They had the duty of care to deliver me to the planned destination by other means and they had failed.
Simply put, they were derelict in their duty. Based onmy experience andmy evaluation of the situation, they
failed not because of circumstances beyond your control but simply due to your own negligence. They had
the means and the opportunity to make the best out of a bad situation yet they chose to show total disdain
for their customers by abandoning them. Allegedly, they are supposed to have based their business model
on that of Southwest Airlines. However, to make that comparison would be an insult to that fine company,
which is famous for the unusual and innovative ways in which it treats its customers in diYcult situations
such as delays and diversions.

I must say that I did have one good experience flying with Ryanair back in 2003 but the hell that I was
subjected to on this most recent flight had erased them from my memory.

I will look for alternate ways to travel in the future.

Submission 4: GP

I had problems with Ryanair on the 21 December at Stanstead Airport. After a delay and starting to walk
across the tarmac towards the plane it was cancelled. Three diVerent reasons were given, bad weather (other
flights were taking oV) then bad weather at Shannon (no bad weather at Shannon) and then staV out of
hours. In a e-mail from Ryanair they now say it was because of a safety/technical problem. We were NOT
oVered any hotel room/drinks or food etc as they had arranged for a flight to take us the next day. I am also
concerned about the way Ryanair advertise a price but they don’t always say that there are other costs
involved like a wheelchair levy for every customer. This is just a summary of what happened and if you
would like more information, you can contact me.
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Submission 5: KS

We want to complain about the flight we just had with Ryanair!

We were going to fly home from Dusseldorf-Weeze (NRN) in November on the 16.10 to Stockholm S
Skavsta (NYO) on flight 1951.

But whenwe got to the check-in desk, at 14.45, we got the information that there was a delay on this flight,
but no information about how long is was, she did not know! After a while they said in the speaker system,
that the flight was three hours late, and we should look at the monitor in the main hall, and it said, new time
of departure was 19.15. I went to the Ryanair desk in the main hall, and asked why it was delayed? And she
said that there was some technical problem with the plane, and that they will fly in another plane from
Ireland, and that this plane was on its way to Stockholm Skavsta as we speak! But around 17.45 we looked
at the monitor again, and the time was now 20.45?? I again asked at the Ryanair desk, what had happened,
why is it now 90 minutes later than the first time? She said “I didn’t know, I am trying to get some
information from Ryanair”. After a while she told me that the plane from Ireland had been delayed, and
was not in the air. I asked her if this is the right time now, and she said “yes”. The delay was now over 4°
hours. The only information in the speaker system that had gone out so far, was the first three hour delay.
But after a while, again we got new information from the monitor in the main hall! Estimated time for
departure is now 21.45 (this is really starting to be unbelievable). The delay is now over 5° hours! Now I get
the information the plane has started from Skavsta 20.00 and the departure would be around 22.00 (this
time was not on the monitor). One of the passengers normally works in the air control tower, and he called
someone at work, and he got the information, that this flight has got a landing time at Dusseldorf-Weeze
22.44 (this was the only right information I got this afternoon/evening/night) all of the other information
turned out to be lies or made up by someone, I wonder who???? I know that Dusseldorf-Weeze is closing at
23.00, so this a very tight schedule! The passenger that worked in the air control tower asked the women at
the Ryanair desk, if this plane will depart tonight? She could not say (why am I not surprised!!!) The
departure time on the monitor was now 22.55 (at least for a while) the departure time disappeared totally
around 22.30, and no information whatsoever! While we were waiting we got 5 euros from Ryanair, to eat
and drink!? Do you know what you get at an airport restaurant today for 5 euros? No! you get a cup of
coVee and a bun! Food starts at 7 euros! So this was a bit like a big joke from them. yes?. . . No!

When we, after all this waiting, saw the plane, we could not believe our ears! The man started to pick up
boarding passes from us while we were sitting waiting in the hall??? And when the plane was ready for us
we had to run to the plane, and be seated in less than seven minutes, and we did it! We should get a medal
for this (the passengers, not you). When we got on board the plane, we probably got the right information!
The plane has been standing on Skavsta all afternoon, waiting for spare parts, to fix whatever was wrong
with the plane! It took four hours to fly in the parts, and a few more to put them on the plane! Why don’t
they inform their passengers about these things! We were just fed with a load of lies! Have they not learnt
to always give the right information to customers! In total we were 7 hours 10 minutes late! I was at home
by02.30, I had expected to be at home around 19.30! I got to bed very late, and could not go to work until
lunch today (Thanks to them). This was the second time I have flown with them, so my flight experience
with them is not very good! I really think you should compensate your passengers for this really bad
treatment, and a 7 hour 10 minute delay! I am not sure that I will fly with them ever again, I don’t have the
time, and I don’t really like flying, and this kind of experience does not help! Me and my friend are really
disappointed in them, he was going to Holland for a meeting, for Sony/Erikson). This delay must bring you
down from their No 1 on the on time list?

I think they should do more to compensate us for this terrible experience we had with them, the 5 euros
is not enough! If they can’t figure out how to compensate us, give us the money back for this flight! I would
like to have an answer to this complaint!

Submission 6: GM

In spite of faxing a letter to Ryanair as suggested on theirWebsite, plus numerous phone calls and e-mails
to staVwRyanair I received NO response!

Flight FR 747 return from Frankfurt Hahn to London STN; XX November 2006

Ryanair decided on our way back that x1 bag was over weight!! We packed x1 case as a husband and wife
team and it was acceptable on the way out from Stanstead inOctober 2006 but not return!! The case weighed
20kg but this was for x2 persons which was lighter than the combined weight of many couples individual
cases? I weigh 79kg and my wife 65 kg and had to put up with the annoyance of sitting next to a person who
must have had a BMI of 45 ie 20st/140kg. The excess was ƒ40.00. This was grossly unfair and tainted our
feelings towards the whole holiday. There had been no warning, and I feel they have done us and their name
a great disservice.
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Submission 7: TD

I have the following evidence regarding the refusal ofRyanair to payme compensationwhich I am entitled
to by regulation EC 261/2004 due to the delay of the flight FR8542 from London Stansted to Berlin
Schnefeld and which Ryanair’s representatives at the airport guaranteed we would receive:

— Mail from Ryanair claiming that delay was caused by situation outside their control.

— Mail from Groundstar staVmember (service) at London Stansted airport confirming that delay to
flight was due to a technical fault with the aircraft and therefore Ryanair’s fault.

1. Mail from Ryanair:

Dear Customer

Thank you for your recent letter.

On behalf of Ryanair we sincerely apologise for the disruption you suVered with regard to your recent flight
itinerary. Ryanair are dedicated to providing a punctual service for all passengers and this is evident by the
fact that each and every month Ryanair continues to be the No 1 on-time Airline in Europe.

However, notwithstanding the above there are rare occasions such as political instability, adverse weather
conditions, security risks, unexpected flight safety problems and strikes that aVect the operation of an
operating air carrier. We sincerely regret that your flight was one of these rare flights disrupted.

As your flight disruption was outside the control of the airline we regret to advise that no compensation
is due. Should you have incurred any additional expenses please contact your travel insurance to initiate
a claim.

Unfortunately, email replies to this address cannot currently be accepted, responses can be sent by fax to
Ryanair Customer Service Department on!353 1 8121230.

Yours sincerely
RYANAIR PASSENGER COMPENSATION DEPARTMENT

2. Mail from Groundstar

Having looked further into this delay for you, it appears it was a Future Aircraft, which we had to use for
your flight on the FR8542.

This aircraft unfortunately had a technical fault and the parts required to fix this had to come down by road
from Gatwick airport, the aircraft then had to be fixed which resulted in the lengthy delay which you
experienced. Your flight eventually departed at 18.49.

Please accept our apologies for the inconvenience you experienced, which unfortunately was beyond our
control please contact Ryanair with regards to any compensation.

Submission 8: GP

More specific details and supporting evidence can and will be provided if all or any part of this response
is considered relevant, useful and within the terms of reference:

Upon losing my luggage on a Ryanair flight from Derry to Prestwick

1. When it was found they refused to forward it on to me as I had taken one of their cases so that I would
not be left without anymeans of carrying my belongings in just such an instance. I would receive my luggage
in return for their case.

2. My brother was refused carriage on their aircraft on face of a national identity card which did not
satisfy “their policy” Ryanair have withheld a £14.00 baggage fee for his baggage which they never carried
and have also with-held the tax portion of his fare, is this legal?

3. When I arrived at my destination, Prestwick, the train service had been cancelled due to an accident.
After having spent at least 15 minutes looking for my lost luggage and another 15 minutes filling out a lost
baggage claim Iwas still able to joinmy fellow travellers wandering aimlessly around trying to find outwhere
they might get a connection for their onward journey, it was not a Ryanair representative who eventually
stumbled across a bus stop some 100 yards away across a busy dual carriage way. We had no disabled
travellers, luck not design.

4. The baggage report I filled out informed me that I was entitled to £15.00 maximum for toiletries it did
not say as did a later e-mail that “company policy” limited my compensation to £15.00.

5. I filled out my compensation letter andmailed it to the address given on the baggage irregularity report
with a copy of the said report and an itemised list of the necessary expenses I had incurred. Their first
response was an e-mail to ask for a copy of the irregularity report which my son had copied and witnessed
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going into the original letter, “unfortunately” the e-mail went on it was not possible to reply to this e-mail
but I could send a fax. Without voice and without e-mail they are oVering the least available means of
communication to ask for a document that I am 200% they already have (100% me and 100% my son).

6. The next e-mail I received informed me that they were doing their best to track down my lost luggage
and they would be in touch as soon as they had found it. Incompetent, lying, stalling or tempting a lie I don’t
know. I did not respond.

7. For all my inconvenience, charges for my brother’s luggage (never flew), taxes for my brother (never
flew), a holiday without my own luggage (never flew) and all the incidental costs that this caused Ryanair
oVered £15.00 (the maximum allowable under company policy).

Under this business model I am seriously considering setting up in business oVering flights to the moon,
of course I have no rockets but with enough fools and rules Ryanair have succeeded, so far.

Submission 9: PD

Lack of Customer Care at Ryanair

Last XXAugust I was attempting to return fromFrankfurtHahn to Stansted on the 11.40Ryannair flight
755, having attended a conference at Trier with three other elderly, infirm and disabled friends. I was the
owner/driver of a car left at Stansted, I was then 81 years of age, accompanied by my wife aged 71 years with
recent hip replacements; XX aged 76 with recent hip replacements and XX aged 85 who had fallen during
the conferences and whose leg was in plaster. I was responsible for driving our friends home from Stansted
to Lincoln and to Leeds and my wife and I to York.

Unfortunately I had the misfortune to lose my passport, although I had full details of it in my diary.
Ryanair refused to allow me to travel despite the obvious serious inconvenience this would cause to us all.
They explained that other airlines would probably allow me to travel in the circumstances. The loss of my
passport had been reported to the police in Trier and I had written evidence for this. They directed my wife
and I to the British Consulate in Frankfurt while the rest of our rather vulnerable friends were obliged to
travel alone to Stansted and to their home in Lincoln and Leeds with their luggage by public transport.

The British Consulate turned out not to be in Frankfurt and by the time we reached the correct address
in Dusseldorf it was closed. Reduced to some distress we turned for help to German friends near Duisburg
who invited us to stay with them while we managed to contact the British Consulate on the following day.
The Consulate staVwere very helpful and as we hadmy passport number were able to provide a replacement
within a few hours. They also expressed surprise that Ryanair were unaware of their correct address and
that in the circumstances they were not prepared to allow me to fly back to Stansted. If they had been
telephoned by Ryanair with details of my passport number they probably would have been able to provide
confirmation of my identity.

In the event we were compelled to obtain new flights online from Ryannair and eventually reached
Stansted via Weeze on the XX August 2006.

I subsequently wrote to theManaging Director of Ryannair in the hope that, perhaps, at least they might
apologise for giving out wrong information about the address of the British Consulate and even some
explanation about their inflexible reaction to the plight of their passengers. To date I have received no reply
or acknowledgement of my letter.

Submission 10: PR

We were amongst the passengers of Flight FR582 on XX March from Stanstead to Pisa who were
eventually landed at Turin airport because of fog at Pisa and Genoa. Whilst we appreciate that the weather
conditions were outside your control, your duty to us as your passengers was not.

EVectively, we were abandoned in Turin by Ryanair. Whilst in the air we were promised that coaches
would be available to take us the 400 kilometres from Turin to the destination we had paid you to deliver
us to. The Captain assured us that we would be fully informed on landing and directed to the coaches.

In reality, the airport was given just 15 minutes notice of arrival and the Turin airport customer-liaison
manager spent a frustrating few hours trying to contact Ryanair by telephone, as no one would answer
his calls.

The airport was closed for the night, the change machines were not working, there was nowhere to
purchase water or food and only a few chairs between us all. The treat we had planned to celebrate a 50th
birthday turned into a cold and undignified wait on the airport floor with a total lack of help, concern,
direction or advice from any Ryanair representative.

Finally at 2.30 am the message from Ryanair was basically “We will not assist you in any way with
anything to drink, or eat, or place to stay”. There was the chance of a diverted flight at 10.30 the next day,
nothing definite, as this was an unprecedented change to check in arrangements, and the weekend would be
mostly over by the time we arrived at our hotels. The promised coaches of course did not materialise.



3696791024 Page Type [O] 24-07-07 00:02:19 Pag Table: COENEW PPSysB Unit: PAG1

Transport Committee: Evidence Ev 165

A group of passengers, both British and Italian decided that our best option of salvaging the weekend
was to accept that no help was forthcoming from Ryanair and to make our own way to our destination.

Subsequently, we were taken by Turin airport oYcials to Turin railway station where we queued outside
for it to open at 4.30. We then caught the 5.55 am Eurostar to Pisa arriving at our hotel around 10.00 am
on XX March. This cost us an additional 56 euros.

Having spoken to passengers who decided to wait for either a promised coach or flight the next day from
Ryanair we are convinced we made the right decision. The coach promise again was not fulfilled and the
captain had to be coerced into accepting the diversion, initially refusing to transfer the passengers.

Up to this point we have had full confidence in your company but we are now doubtful we will ever book
with Ryanair again. We fully endorse the letter you have received from Mr and Mrs XXX and their
comments in particular seem to us very serious; that you should abandon a couple with a young baby, not
to mention other minors, a large party of Italian school children, elderly passengers, as well as ourselves,
with no provision for our well being and no representative of your company to advise us.

We have formed a groupwith 18 other passengers from the flight andwe all as a group await your response
with interest.

Naturally in the first instance we want to give you the opportunity to restore our faith in your company
“It is our pleasure to care” seems a rather ironic strap-line for your company given the circumstances, but
we hope to hear from you soon and with a positive outcome in view of all the distress and inconvenience
we have been put through.

Submission 11: PM

As someone who makes at least 40 flights per year with Ryanair, I think I’m in quite a good position to
comment on their service, and that of budget airlines in general. To keep mymessage short, may I comment
on three issues in particular:

1. There has been continued comment about the fact that Ryanair do not include air taxes in their
quoted prices, and that this may therefore be misleading to the purchasing public. I honestly don’t
think this is an issue. The web page makes it absolutely clear that taxes and other (possibly
dubious) extras are on top of quoted prices. If people are deceived on this then they have only
themselves to blame.

2. What is not acceptable is Ryanair’s insistence, when a customer is buyingmultiple tickets, that one
must repeat the whole purchasing process for each and every ticket bought, rather than having a
“shopping basket” system on their web purchase page as do Easyjet. The reason behind this is not
diYcult to see . . . they charge anything between £1 and £5 for the use of a credit or debit card, per
transaction. Therefore they want customers to make separate purchases as much as possible and
pay the credit card fee each time. That isn’t fair play. I’ve written to them about this and received
unsatisfactory responses.

3. Most serious of all, in my submission, is Ryanair’s refusal to refund passenger air tax when a ticket
is not used. I tend to miss or be unable to use around five tickets each year. It is impossible to get
the tax back even though I understand its only payable to theGovernment if the passenger actually
takes oV. This means that Ryanair is actually pocketing substantial amounts of this tax to which
they have no entitlement. This surely MUST stop.

Submission 12: MS

. . . Therefore I am again writing to you (Ryanair) for you to address the issues raised in my first letter.

The main point being what is the diVerence between on-line check-in and desk check-in as the security
issues and passport control procedures are exactly the same??

The second point being that on the printout you send as an e-ticket it states clearly that you can check-
in with a UK Driving Licence it DOES NOT state that if you use on-line check-in this won’t apply.

The third point is that you have a long list of people in your terms and conditionswho can’t use web check-
in, nowhere on this list does it state that passengers without a passport can not use on-line check-in.

Fourth point is that my husband travelled in exactly this manner return from Stansted to Dublin only a
month before. I can understand a mistake being made one way but for both journeys, I think, highly
unlikely. Or is this another case of depending on which Ryan Air crew you have depends on the levels of
service?? You will no doubt be able to check this validity with your records.

Fifth point is I think you ought to raise this with BAA as there is a security issue regarding passengers
allowed through security and passport control and then having to retrace their steps for Ryanair’s own
conditions of travel, thus leaving the airport open to terrorist activity.

Sixth point is that if Ryanair has nothing to hide regarding its terms and conditions and general passenger
service then it should not have any problems with appearing before the ministerial transport committee to
answer questions, similar to other more reputable airlines.
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I am aware when I booked this ticket the price given was probably incorrect as the full price including
fees and charges was only £21.95 which does not even pay for the government taxes, therefore I put it to you
that you were seeking any excuse to oZoad me at the airport to avoid making a loss on the seat.

So I trust you will answer these questions fully and plead your case that you are not just fleecing the
customers at any given opportunity.

Memorandum submitted by Mr Adam Simmons and Associates Ltd (PEAT 24)

Introduction and Summary

This paper examines the start and end of the air transport process at UK airports and in particular Luton,
which is my main departure point. However, I believe that the points raised in this paper apply UK-wide.
In particular, I have focused upon outbound security checks and inbound passport control processes.

This paper argues that the queues which are prevalent in both processes are principally due to the means
by which these processes are carried out and/or are caused by misallocation of resources. Improvement of
both the overall processes and the allocation of human resources could alleviate these queues at little or no
cost to the taxpayer or passenger.

The analysis in this paper is based on extensive observation by the author and the application of
mathematical techniques, namely queuing theory and simulation.

1. One of the less pleasant aspects of the air transport experience is due to both outbound and inbound
queuing at UK airports. Although check-in has been eliminated for many passengers as the procedures may
be carried out online, all passengers are required to undertake security checks outbound and, as a result of
the UK not being part of the Schengen group, all international arrivals need to clear passport control on
their arrival. This paper deals with both of these processes.

Outbound—Security

2. As a frequent traveller, I have observed and studied the operation of security procedures at both UK
airports (principally Luton and Stansted) and Europe. My main focus of observation has been at Spanish
airports and particularly Alicante, which is virtually identical in size to passenger throughput to Luton
(between 9 and 9.5 million passengers per annum).

3. Whilst LTN has 8 security points, ALC has only four and yet queues at ALC are invariably shorter,
especially at peak departure times; possible reasons for the diVerences are:

— less thorough security checks by Spanish security staV;

— diVerences in the intensity of peak departure periods;

— staYng levels; and/or

— security procedures (how they are undertaken).

4. I would eliminate the first of these possibilities based upon my frequent visits through both LTN and
ALC airports. Clearly, as both are governed by EU-wide rules, we would not expect the actual security
examinations to be more or less rigorous in one country than another.

5. As I travel though each of these airports at all times of day, I have no evidence that the intensity of the
peak makes any diVerence; at all times, queues in the Spanish airport are shorter. Furthermore, given that
there are fewer security points at ALC, it is infeasible to suggest that staYng levels are the problem.

6. This leaves us with the actual process of how security is undertaken and there are significant
diVerences. At LTN and other UK airports, passengers do not prepare for the security process until they
arrive at the security point. So, often there is a delay whilst the person at the front of the queue empties
pockets, takes oV a coat and so on. This means that neither the X-ray machine nor the human-sized metal
detector are fully utilised.

7. In ALC and other Spanish airports by contrast, passengers are required to prepare for security
screening before they reach the security point. So, in the first stage, they are given a plastic tray into which
to place belongings frompockets, laptops, coats and so on. Only then do passengers proceed to themachines
and detectors. The result is much shorter queues and more eYcient use of machines. In fact, Terminal 2 at
Heathrow uses this same process, but it seems to be the exception rather than the rule in the UK.

8. The principal cost implication of changing to a two stage process is buying more plastic trays and
possibly having to employ slightly more staV. However, there is clearly some oVsetting of costs by not
needing so many X ray machines and metal detectors.



3696791025 Page Type [O] 24-07-07 00:02:19 Pag Table: COENEW PPSysB Unit: PAG1

Transport Committee: Evidence Ev 167

Mathematical Observations

9. Intuitively, the key constraint in the security process is the use of the X ray machines and metal
detectors; the (first) stage of preparation requires passengers to empty their pockets and take oV their coats
and hence requires no infrastructure.

10. Using queuing theory, we can model a simple process which demonstrates that the one stage set-up
in many UK airports is ineYcient.

11. Let us assume that stage 1 (preparation) takes six seconds and stage 2 (security) 12 seconds. If we
assume a single queue and seven security lanes open, the average waiting time according to queuing theory
is 29 seconds.

12. By contrast, if we assume that there is a first stage with three people checking passengers and handing
out plastic trays, the average waiting time becomes a little under nine seconds. Passengers then continue to
the security machines proper with an average process time of 12 seconds (so the total of 18 seconds is
maintained). The projected average waiting time for stage 2 is a little under 13 seconds.

13. The total waiting time for two stages is a little under 22 seconds. Overall ,therefore, average waiting
times are one third less by the simple expedient of splitting security screenings into two steps.

Inbound—Passport Control

14. Similar concerns apply to passport control but the queue levels are even less excusable than in the
case of security, since the immigration authorities know:

— precisely how many passengers will arrive; and

— when they will arrive.

15. Having extensively studied immigration procedures at Luton airport over the last couple of years (and
similar problems apply elsewhere), it is evident that the problems arise due to staYng and, to a lesser extent,
over-provision of personnel for non-EU passengers.

16. If we examine the case of my most recent arrival into LTN in February 2007, there were four
immigration oYcers assigned to EU passengers, three to non-EU passengers.

17. At airports other than Heathrow and Gatwick, the majority of passengers are overwhelmingly from
EU member states and the result of this misallocation of resources was that non-EU passengers were
processed some 10 minutes faster than EU passengers.

18. To examine the impact of reallocating staV between EU and non-EU passengers (and so there are no
budgetary implications), we can use simulation techniques to examine the impact of adding a fifth staV
member to process EU passengers.

19. The following analysis is based on evening arrivals into Luton. With four oYcers (each processing a
passenger every eight seconds), one simulation showed an average maximum of 530 passengers; adding a
fifth oYcer reduced the average maximum queue length to 390. This is still unacceptable but is nonetheless
a major improvement (25%) on the four oYcers situation.

20. The solution will vary according to the airport in question. In the case of LTN, it is principally a case
of poor misalignment of supply in demand whilst for others, the capacity of the passport arrivals hall is
simply inadequate (I believe that Stansted suVers this problem).

21. Needless to say, if the UK joined the Schengen area, the problem would disappear immediately.

March 2007

Memorandum submitted by Amicus (PEAT 25)

1. Amicus is currently the second largest trade union in the UK and the largest in the Private sector. We
are currently in the process of merging with the Transport and General Workers Union which will result in
the new union becoming the largest overall with over two million members. Amicus currently represents
more than 12,000 cabin crew and has recognition agreements for cabin crew, ground staV and engineers
employed by 30 UK based carriers including BA Virgin, BMI My Travel, Monarch, GB Airways, First
Choice, JAL, BMed and New Zealand Air. Amicus is also an aYliated member of the European Transport
Workers’ Federation and ITF.

Executive Summary

— Passengers’ experience of air travel begins with their movement through the airport which can all
too often become an adventure all of its own.

— Cabin crew are not just there to serve passengers, they are there as safety professionals and to deal
with disorderly conduct.
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— Despite this they are the only part of the air travel industry that does not require a license or
certification of competence.

— Air crews spend the majority of their working day in international airspace and hence according
to most airlines are not covered by the working time directive in terms of breaks and paid holiday
entitlements.

— The management of the atmosphere in an aircraft cabin can lead to detrimental eVects on the
health of passengers and crew, which is why some passengers are advised to seek a doctor’s
approval prior to boarding.

Passenger Experience

2. All air travel begins with the journey to the airport. The provision of good public transport links to
an airport is essential in order to reduce congestion on the surrounding surface infrastructure. Despite this,
in some cases, travel times and conditions on our public transport network are encouraging many to use
their own vehicles. For example for someone travelling by rail from the south west of England to Heathrow
the journey has to be done via Central London.

3. On arrival at the airport where passengers are subjected to the stresses of finding the appropriate check-
in desk and the queue to get through security before arriving in the oasis of the departure lounge.

4. This journey has become significantly more stressful of late primarily due to the increased level of
security and the lack of trained staV to staV the X-ray and scanning equipment. This was highlighted
dramatically in August of last year with the introduction of additional restrictions as a result of a security
alert, requiring many staV to work way beyond their allotted working days in order to clear the backlog of
passengers. It can also be an embarrassing experience for both passenger and security staV to have a case
opened and to be asked to place some items in a clear plastic bag.

5. Once passengers arrive at the boarding gate, some airlines only allow a 10 to 15minute window in order
to disembark passengers, clean the aircraft and board the next cargo of travellers. Once passengers have
reached their seat the aircraft makes it way to the runway where, due to a lack of available departure slots,
the flight might sit for up to 45 minutes before take oV.

6. These problems are particularly acute at theUK’s premier international airport, Heathrow. Its current
facilities are woefully lacking due to lack of investment and expansion. In 2006 alone, 67,530,223 passengers
passed throughHeathrowmaking it the third busiest airport in the world. That is almost double the number
flying from Gatwick, which is ranked 24th in the global statistics compiled by the Airports Council
International. The existing two runways at Heathrow operate at 98.6% of capacity in segregation mode
leaving little space for error. This was clearly illustrated recently when fog reduced the number of aircraft
movements at the airport to just 20 per hour creating several days of disruption.

7. Heathrow is one of five world hub airports, acting as an interchange for passengers from numerous
locations. This activity generates approximately 1.5% of the UK’s GDP and over 100,000 jobs for the local
and national economy.

8. This world status airport is facing stiV competition from other airports in Europe and further afield
that have far more capacity in terms of physical runway space. Additional capacity reduces delays andmore
often than not allows aircraft, to not only taxi straight to the runway and depart, but also land without the
need to stack in a holding pattern before arrival. It is therefore believed by many that without expansion at
Heathrow, the UK will lose this most valuable asset primarily due to dissatisfaction amongst travelling
public and business community.

9. This is one reason why Amicus is a supporter of the Future Heathrow campaign for the
implementation of mixedmode operations on the existing two runways and the construction of a third short
runway for shout haul flights.

Safety of Passengers (The Role of Cabin Crew)

10. Cabin crew are the all too often overlooked as safety professionals of the airways, ensuring that when
an emergency arises they are able to guide and assist passengers in reaching safety. These men and women
are trained, not just in first aid but beyond this basic level of care, to ensure that the patient is maintained
and treated swiftly, during the first vital minutes, following an incident, until proper medical attention can
be obtained, once back on the ground. Crew are also trained in evacuation procedures to assist passengers
out and away from aircraft in the event of an emergency landing, be that on land or on water.

11. Although it is an oVence to be drunk on board an aircraft, passengers, on occasion behave in a
threatening, abusive, insulting or disorderly manner towards members of the crew, and have been known
to intentionally interfere with their performance. Although this can result in a maximum penalty of an
unlimited fine and/or two years imprisonment, such incidents are all to common. If there is a disruptive
passenger it is the role of cabin crew to attempt to defuse the situation and, where absolutely necessary, to
restrain the individual until the authorities at the nearest airport can remove this passenger into their
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custody. In the vast majority of cases no immediate action is taken as the crew are successful in their
endeavours. It is only where the actions of the passenger go beyond what could loosely be called acceptable
that action is taken to divert the flight.

12. In extreme situations such as a hijacking or a terrorist incident it is the role of cabin crew to try and
instil an air of calm and manage the situation. At the other end of the spectrum cabin crew are trained to
assist passengers in combating their fear of flying.

13. Training for this demanding role is normally provided in-house by the respective airline with the
standard varying considerably between employers. As a result the qualifications obtained for one airline are
non transferable to the next. In the case of Ryanair, crew who have been formally accepted for
consideration, are obliged to pay for the training and uniform with no guarantee of a position at the end of
the course.

Licensing

14. Amicus and its sister unions throughout Europe have called on a standardised system and a licensing
arrangement to enable crew to be trained to a level which is consistent throughout the industry.

15. All aspects of civil aviation are based on certification by a competent authority which covers all
aircraft, products, entities and personnel involved in the safety and security chain. The only exception to
this is cabin crew.

16. The outcome of Regulation 3922/91 (EU OPS) acknowledges the role of cabin crew as safety
professionals through training and operational requirements but amendment 1592, as it stands, reduces the
cabin crew standards to a level where they are the only group which does not require certification by the EU.

17. Currently the National Civil Aviation Authorities license or certify their cabin crew in half of the EU
member states. These are tied to a certificate ofmedical fitness. Proposed changes to sub part Oof the current
EU-OPS regulations relating to Cabin Crew Licensing will have the eVect of lowering the safety standards
in 50% of the EU countries, as it relaxes the requirements on training, fitness and other key criteria.

18. This change risks distorting competition given that some airlines will staV cabins with little more than
waiters and waitresses. Given the fact that the market competition in aviation is ruthless and that the EU
is one single market, the pressure will aVect all the employees. The EU has already opened its aviation
market for further overseas’ competition from the US in concluding the Open Skies agreement. In this
respect the pressure on the employees aswell as on standards will only increase. Amicus is of the firm opinion
that the EU authorities have seriously underestimated the consequences of the commercial pressure in the
airline market, specifically on cabin crew because of their dual role in “safety and service”.

Working Conditions

19. Unlike other groups of UK employees, the basic provisions for rest and nourishment under the Civil
Aviation Working Time Regulations 2004 are not seen by some employers as compulsory, and some
employers have not therefore applied the provisions to employees who spend their working day primarily
in the air. Nor are they covered by theHealth and Safety Executive provisions once the wheels of the aircraft
leave the tarmac, as that role is performed by the Civil Aviation Authority. It is often the case therefore that
breaks for cabin crew are determined by the chief steward or stewardess and can lead in busy flights to crew
not receiving a break throughout the duration of their flights, even to long haul destinations. Some airlines
currently do not even provide staV with paid annual leave arguing that as the crew work in international
airspace that these basic provisions do not apply. These circumstances are largely unknown by passengers
who see cabin crew as airborne waiters

20. The industrial limit for all long-range sectors is a duty period of 19 hours 15 minutes. However, on
a non-bunked aircraft it is not possible to achieve a 19 hour 15 minute duty day, as most employers would
agree that some provision needs to be made for rest. It is possible however, in some cases to find crew
performing up to an 18 hour 30 minute duty day. On a typical 777 service, 12 crew will be responsible for
all 300 plus passengers on board, split six in first and six in standard class. The BA scheme, by way of
example, provides for a maximum of 14 hours based on a report time of between 13.00 and 17.59, plus a
maximum of three hours rest taken in one go at the captain’s discretion, plus the 30 minutes debrief time
added to end of the duty day.

21. Previously crew were provided with rest between the periods of disembarkation and embarkation of
the next set of passengers, while the plane was cleaned and refuelled. Due to the demand to cut costs and
keep aircraft flying, however, these periods have been shortened and the crew themselves now, in many
cases, have the additional duty to clean the aircraft between flights. In the case of some low cost carriers the
turnaround time has been reduced to just 10 minutes from arrival at the stand to departure.

22. In addition to the above, cabin crew duties include the role that they are most commonly associated
with, in the distribution of food, drinks and duty free. They are responsible for not just ensuring that their
tills balance at the end of the flight but also the inventory on board. With some employers, discrepancies
result in amounts being deducted from their wages.
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23. These wages are generally low by comparison to many industries and are only compensated by the
provision of discounts and upgrades, (where available), to crew if they wish to take a flight on that airline,
on a standby basis, and were there is spare capacity. Crew additionally work on a shift pattern and generally
are on call to provide cover for other crew who are ill, often at very short notice. This may also mean that
they spend a considerable amount of time away from home, especially when travelling to long haul
destinations.

Health (In-flight Air Quality)

24. On board air quality has dropped since the advent of non smoking aircraft, resulting inmore common
occurrence of the spread of colds to and from crew. Thus even if a cabin crew member has even the mildest
of colds they may be restricted from flying. There are, however, no statutory protections in place for cabin
crew when assigned to fly to areas which may be aVected by disease such as the areas aVected by Severe
Acute Respiratory Syndrome (SARS) for example. The World Health Organisation recognises cabin crew
as potential “close contacts” yet this is not reciprocated by the Centres for Disease Control and Prevention
in the US for example.

25. The CAA state that, although not required for aircraft certification, on modern airliners the high
eYciency filters are used for filtering recirculated air which will filter out most bacteria and viruses. As in
other forms of public transport, the risk of an infection being spread from one passenger to another is more
likely to be by close proximity rather than by recirculated cabin air.

26. Previously the air was circulated far more frequently to remove second hand tobacco smoke from the
cabins. With the advent of non smoking aircraft the need of this rapid air exchange was reduced which, in
turn, reduced weight and cost to the airline. The typical proportions are 50% outside air and 50% recycled
air in most modern airliners, and the number of exchanges of air, usually equates to about 20 per hour,
taking account of the maximum number of passengers for which the aircraft is approved.

27. This exchange of air at low pressure reduced the amount of moisture in the atmosphere. This drop
in moisture content can result in about 100ml being lost from the body via respiration and via the skin over
an eight hour flight. A glass of water and the body’s normal control mechanisms can easily cope with this
by adjusting the concentration of urine produced, which is why crew ensure that water is always available
on demand except during periods when the seat belt sign is illuminated. Long term exposure to such an
atmosphere has, however, been seen to cause dry skin amongst cabin crew.

28. During flights, the aircraft is maintained at a reduced pressure, generally equivalent to an altitude of
7,000 to 8,000 feet although sometimes higher. The oxygen content of the ambient air in flight is also reduced
by 25% relative to sea level which is the standard first issued in 1957. The “thin” air at this altitude can cause
problems for people with some medical conditions, such as chronic lung or heart disease.

29. Some countries require that incoming aircraft are sprayed with pesticides to kill any insects that may
be on board and may carry disease. These sprays are applied in occupied or soon to be occupied aircraft
cabins without any measures to inform or protect the health of passengers or crew.

Summary

30. Amicus is campaigning to improve the experience of the air traveller in their journey to and from the
aircraft, whether by improved facilities and/or better trained, equipped and motivated staV.

31. Once onboard, cabin crew become the face of their employer and have a duty to be professional at
all times. Although the role of a cabin crew steward or stewardess may seem glamorous from the outside,
this is generally far from the truth.

March 2007

Memorandum submitted by Manchester Airports Group (PEAT 26)

A. Introduction

1. This is the response of The Manchester Airports Group Plc (MAG) to the Transport Committee’s
inquiry into Passengers’ Experience of Air Travel.

2. MAG is the UK’s largest British owned airport operator and comprises the airports of Manchester,
East Midlands, Humberside and Bournemouth. MAG handled almost 28 million passengers in 2005, with
Manchester alone accounting for 22.7 million.
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3. MAG welcomes the committee’s interest in passengers’ experience of air travel. As a business, we are
currently implementing a 2–3 year change programme, “Customer First”, designed to ensure that the
passenger experience is at the heart of all business activities. This builds on MAG’s existing strengths as a
customer focused and eYcient operator of airports. In particular, the programme aims to make the
passenger experience at MAG airports as seamless, easy and worry-free as possible.

4. Two main areas of focus underpin this programme:

Our relationship with the travelling public; and

Our relationship with our airline customers.

5. With the first of these in mind, the £26 million radical redevelopment of Terminal 1 at Manchester
Airport is a striking example of how the Customer First ethos is aVecting our business. Research into
passenger behaviour found that passengers are not able to fully relax at the airport until after they have
cleared security and entered the airside area. This trend has been accelerated by the recent changes to the
security regime.

6. Part of our response at Manchester’s Terminal 1 will be to expand the security area, to make room for
additional X-ray points and generally speed up the process for passengers. We are also looking to relocate
the Outbound Control security area to directly behind the check-in hall, encouraging passengers to move
straight to the airside area. Passengers will then enter a larger, specially designed area, where they can relax,
shop and enjoy various high street brands and catering facilities.

7. East Midlands Airport (EMA) has also enlarged its central search area by 50% and installed two
additional search zones in order to further improve passengers’ experience of the security process.
8. Similarly, the Customer First programme is aligned with MAG’s commitment to work closely with our
airline partners to oVer the highest standards of service to passengers. This commitment was recognised by
the worldwide airline community itself in June 2006, when Manchester Airport was awarded the IATA
Eagle award for its flexible and transparent pricing policy, and its commitment to excellent customer
service levels.

9. Manchester Airport has now formalised as best practice the process of “Constructive Engagement”,
an ongoing dialogue of regular meetings between the airport and its airline customers. Although initiated
as part of the CAA’s current regulatory review, MAG views the process as a sensible and important way of
engaging with our airline customers. Constructive Engagement will therefore continue beyond the review
process.

10. The process gives the airlines genuine input into all aspects of Manchester Airport’s forward
planning, with particular emphasis on capital expenditure and service quality. Although constructive
engagement, as a formal process, is still in its early stages, we are confident that it can have a positive impact
on service quality for both passengers and airlines. The process has already delivered agreement on a future
nine-point “vision” for Manchester Airport, including the aim:

To drive the long term profitable growth of the airport and its airline customers by being
completely customer-driven in all of our decisions and actions.

11. The CAA’s own initial assessment is that “constructive engagement has reasonable prospects of
delivering . . . substantive and material inputs for the price control review”.31 MAG sees constructive
engagement as an important part of our future relationship with airline customers regardless ofMA’s future
regulatory status.

12. The examples above are drawn from Manchester Airport, but our commitment to enhancing the
passenger experience applies across the whole of the Manchester Airports Group.

13. We have limited Part B of our response to those questions specifically relating to airports.

B. Questions

Travel to airports: adequacy of bus and rail links

14. MAG is committed to developing and promoting quality public transport access to its airports.
Reliable transport links provide alternatives to private car use for passengers (and employees), as well as
reducing road congestion and the need for on-site car parking spaces.With around 60% of carbon emissions
at Manchester Airport attributable to vehicle access, public transport use is also central to our eVorts to cut
emissions.

15. All MAG airports are accessible by bus. EMA has worked with a range of partners (city and county
councils and bus operators) to attract over £1.3 million from the Government’s “KickStart” funding and
emda, to develop sustainable transport services. This has resulted in improved services to Derby and
Loughborough and a new service to Leicester and dedicated marketing support to promote them to
passengers and employees.

31 CAA,Manchester Airport price control review—policy consultation, January 2007.
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16. EMA has for some time subsidised a direct bus link from Nottingham to the airport and launched
night bus services designed to close the gaps from midnight to 6 am. The Nottingham Skylink service (24
hour operation every 30 minutes) was highlighted in the Department for Transport’s report “Putting
Passengers First” (December 2006), having taken an estimated 150,000 car trips oV the road. EMA invests
as much as £°m each year in local public transport links.

17. Similarly, Manchester Airport has subsidised early, late and weekend bus services to make them
accessible to shift workers as well as passengers, amounting to over £260,000 in 2005.

18. Manchester Airport has also invested over £60 million in its ground transport interchange, “The
Station”, opened in 2004. This brings together all bus, train and coach services together with bicycle
facilities. A third rail platform at the airport is due to open by the end of 2008 and we are optimistic that
the Metrolink light rail system will eventually be extended to Manchester Airport.

19. East Midlands’ new airport parkway rail station is due to open in December 2008, to coincide with
the publication of the new timetable. Bournemouth airport is 4–6 miles respectively from Christchurch and
Bournemouth Railway Stations, while Humberside airport is some three miles from Barnetby Station with
inter city connections via Doncaster.

Airports: accessibility for elderly and disabled people, quality of check-in procedures, airport facilities, security

Accessibility and facilities

20. All MAG airports have facilities for elderly and disabled people. These include:

— Minicom facilities, inductive couplers in payphones and enhanced announcements closed to the
induction loops (locations marked with an ear symbol) atManchester and EastMidlands Airport;

— Meet and Assist service at Manchester Airport—available to wheelchair users by prior
arrangement;

— Courtesy phones around Manchester airport to request assistance from airport staV;

— Assistance dogs welcome in all MAG terminal buildings; disabled access toilets in terminal
buildings;

— Special needs parking—designated parking bays close to the lifts (short stay car parks) or close to
shuttle bus stops (long stay car parks). East Midlands Airport has 10 help points located in the
short stay area, which are connected to our customer services staV and which may be used to call
for assistance. Passengers choosing to park in either the medium or long stay car parks can be
transferred free of charge to the terminal building.A robustmonitoring system in place at allMAG
airports tominimise abuse of the spaces by non disabled users and to ensure that we have adequate
provision; and

— “Talking timetables” for the blind are available for bus services from the Station at Manchester
Airport.

21. East Midlands Airport is due to open Passenger Assistance lounges during May 2007. There will be
an area in each departure lounge specifically equipped with seats with arm rests, hearing loop, a help line
connected to the Airport customer service assistants and a large clear faced clock and passenger flight
information. These areas will act as a meeting point between passengers who require assistance with
boarding the aircraft, and the airline handling agents.

22. Manchester Airport is also implementing its services for Passengers with Reduced Mobility (PRMs)
ahead of legislative requirements. As well as improved and more consistent service provision, we will be
investing in a reception point in each Terminal, which will assist with the coordination and assessment of
disabled customers and persons with reduced mobility.

Check-in

23. Although quality of check-in is primarily dependent on airline service, we recognise as part of the
Customer First focus that the check-in experience is hugely significant to passengers and their perception
of MAG airports. We conduct regular surveys at Manchester (and have just started measuring check-in
satisfaction at East Midlands) to monitor passenger satisfaction with the process, which is currently
scoring highly.

24. At Manchester, we are actively consulting our airline partners on the future of the whole check in
process, via a recently established group of airport and airline representatives. This group will consider the
changing needs of passengers and airline, for example, “twilight” and oV-site check-in. Its findings will feed
into the ongoingConstructive Engagement process with airlines, as we continue to consult on service quality
and future investment needs.

25. On a separate initiative, Manchester and EMA have introduced common user check-in kiosks. These
allow passengers travelling with any airline to by-pass the traditional check-in desks and check-in queues by
using the kiosks to check in and print their boarding cards, before dropping luggage oV at designated points.
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Security

26. The current security regime is having a huge impact on the passenger experience. Passenger numbers
have clearly been aVected by the heightened security regime, with domestic air travel being particularly
adversely aVected.

27. Despite MAG’s best eVorts, passengers remain confused about the current security regime and what
is allowed in cabin baggage. MAG has invested in high impact signage on the current restrictions across all
our airports and passengers are warned about the restrictions at check in and when joining the queues to
go airside. Yet passengers are continuing to bring outsize liquids in their hand luggage, which then has to
be confiscated by security staV.

28. By way of example, we estimate that, at current rates, we will confiscate around 671 tonnes of liquid
items atManchester Airport this year—nearly two tonnes per day. Passengers are becoming understandably
frustrated at the prospect of having to hand over high value items such as perfumes, to the extent that we
have been witnessing “X-ray rage”, leading to passengers being arrested, cautioned and fined.

29. As well as the continued passenger confusion, the passenger experience is being aVected by the delays
that the restrictions are bringing into the system. Security at Manchester is about one-third less productive
in terms of the numbers of passengers processed, and waiting times up from 10 to about 20 minutes.

30. We have recruited extra Security and Customer Services staV and deployed additional X-ray
machines to try and minimise the impact on the passenger experience, and we will be enlarging and
redesigning the security area (see above) at Manchester’s Terminal 1.

31. Whilst we are looking intomore technology trials, we are sceptical about proposals for liquids testing.
Manchester Airport conducted trials into liquids testing at the request of theDepartment for Transport and
found the process cumbersome, expensive (it would cost an estimated £331,000 to test 1% of liquids at
Manchester) and yet more confusing to passengers. Passengers were particularly frustrated when liquid
items had to be confiscated because of the test process, especially when they had properly followed the
requirements to bring items of less than 100 ml in separate clear plastic bags.

32. MAGbelieves that the current regime should be simplified and that liquids should either be permitted
or totally banned. The current partial ban is confusing for passengers and liquids testing would simply add
a further layer of complexity.

Baggage: rules for carry-on, excess baggage charges, lost and stolen baggage, ground handling arrangements

33. Prior to the events of 10 August 2006, rules for carry-on baggage were decided individually by airline.
Airports now have a role to play in ensuring that new DfT regulations limiting all passengers to one piece
of hand baggage each, and not exceeding 56 x 45 x 25cm. Customers are able to purchase duty free goods
once they have been processed through Outbound Control).

34. Issues relating to lost baggage and ground handling arrangements are very much up to the airlines,
which establish standards with their appointed service providers. Manchester Airport manages the
performance of on-site handling agents via the Ground Handling Licence, which sets minimum Safety and
Service Standards and which is subject to a formal Performance Review structure, to ensure we progress
and improve.

How airport charges are passed on, through the airlines, to passengers and whether the proposed EU Directive
(COM (2006) 820) will make the process clearer

35. The proposed EU Directive on airport charges aims to ensure that airlines are fairly treated by
airports when setting their fees and charges. MAG has no comment on how airport charges are passed on
to passengers through the airlines, but notes that there is no provision in the Directive for clarifying this
process.
36. MAG believes that correctly applied and targeted regulation can play a positive part in ensuring that
Europe’s airports are eYciently run. However we have a number of concerns about the proposed EU
Directive.

37. Our primary concern is the scope of the Directive. Airports become subject to the Directive once they
meet a one million passengers per annum threshold, which would mean that at least 20 airports in the UK
would be brought into the Directive if it applied today. The existing system for price control regulation in
the UK deals with 4 airports only. Two of those airports, Manchester and Stansted, are being currently
considered for “de-designation”, as recommended by the Transport Committee in its 13th report.

38. MAGbelieves that a “market power” test would bemore suitable for determining whether individual
airports should be subject to price controls. This would allow national regulators like the Civil Aviation
Authority to decide whether the airport in question is subject to eVective competition, rather than a crude
proxy based on passenger numbers.
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39. Second, the Directive requires a “cost-plus” calculation to be done to explain how charges are set.
This one-size-fits-all approach is inappropriate for airports like Manchester, where eVective competition
means that prices are set by the market. A less prescriptive approach would be for airports to explain the
basis of their charges.

40. The impact of the Directive will be to add a considerable and unnecessary and disproportionate
burden on airports across the UK.

41. MAG has made a number of representations to the EU institutions and elsewhere to seek
amendments to the proposed Directive.

March 2007

Memorandum submitted by the Manchester Airports Group (PEAT 26a)

Further to the questions raised at the evidence session on 9 May, I undertook to write to the Committee
with additional information concerning car parking revenues, I have also included the additional
information requested relating to retail revenue and the porportion of terminal space devoted to retail and
refreshments. However, I would like to stress that the following information is commercially confidential.

I can confirm that in 2005–06, car parking income for theManchester Airports Group (MAG) as a whole
was £45.1million, making up 11.7 per cent of our total revenue (385.2million). Total retail income forMAG
was £65.5 million, equating to 17 per cent of our total revenue.

The Committee also asked for additional information on the total proportion of terminal space at MAG
airports given to retail and refreshments and I can confirm that approximately 13 per cent of total terminal
space at MAG airports is devoted to retail and refreshments.

However, I would like to emphasise that the revenue from car parking is used alongwith other commercial
income from activities such as retail to enable us to keep our aeronautical charges low in the face of ever
increasing competition.

I would also like to take this opportunity to invite Transport Select Committee members to visit
Manchester Airport to observe our security operation and to see the impact the current regulations are
having on our operations first hand.

May 2007

Memorandum submitted by Transport for London (PEAT 27)

1. Summary

1.1 Transport for London (TfL) welcomes the opportunity to respond to the Transport Committee’s
inquiry into the passengers’ experience of air travel. TfL seeks to provide high quality public transport to
all London area airports, working with airport operators to serve passenger needs.

1.2 TfL seeks continued joint-working with London’s airport operators to achieve the aims of increased
public transport mode share, management of congestion on the networks around airports, and balanced
contributions towards airport travel requirements. Each of the TfL modes serves London’s airports
wherever feasible, including the Underground, Docklands Light Railway (DLR), rail, buses and taxis.

1.3 Heathrow and London City airports are located within the Greater London boundary, while
Stansted, Luton and Gatwick also provide air transport to/from London. TfL provides sustainable
transport options for passengers and staV to Heathrow and City airports within London, including
operational and infrastructure elements. TfL also provides connections to public transport services to
Gatwick, Stansted and Luton airports outside of London, which provide international links to the capital.

1.4 Whilst theMayor does not support an increase in airport capacity, it is a matter for the Government.
If expansion does take place then the Government and aviation sector would need to work to ensure that
policies and infrastructure are in place to limit the growth in travel to airports by car to the very minimum,
and to support the public transport infrastructure requirements needed to accommodate this new demand.

2. TfL Airports Strategy

2.1 The overarching policies for London’s airports are taken from the Mayor and his Spatial
Development Strategy, the London Plan. TfL does not have a specific policy on airport development as this
falls under the remit of theGovernment and theGreater LondonAuthority (GLA). TfL’s airports strategy is
concerned with surface access issues, ensuring that travel to and from airports is sustainable and that airport
transport needs are met alongside those of Londoners.
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2.2 The 2001 Mayor’s Transport Strategy outlined TfL’s commitment to providing eYcient and
sustainable public transport access to airports, and to working with airport operators to increase the
proportion of travel to airports by public transport. TfL is currently working with the GLA on the Further
Alterations to the London Plan, which will again include TfL’s role in providing surface access to airports.

2.3 TfL works with airport operators and other stakeholders regarding surface travel to airports,
including regular meetings with operators to understand air passenger and employee travel patterns and
modes of travel. This includes detailed infrastructure and operations-focussed works as well as strategic
input to surface access strategies. TfL would like to see an increasing proportion of travel to airports being
via public transport, encouraging airport operators to set stringent public transport mode share targets and
to contribute to public transport information and infrastructure for the benefit of airport passengers and
staV.

2.4 The forecasts in the Government’s Aviation White Paper envisage a substantial increase in air travel
demand at London’s airports. New runways at Stansted and Heathrow would increase passenger
throughput by about 100%32 through to 2030. Recent forecasts for passenger public transport mode shift
from 2003 to 2030 are relatively modest: from 35% to 40% at Heathrow and from 38% to 44% at Stansted.
Taking airport growth into consideration, additional runways would result in increases in passengers
travelling by car of about 55%33 at Heathrow and over 165%34 at Stansted. Given the existing capacity
constraints on road networks around the airports and the environmental impacts of extra car trips,
significant action will be needed to limit the increasing traYc congestion problems and provide suYcient
transport capacity. As per theWhite Paper, airport operators are expected to fund transport upgrades where
these are needed to cope with additional passengers travelling to and from expanded or growing airports.

3. Bus Links to Airports

3.1 TfL plans bus access to airports as an integral part of the network planning process. TfL’s success in
providing a network that reflects passenger needs is best measured in the fact that there has been almost a
40% rise in bus passenger journeys in London since TfL’s formation. This is unmatched anywhere else in
the country.

3.2 Close engagement with stakeholders is a key element of the network planning process, and in terms
of bus links to airports specifically, TfL liaises closely with airport operators (particularly BAA) and also
with relevant local authorities, Members of Parliament and London Assembly Members, London
Travelwatch and other public transport user groups. To illustrate, TfL recently commenced consultation
with a range of stakeholders on proposals for changes to bus services to serve Heathrow, Terminal 5.
Appendix 1 shows a service proposal setting out each of the proposed changes.

3.3 TfL believes that the provision of bus priority is essential in running reliable bus services. The need
for buses to run reliably is consistently a key concern raised by bus passengers and other stakeholders. TfL
considers that there is scope for an expansion of bus priority at Heathrow in particular, for example by
providing bus-only links in the airport road networks (as has been done at Gatwick), and would encourage
the airport authorities to consider this. TfL also believes that there is great value in placing bus stops and
bus stations as close as possible to passenger objectives, including passenger terminals and workplaces. In
doing so, any perceived ‘barriers’ to using public transport can be addressed.

3.4 Coach travel is also a significant mode for airport travel. Heathrow is a major gateway for incoming
tourists. According to BAAfigures, there are over 7,000 charter coaches permonth usingWest RampCoach
Park during peak periods (ie the summer months), although this only indicates the number of collections
by coach. The current fee for a coach operator to collect passengers at Heathrow is just over £21 per visit.
There may also be occasions when passengers must wait for their coach to be released from the coach park,
and this creates a negative impression of the coach operator in theminds of their passengers. This gives some
coach operators the impression that they do not receive value for money from the permit system, and that
coach passengers are treated less favourably than other visitors to the airport.

4. Taxi Services to Airports

4.1 TfL recognises that theremay be some confusion amongst the taxi trade and from passengers in terms
of the correct fare applicable to journeys made by taxi to areas outside the London boundary. In order to
resolve this confusion, TfLwould recommend the TfL Bill, shortly to be debated in theHouse of Commons,
be passed.

4.2 Clause 15 of the TfL Bill proposes an amendment to the London Cab and Stage Carriage Act 1907,
so that a passenger and taxi driver would either agree the fare for a journey to be made outside the London
boundary in advance, or revert to the fare as indicated on the taxi meter.

32 Based on Heathrow Draft Interim Master Plan (2005) and Stansted G2 Draft Surface Access Strategy (2007).
33 Based on CAA data 2003 mode split and Heathrow Draft Interim Master Plan (2005) forecasts.
34 Based on CAA data 2003 mode split and Stansted G2 Draft Surface Access Strategy (2007) forecasts.
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5. Rail Links to Airports

5.1 Rail links from London are provided to Heathrow, Gatwick, Luton and Stansted airports.

5.2 AtHeathrow, rail access is goodwith four dedicatedHeathrowExpress trains per hour, stopping only
at Paddington and Terminals 123 and Terminal 4. Heathrow Express is a premium fare service oVering
relatively high quality non-stop access between London and Heathrow. In addition, there are two trains per
hour on the localHeathrowConnect service, stopping at Paddington and intermediate stations toHeathrow
Terminal 123. The stations at Heathrow Airport are integral with the airport, and frequency, comfort,
journey time and capacity provided are generally good.

5.3 Proposals are being considered and developed for the Airtrack scheme, linking Terminal 5 with the
Reading—Waterloo route, just west of Staines. A semi-fast service to Waterloo at two trains per hour is
proposed. BAA has recently decided to take the scheme to a TransportWorks Act Inquiry. Crossrail would
provide a through service from Heathrow through Central London to Shenfield and Abbey Wood. This
service is to be introduced by 2016. Airtrack will improve links between rail and London Underground
services in London, while Crossrail will provide excellent access from Central London.

5.4 To Gatwick, rail access is provided by three train companies. The station at Gatwick Airport is
integral with the airport.

— Gatwick Express provides a high quality, non stop, four trains an hour premium fare service, on
which Oyster cards can now be bought.

— Southern train operating company provides a four trains per hour service with similar levels of
quality to Gatwick Express from Victoria stopping at Clapham Junction, East Croydon and
Redhill. Southern also provides a one train an hour stopping service from London Bridge.

— Thameslink provides a four trains per hour semi-fast service from Bedford calling at least at
Blackfriars and London Bridge.

5.5 TheDfTmay decide to rebalanceGatwick Express and longer distance Southern services on the route
to provide an overall increase in capacity. Implementation is subject to re-negotiation with the incumbent
train operators.

5.6 To Luton, Thameslink oVers a four trains per hour semi-fast service from Brighton, via Gatwick
Airport, Blackfriars, City Thameslink, Farringdon, St Pancras Midland Road to Luton Airport Parkway.
In addition there is a two trains per hour stopping service from Sutton. Midland Mainline oVer a one train
an hour non stop service from St Pancras. The Thameslink scheme is expected to increase the frequency and
length of Thameslink trains serving Luton Airport Parkway. Access to the airport from the rail station is
by means of a bus shuttle, taking around 10 minutes. The new Thameslink scheme will increase the number
and length of through services to the North of London, with the first stage proposed from 2011.

5.7 To Stansted, One Railway provides a four trains per hour, limited stop Stansted Express service from
Liverpool Street and stopping at TottenhamHale. The station is integral with the airport. Some trains stop
additionally at Harlow Town/Bishops Stortford. In addition there is currently one train an hour from
Stratford stopping at most stations to Stansted Airport. BAA is keen to provide the same frequency of
service but stopping intermediately only at Tottenham Hale. TfL has aspirations to improve the link
between Stratford and Tottenham Hale and therefore access to Stansted Airport. Access from Central
London is quite good with interchange at Liverpool Street at Tottenham Hale stations.

6. Underground Links to Airports

6.1 London Underground (LU) has provided a service to Heathrow Airport on the Piccadilly line since
1977, firstly to theCentral TerminalArea (Terminals 123) and then toTerminal 4 in 1986.Around 10million
journeys are made each year to and from the airport. This provides direct access between the airport and
central London, and connects it to the rest of Tube and transport network. The Tube is the cheapest way
fromHeathrow to central London—a single ticket currently costs £4 (cash) or £3.50 (Oyster pay as you go).
In the early mornings, evenings and at weekends the Oyster fare is even lower—only £2. There are trains
approximately every five minutes from approximately 0500 (0550 Sundays) to 2345 (2250 Sundays).

6.2 LU worked with BAA throughout the Public Inquiry into the new Terminal 5 development. As a
result, the Piccadilly line is currently being extended to T5 and the new T5 service will commence when the
terminal opens in 2008.

6.3 LUwill run a train service into the T5 station, whichwill be owned and operated byHeathrowAirport
Limited (HAL). Train services from London to Heathrow will be routed as follows: T5: London—Hatton
Cross—Terminals 123—Terminal 5—Terminal 123—Hatton Cross; T4: London—Hatton Cross—
Terminal 4—Terminals 123—Hatton Cross.
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7. Docklands Light Railway Links to Airports

7.1 The Docklands Light Railway (DLR) London City Airport (LCY) extension opened in December
2005. The 4.4km route runs fromCanning Town to King George V, NorthWoolwich. It serves a residential
population of approx 8,000 and provides the first dedicated rail link to Britain’s fastest growing airport.
LCY station has a direct link to the airport, with an information and ticket oYce located between the DLR
platforms and the airport entrance. The station has an additional entrance at ground level to serve the local
community.

7.2 Two of the main objectives of the extension were related to the airport itself. The first was to support
growing passenger demand, and the second was to address the lack of a dedicated public transport link; in
2000 over 75% of passengers arrived or departed by car or taxi. The remaining 25% used shuttle bus and
other means.

7.3 In its first year of operation 4.2 million passengers used the extension. Usage increased by 45% over
the first year, equating to an additional 3,150 passengers using the extension each day. The extension
operates from 05.30 until 00.30 Monday to Saturday and from 07.30 until 23.30 on Sundays, with a service
provided every 7–10 minutes. Average journey times from DLR stations (with an interchange at Poplar or
Canning Town as appropriate) are given in Appendix 2.

7.4 Compared to the car the extension has delivered a 37% improvement in journey times from Bank to
LCY and a 39% improvement from CanaryWharf. The extension has achieved one of the highest rail mode
shares at an airport in the UK. After one year of operation 49% of passengers use DLR to travel to and
fromLCY, increasing total public transport usage from31% in 2003 to 50% today. This target was originally
set for the first three years of operation.

7.5 The key contributing factors to the success of the route are:

— The design of LCY station, notably its close proximity to the airport terminal.

— The route alignment, which has resulted in quick and easy access between LCY and the key
destinations of Canary Wharf and the City.

The DLR extension met the aspiration of LCY to secure a fixed rail link direct to the airport. LCY was
strongly supportive of this project since its inception.

8. Integration

8.1 London’s Surface Transport, Underground, DLR and rail services to airports are integrated through
numerous interchange locations. Some of the key gateway termini supporting travel to airports are
Paddington, Liverpool Street, London Bridge, Victoria and King’s Cross St Pancras stations.
Improvements are planned or underway at a number of locations supporting airport travel, includingKing’s
Cross St Pancras, London Bridge and Victoria stations.

9. Conclusion

9.1 TfL is committed to providing eYcient and high quality public transport to London’s area airports.
TfL continues its eVorts with airport operators to plan and deliver projects to improve airport surface access
and increase public transport mode share by airport passengers and employees.

April 2007

APPENDIX 1

TfL LONDON BUSES

PROPOSED BUS SERVICES FOR HEATHROW TERMINAL 5

Introduction

Heathrow Terminal 5, a new terminal on the west side of the current airport, is due to open in March
2008. This document explains Transport for London’s proposals for serving Terminal 5 by bus. We would
like to hear your views on our proposals, please write back to us by 27 April 2007.

Background

Heathrow Airport is well served by the London Bus Network. It is also the busiest transport interchange
in the UK. London Buses routes to and from Heathrow serve areas within Greater London including
Harrow, Uxbridge, Southall, Hayes, Harlington, Hounslow, Richmond, Kingston and Croydon.

— London Buses day time routes—105, 111, 140, 285, 435, A10, H23, U3, X26.

— London Buses night time routes—105, 140, 285, N9.
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— London Buses routes serving Hatton Cross and airport perimeter roads—81, 90, 490, 203, H25,
H26.

— Other bus services run to and from Surrey, Slough, Buckinghamshire and Hertfordshire, and long
distance coaches to and from many parts of Britain.

— Train services: Underground from Central London (will serve all Terminals); Heathrow Express
from London Paddington (will serve Terminals 1,2,3 and Terminal 5.); Heathrow Connect from
London Paddington, Ealing Broadway and local stations via Hayes & Harlington (will serve
Terminals 1,2,3 and Terminal 4).

Forecast demand

Terminal 5 is one of the biggest transport projects in the UK. It will have the capacity to serve around 30
million passengers a year, meaning that the whole airport will be able to serve around 90 million. It is
expected that 50% of surface journeys to Terminal 5 will be made by public transport.

The likely demand for bus services has been forecast by Transport for London using data from a number
of sources, including data onHeathrow public transport usage provided by BAA. The BAAdata shows that
77% of airport staV travel to and from work by car while 17% use public transport, of whom 65% travel by
bus and coach.

It is forecast that over 6,000 bus trips per day will be made to and from Terminal 5, about half of them
by staV, and about half by airline passengers. As the busiest point on most current London Buses services
to Heathrow is elsewhere on the route, existing services currently have spare capacity at Heathrow to
accommodate some growth.

The indirect road link between Heathrow Terminals 1,2,3 and Terminal 5 means that it is impractical for
bus services to serve one site and then the other—journey times for through passengers would be
unattractive. Therefore we are proposing that bus services will serve one of the two terminals, with the
exception of route N9 which would serve both. There will be a fast and frequent train service between the
two sites.

Infrastructure and Bus Priority

Terminal 5 will have a public transport interchange provided by BAA. This will accommodate bus, coach
and train services. London Buses is in discussion with BAA about the design of the interchange.

A bus only linkwill be provided between theWestern Perimeter Road andBathRoad at LongfordCircus.
The Western/Southern Perimeter Road will be reserved for local traYc, reducing the chances of delays to
buses from general traYc.

Proposed Changes to Bus Services

We are proposing to improve or completely replace five bus routes to provide for the new demand to
Terminal 5. The routes are:

435 Southall—Heathrow Cargo Terminal—to be replaced by new route 482.

490 Richmond—Hatton Cross.

H23 Hounslow—Heathrow Cargo Terminal.

H50 Hayes—West Drayton—to be replaced by new route 350.

N9 Aldwych—Heathrow Terminals 1, 2, 3.

Route 435

Route 435 runs from Southall Town Hall via South Road, Western Road, Southall Lane, Bath Road,
Harlington Corner, the Eastern Perimeter Road, Hatton Cross and Terminal 4 to Heathrow Cargo Area.
It runs every 30 minutes seven days a week.

To improve links from Heston and the west side of Hounslow to the Heathrow area, we are proposing
to replace route 435 with new route 482. This would run between Southall, HounslowWest, Hatton Cross,
Terminal 4, theCargoArea andTerminal 5. Route 482would follow the same route as the 435 fromSouthall
as far as Western Road, but would then run as route H32 along Convent Way, North Hyde Lane, and
Vicarage FarmRoad toHounslowWest Station. It would then run via BathRoad, Great SouthWest Road,
Hatton Cross Station and the Southern Perimeter Road to Terminal 4, the Cargo Area and Terminal 5.
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The frequency would be every 20 minutes during the day time on Mondays to Saturdays, and every half
hour on Sundays and all evenings. Double deck buses would be used.

Route 490

Route 490 runs between Richmond, Twickenham, Feltham and Hatton Cross. The frequency is every 12
minutes during the daytime on Mondays to Saturdays, and every 20 minutes during evenings and on
Sundays, using single deck buses.

We are proposing to extend the 490 from Hatton Cross via the Southern Perimeter Road to Terminal 4,
the Cargo Area and Terminal 5. We also propose to re-route it to serve Feltham Station forecourt. Route
490 would therefore provide a direct link from Richmond, Twickenham and Feltham to Heathrow Cargo
Area and Terminals 4 and 5. The service would continue to run at existing frequencies.

Route H23

Route H23 runs from Hounslow Bus Station via Beavers Farm, Hatton Cross and Terminal 4 to
Heathrow Cargo Area. The frequency is every 20 minutes during the daytime on Mondays to Saturdays,
and every 30 minutes during evenings and Sundays. Single deck buses are used.

To provide new links between south west Hounslow, the Bath Road and Terminal 5 we are proposing to
re-route the H23 at Hatton Cross to run along the Eastern Perimeter Road and Bath Road to Harlington
Corner, then along the Bath Road and Western Perimeter Road to Terminal 5. Some existing passengers
would have to change buses at Hatton Cross, but this would be outweighed by the benefits to new
passengers. Single deck buses will still be used. The service would continue to run at existing frequencies.

Route H50

Route H50 runs between Hayes & Harlington Station, Stockley Park and West Drayton Station. It runs
every 15 minutes between about 0600 and 2000 Mondays to Fridays, using double deck buses.

To provide new links from the Hayes, West Drayton and Harmondsworth areas to Terminal 5 we are
proposing to replace routeH50with new route 350. Thiswould follow the same route as theH50 fromHayes
& Harlington to West Drayton, then along Station Road, Harmondsworth Road and Holloway Lane to
Harmondsworth, then via Hatch Lane, Bath Road, Longford Circus and the Western Perimeter Road to
Terminal 5.

The days and hours of operation would also be extended, so that route 350 would run from about 0400
to 0030 seven days a week. It would be increased in frequency to run every 12 minutes during the daytime
on Mondays to Saturdays, and every 20 minutes during the evenings and on Sundays. It would use single
deck buses, with one double deck journey from Hayes & Harlington to West Drayton in the morning and
one the opposite way in the evening to meet demand at the busiest times.

Night Bus Route N9

Night bus route N9 runs every 20 minutes from Aldwych via Hammersmith, Chiswick, Brentford and
Hounslow to Heathrow Terminals 1, 2, 3 seven days a week. Extra journeys run between Aldwych and
Hounslow at weekends.

We are proposing to extend route N9 from Heathrow Terminals 1, 2, 3 via the Western Perimeter Road
to Terminal 5. This will provide a night time bus link to and from Central London, and interchange with
other 24 hour bus services at Heathrow Terminals 1, 2, 3. Route N9 would continue to run every 20 minutes
to and from Heathrow.

Proposed Hours of Operation

To accommodate shift patterns at Heathrow, and to allow for early flight check-ins, it is proposed that
all four daytime bus services to Terminal 5 would run from about 0400–0030 seven days a week.

Proposed Date of Introduction

All the proposed changes would take place from 30 March 2008, the opening date of Terminal 5.
Discussions have taken place about the need for public bus services to and from the site before the opening
of the terminal, but BAA will be making alternative provision for this.
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Review of Other Services in the Heathrow Area

As part of our planning work, all bus services in the Heathrow area have been reviewed. As mentioned
above, on many services to Heathrow the busiest point is elsewhere on the route. This means that there is
spare capacity on the Heathrow part of these services which can accommodate growth in usage without a
need for a frequency increase at this stage. However all services will be kept under review as usage develops.

Please write back to us with your views on our proposals by 27 April 2007.

Consultation No: 07028

28 February 2007

APPENDIX 2

DOCKLANDS LIGHT RAILWAY

AVERAGE JOURNEY TIMES TO LONDON CITY AIRPORT

To/From West Silvertown Pontoon Dock London City Airport King George V

Canning Town 3 minutes 4 minutes 6 minutes 7 minutes
Canary Wharf 11 minutes 12 minutes 14 minutes 15 minutes
Bank 19 minutes 20 minutes 22 minutes 23 minutes
Stratford 18 minutes 19 minutes 21 minutes 22 minutes

March 2007

Supplementary memoranda submitted by Transport for London (27a)

At the Transport Select Committee meeting yesterday, I was requested to provide more information with
regard to the Airtrack scheme and specifically in relation to powers theMayormay be granted over national
rail services outside the Greater London Authority boundary. I am pleased to do so below.

TfL is supportive of the principles of the Airtrack project and recognises the benefits that would be
delivered by having a rail link from south west London, to the airport, for air passengers and employees.
TfL is a member of the Airtrack Forum which is supporting the development of the link.

TfL’s understanding of the proposed train service is that it will involve 2 semi fast trains to each of London
Waterloo, Guildford and Reading, making a total of 6 to the airport station. TfL will continue to work with
Airtrack’s sponsors to implement a valuable project that delivers major improvements to access to
Heathrow and addresses the issue of long term demand growth on the Reading and Windsor Lines. TfL
continues to regard it as important that Airtrack has no adverse impacts on performance, as this could
undermine the value of the railway for all its customers and encourage travel by other modes. TfL welcomes
the work completed to date on the performance impacts of Airtrack and looks forward to receiving details
of the latest assessment being undertaken by Network Rail.

There has been a consultation within the last year on an extension to the Mayor’s powers, specifically in
relation to his ability to fund increments or decrements on national rail services to their natural inner
suburban terminating point (which does not align in all cases with the GLA boundary). The Airtrack
proposal was not included in the consultation and, given the ownership of the infrastructure is likely to be
outside Network Rail’s ownership, TfL cannot comment on this. The London guidance powers resulting
from the Railways Act 2005 do not allow TfL to take control of any routes, merely to negotiate service
increments and decrements with relevant train operators subject to agreement or consultation with local
authorities and approval by the Secretary of State where appropriate.

Whilst discussions have been taking place about an extension to the Mayor’s powers, as outlined above,
no decision has been taken nor announcement made. TfL has been fully consulted and involved with the
DfT’s proposals and is given to understand that the DfT is minded to announce the exact extent of these
powers in the near future.

1 Taxis: Clause 15, Transport for London Bill

1.1 Currently there is a widely held misconception in the taxi industry that if a journey ends outside
London then the driver is entitled to agree a price with the passenger that is not related to the metered fare
and which may be greater than the metered fare would be for that journey. This is not currently legally
correct but TfL believes that it is appropriate to change the law to allow for this to happen in a lawful
manner.



3696791029 Page Type [O] 24-07-07 00:02:19 Pag Table: COENEW PPSysB Unit: PAG1

Transport Committee: Evidence Ev 181

1.2 Clause 15 of the Transport for London Bill will introduce a regime whereby the driver and passenger
may, in relation to a journey that is going to end outside Greater London, agree a negotiated fare at the
commencement of the journey but, in the absence of such an agreement, the fare payable is that on the
taximeter. Clause 15 also provides that demanding more or taking more than the proper fare in such cases
is a summary oVence punishable by a fine not exceeding level 3 on the standard scale. This is the same as
the penalty that already applies in cases of demanding more than the proper fare for other journeys.

1.3 Currently it is also believed that if a driver and passenger could not agree a fare before the start of
the journey the driver could refuse to carry the passenger. TfL’s legal advice however suggests that the ability
to refuse to carry such a passenger only applies if the journey is likely to last longer than one hour. Clause
15 is not intended to have any impact on this question of whether or not journeys of less than an hour are
compellable outside London and this is a matter that may need to be settled by the Courts.

1.4 If the Bill is passed, TfL would publicise the amendment by circulating appropriate notices to the taxi
trade, and also by publishing these notices in the trade press. The amendment would also feature in
information leaflets produced on taxi services, and a notice would appear on the fare chart in every taxi.
We would also endeavour to include relevant information in BAA leaflets and on information boards at
Heathrow.

1.5 Under the Bill, if a journey by taxi was to be made outside of the GLA boundary, the driver would
be required tomake it clear before the journey commences that (a) the destination is outsideGreater London
and (b) the driver wishes to charge a fare above themeter. If the driver fails to do this, the fare cannot exceed
the metered fare. The taxi licensing area is the Metropolitan Police District (MPD) plus the City. Before
2000, the MPD extended outside the London Boroughs (in particular, in areas like Spelthorne close to
Heathrow) however the GLA Act made the MPD co-terminous with the London Boroughs.

1.6 The Bill proposals would relate to all journeys from London to destinations outside the GLA
boundary, although TfL is aware that the issues which the Bill seeks to resolve are most prevalent at
Heathrow.

2 TfL’s review of theMetropolitan Standards of Fitness

2.1 We believe the Committee is referring to TfL’s Conditions of Fitness, which are intended to ensure
that all taxis operating in London are safe and fit for purpose.

2.2 A comprehensive review of the Conditions of Fitness was finalised in December 2005. A copy of the
Conditions is attached and is available for download on the TfL website using this link:
www.tfl.gov.uk/businessandpartners/taxisandprivatehire/1390.aspx

2.3 No further full review of the Conditions is planned, although incremental changes (such as TfL’s
current programme of emissions improvements) will continue to be applied.

2.3 Meter standards and regulations have been reviewed in the last year and changes made to bring them
into line with new European regulations.

3 Airtrack proposal to London Heathrow Airport

3.1 This has been supplied separately to the Committee. A copy is attached for completeness35.

4 TfL’s Park and Ride Policy

4.1 This is attached as requested.36

June 2007

35 Printed as opening five paragraphs.
36 Not printed.
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Memorandum submitted by the Disabled Persons Transport Advisory Committee (DPTAC) (PEAT 28)

Introduction

1. The Disabled Persons Transport Advisory Committee (DPTAC) is pleased to have the opportunity to
submit a memorandum and give oral evidence to the House of Commons Select Committee on Transport’s
investigation of “Passengers’ experience of air travel”.

2. This response was written before the Department for Transport issued its consultation document
Enforcement of Regulation (EC) No 1107/2006 concerning the rights of disabled persons and persons with
reduced mobility when travelling by air on 2 April 2007.

3. The Transport Act 1985 established DPTAC to adviseMinisters on disabled people’s transport needs.
We aim to ensure that disabled people can travel where everyone else goes, with the same quality of travel
experience, at no greater cost, and encountering no additional barriers. We want to ensure that significant
changes occur to transport before 2020. DPTAC has identified four overarching principles on which to base
its advice. These are that

— Public investment can only take place if those who provide and spend themoney take into account
the accessibility of disabled people.

— Those who provide transport services will make accessibility for disabled people part of the main
stream of their activity.

— Those who provide transport services will fully and meaningfully involve disabled users and non-
users in determining the accessibility of transport services.

— Those who provide transport services are responsible for accessibility for disabled people.

4. Inaccessible transportmeans that disabled people are less able to secure and retain employment, obtain
medical treatment, enjoy a full social life, or travel with whom they want, where they want and when they
want. Compared to others, disabled travellers may need to plan further ahead, pay more to travel,
experience embarrassment and stigmatisation when they do so, and find themselves more tired at the end
of a journey. This will have a significant eVect on their preparedness to travel in future.

5. The Transport Committee has noted that air passenger travel has increased one hundred fold since
1950 and poses the question: Is quality keeping pace with quantity? DPTAC will address this question with
regard to the travel experience of disabled people.

The Policy Framework

The voluntary air access code

6. SinceMarch 2003 theUKaviation industry has been encouraged to follow a voluntaryCode published
by the Department for Transport:Access to Air Travel for Disabled People—Code of Practice. The Code set
out benchmarks of good practice for all involved in the aviation industry, from travel agents and tour
operators to airlines, airports, ground handlers and designers. It defines minimum standards that the
aviation industry should provide, and encourages them to provide higher levels of service. All UK airlines
are thought to be implementing the Code, though there exists no definitive list of those who have made this
commitment.

7. In parallel to the DfT Code of Practice, DPTAC producedAccess to Air Travel: Guidance for Disabled
and Less Mobile Passengers, which set out practical advice to disabled people travelling by air. One of the
mainmessages of our guide was that disabled travellers should tell service providers in advance if theymight
need assistance, as this would help airlines and airports to provide the required service.

The Access To Air Travel For Disabled People: 2005 Monitoring Study

8. In 2006 the Department for Transport published Access to Air Travel for Disabled People: 2005
Monitoring Study, which assessed theUKaviation industry’s compliance with the Code, following an earlier
survey in 2004. It showed limited improvement between 2004 and 2005, with evidence of some good
provision, as well as many failings, both at airports and in information (which are already covered by the
DDA) and on board (which is not). While the headline picture of this report is one of slow improvement,
we will refer to this research in detail throughout this memorandum and demonstrate how areas where
improvements are needed show the continued inaccessibility of services to some disabled people in respect
of some air services.
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The European Union Regulation concerning the rights of persons with reduced mobility when travelling by air

9. This 2006 Regulation will give rights to disabled air passengers who give 48 hours notice of their
assistance needs to carriers or tour operators. It sets out clear responsibilities for airport and flight operators,
with a penalty regime if service standards are notmet. The Regulation comes into force in two stages. Article
3 (prohibiting an air carrier, its agent or a tour operator from refusing a booking or an airline from carrying
a passenger on grounds of disability or reduced mobility except on safety grounds) and Article 4 (setting out
the information to be provided) come into eVect on 26 July 2007. The balance of the Regulation (covering
the rights of assistance at airports, training and compensation for loss or damage to mobility equipment)
comes into eVect 12 months later on 26 July 2008.

10. Enforcement will be a matter for member states, and we expect the government to consult soon on
this, notably in respect of enforcement regulations; sanctions and an appointed body to handle complaints.
The Department for Transport, the aviation industry and DPTAC will work together to revise the Air
Access Code to bring it into line with these new roles and responsibilities.

The transport exemption

11. The Disability Discrimination Act (DDA) 1995 gave disabled people in the UK redress in respect of
discrimination in the provision of goods and services. However this domestic legislation specifically
excluded air transport (and shipping). The government took powers in theDDA 2005 to lift that exemption.
Ministers havemade it clear, however, that they would make a decision on the use of these powers in respect
of aviation in the light of the Monitoring Study referred to above. Ministers also wished to consider the
extent to which the European Parliament regulation covers these issues. The notes to the Department for
Transport’s 4 August 2006 press notice announcing the research suggest that the Department is not minded
to lift the exemption, stating “this report suggests that there is not a strong need for UK regulation in addition
to the proposed European regulation, concerning the rights of disabled people when travelling by air.”However
we believe that Ministers are considering this further, and would remind the Committee of the words of
former Minister Mr McNulty to the Joint Committee on the Draft Disability Discrimination Bill on 31
March 2004 “We have said very, very clearly, if it does not work we will legislate.”

12. On 15 February 2007, DPTAC responded to the Monitoring Study, recommending that the
exemption should be lifted in respect of air travel. We stated that “some areas of serious failings by flight
operators found by this research would be made unlawful if disabled people’s rights were to be extended as we
propose. It would also send a clear message to the aviation industry that gratuitous discrimination against
disabled people is not to be tolerated. This has been the case since 4 December for land based transport, and
our own research included a similar recommendation for maritime transport.”

Other regulations and rules

13. Other operational documentation has influenced the treatment of disabled people. These include
health and safety guidance and, notably, JAR-OPS, the technical terms for the European Commercial
Operator Requirements. These set out principles for the number of carriage of passengers needing special
assistance who can be safely carried on a single flight, and has been interpreted in varying ways.

14. JAR-OPS were a factor in a well publicised case in which a group of people with hearing impairments
were turned oV a flight in October 2005. In such cases, we feel that the risk of carrying groups of deaf
passengers is no greater than that of carrying a group of people who do not speak English or other languages
spoken by cabin staV, but who are apparently carried without diYculty.

15. A working group of the European Civil Aviation Conference is currently revising this JAR-OPS
guidance. The aim is to bring about a more consistent interpretation and to ensure that a proper risk
assessment is made of individual passengers, rather than a blanket assumption that all disabled passengers
are a safety risk.

16. Other relevant sources of guidance and regulation include rule makings to extendUS laws onmatters
such as the carriage of assistance animals to non-US airlines, and, in the same context, the Pet Travel Scheme
of the Department for Food and Rural AVairs which regulates the carriage of assistance dogs.

The interaction between the Part 3 Exemption and the EU Regulation

17. It has been argued that the EU Regulation goes such a long way towards having the eVect of lifting
Part 3, that there is now no point in lifting Part 3 of the Disability Discrimination Act 1995 from aviation
services. DPTAC considers that the lifting remains necessary on the grounds that:

— The EU Regulation will not fully protect disabled people who, for whatever reason, do not give
notice of their intention to travel.

— The EU Regulation may not protect all those covered by the definition of disability in the
Disability Discrimination Act (as amended).
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— To do so would provide consistency with the unequivocal recommendation toMinisters from our
own research that the exemption from Part 3 should be lifted for maritime services.

— There is a moral case for the government to meet the human rights of disabled people. Indeed this
was its own justification for lifting the Part 3 exemption from land based transport.

— A full regulatory impact assessment would be produced to accompany regulations, which would
also be subject to public consultation.

— There would be a lead-in period to give air transport service providers time to amend their services
in advance of regulations coming into force.

— There are benefits in a level playing field for operators to compete on, across allmodes of transport,
and for disabled people to know what level of service they can expect.

— The Disability Rights Commission (or its successor, the Commission for Equality and Human
Rights, which will take over the DRC’s functions from 1 October 2007) would, at the request of
the Secretary of State, amend its Code of Practice to reflect the change.

The travel experience of disabled people

18. Air travel continued to be an area inwhichDPTAChas received a high number of complaints, though
we are not a complaint handing body and cannot quantify this trend. The Disability Rights Commission
has also reported that a third of calls received on its helpline about transport concerned air travel. A good
example which is in the public domain is that of Mr Ross, who successfully challenged in court an £18
wheelchair handling charge imposed by Ryanair. When the Court of Appeal judgement was made in
October 2005 BertMassie, Chair of theDisability Rights Commssion said “It beggars belief that a company
with £165 million annual profits last year should quibble over meeting the cost of providing disabled people
with a wheelchair. Perhaps before counting their pennies, Ryanair should have considered the cost to their
reputation and the distress caused to disabled people, by acting in such a discriminatory way.”

Obtaining information and booking tickets

19. The Monitoring Study showed that, while large print information and illustrated information was
often available in advance, relatively little information has been available in advance in alternative formats
such as audiotape and Braille. Indeed the number of people asked if they had particular communication
needs had fallen. The study also showed that the availability of accessible website information had improved
slightly over the period. However, we continue to receive reports that disabled people are asked to book by
telephone, and are therefore not able to avail themselves of the discounts available for on line booking. Since
booking procedures are already covered by Part 3 of the DDA 1995, this would be a breach of the Act. The
Monitoring Study also revealed up a lack of textphone services. Of course this inaccessibility of information
also extends to information about then environmental implications of flying as opposed to other means
of travel.

20. Disabled people reported that the system to obtain assistance was often confusing or complex. The
Monitoring Study also found that few disabled passengers received confirmation that their request for
assistance had been dealt with, as the Code suggests. Some airlines failed to follow the Code’s
recommendation to permit disabled passengers to pre-book seats and few of them complied with the Code’s
recommendation to provide an additional seat for an escort or if the person required an additional seat
because of their disability, at a discount on the full fare. Interviews indicated that some airlines lacked any
clear policy on determining self-suYciency or which passengers need to travel with an escort.

Travel to and from airports

21. In previous evidence to the Transport Committee we have pointed to failings in the provision of
transport onmodes that disabled people are likely to use in getting to and from airports, such as taxis, buses,
and trains. Much of this failure relates to the long time that remains before all vehicles will be required to
comply with vehicle accessibility regulations (which in the case of taxis have not even been introduced). We
will not repeat that evidence here.

22. The Monitoring Study showed an improvement in the provision of dedicated parking spaces for
disabled people. Accessible ticket machines have proved more problematical, with some service providers
relying on CCTV to allow them to identify and assist customers.

23. Levels of compliance with the Code’s provisions for taxis and for car hire were already high in 2004,
but the 2005 Monitoring Report showed relatively little improvement. As far as buses and coaches were
concerned, the Monitoring Report showed a mismatch between how well operators thought they were
doing, and what was shown by audits of bus stops, information and help points. Pedestrian access had also
improved relatively little, with improvements planned but not realised.
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Checking in and facilities at airports

24. The Monitoring Study showed that assistance to people with sensory and mobility impairments in
the airport had been fairly good in 2004 and 2005. Where support had not been funded from the point of
arrival, one operator had stated that it had not received any complaints from people struggling to get to the
terminal. This should be considered in the light of the secondary analysis of disabled people’s experience of
land based travel carried out by Leeds University in 2006 which showed that many disabled people do not
complain about poor travel support because they do not believe complaining will be eVective.

25. Seat allocation proved to be a particularly troublesome issue—many passengers reported that staV
did not discuss with them themost accessible seats and theMonitoring Study reported the reception by some
airlines that “all the seats were the same”.DPTAC is concerned that this could be more of a problem in the
future, as passengers are increasingly likely to book specific seats on-line, leaving less flexibility for disabled
people seeking a seat allocation at the airport. The Monitoring Study identified a range of charging policies
for seats for assistance dogs.

26. We have anecdotal evidence that breakdowns in service may be particularly likely to happen with
passengers disembarking from planes at airports, particularly where more people with reduced mobility
require assistance than can be provided on one trip by the service provider.

27. The Monitoring Study showed that signage at some airports still needed improvement. The Code’s
recommendations for check in facilities had not been fully implemented, particularly for people with
ambulant mobility diYculties. In this, as in so many other areas, airport and airline operators displayed
great and perhaps unrealistic faith that their floor staV would be able to spot disabled people encountering
diYculties.

28. We are not convinced that this would necessarily be the case in two specific areas. One is people with
learning diYculties, for whom complex and sometimes quickly changing advice needs to bemade accessible.
Another is that of people with hearing impairments, who may be reluctant to leave a long queue to find a
staV member to ask for information that has been transmitted verbally.

29. The monitoring study showed that there had been no significant increase in the relatively low
proportion of disabled people who are asked at check in if they require assistance.

30. From check in onwards theMonitoring Study showed higher levels of support for those withmobility
than with sensory disabilities, some progress with reserved seating areas, and a mixed picture on the
accessibility of features such as public telephones and toilets.

Security

31. Security has been a high profile issue over the past year with changes to procedures and guidance. In
August 2006 the Department for Transport asked us to suggest changes to the rules that they had set up for
the aviation industry on security measures in the light of terrorism alerts.

32. We noted that safe and secure flying was vitally important to disabled people, who would want to do
everything that they could to ensure that risks were minimised for all travellers. However we felt that it
continued to be appropriate for the industry and regulatory bodies to make special provision for the needs
of disabled people, and to inform them clearly of these arrangements by providing information in advance,
at airports and on board in ways that were accessible to all disabled people.

33. We considered it to be appropriate for passengers with disabilities to be able to carry on to planes
mobility and communication aids which they required in the departure airport, on the flight, or at their
destination.We consideredwhether it would be helpful to disabled people and security staV for us to identify
a list of such items. We decided not to do so, because of the risk that any item omitted from the list would
be deemed not permitted, and because new items were continually being developed.

34. We took the view that medication and other treatments in liquid form which passengers with
disabilities required in the departure airport, on the flight or at their destination, should be permitted, as
long as the disabled person could justify their need. We took the view that if a disabled person needed to
take liquids on a plane, but the immediate need for them was unlikely to be apparent, the person might find
it helpful to obtain an appropriate verification letter.

35. We also considered whether to specify a means of certification such as a prescription or a letter from
a GP or specialist clinician. We recommend against such a specification for several reasons. Some of the
suggested itemswere notmedications and so such verificationwould not be appropriate. Furthermore, some
professionals would be likely to charge for such verification, and a disabled person who omitted to obtain
such verification for whatever reason (including cost) could be put at risk.

36. We wished to include items of equipment and medicines which were not required during the journey,
but from which disabled passengers would be extremely reluctant to be parted (such as control boxes of
wheelchairs). This could be because they feared that either the items could be damaged in the hold, or that,
if their luggage were to be lost, they would be put to great inconvenience and possible health risk if they had
to cope without the item at the other end. This remains a particularly important issue as many disabled
people find it diYcult or impossible to secure aVordable travel insurance for medication and equipment.
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37. We were particularly concerned that, even after the government had issues revised advice, some
operators continued to exercise a range of restrictions which varied from this advice. People with disabilities
continued to encounter diYculties establishing what they were and were not permitted to carry on planes,
and what information did exist was not always accessible to them.

Baggage and ground handling

38. TheMonitoring Study showed that assistance provision had not undergone much change since 2004.
One justification for this was that airlines and airport operators claimed to be awaiting the outcome of the
EC regulation concerning the rights of persons with reduced mobility when travelling by air. No changes
were reported in the loading of wheelchairs or their protection during transit. This has proved to be a notable
concern of disabled people, including Whizz-KIdz, which represents children who use mobility aids such as
wheelchairs. Airlines have expressed concern about passengers under-insuring such items, in part because
of the problems we have identified above on insurance.

39. Some disabled and older people have expressed concern at the fact that some carriers are increasing
their baggage charges and reducing allowances, particularly for more than one item,. This received media
attention in February 2007 when British Airways changed its policy, but it had already been a trend. British
Airways has stated that it will not discriminate against passengers who cannot comfortably carry a 23 kg
bag, and where it is clear that a passenger cannot manage one bag, would let them check in an additional
bag (or more) within the total weight limit. We commend this practice to other carriers.

Boarding

40. The Monitoring Report suggested relatively high levels of satisfaction with the boarding process,
although almost half had not been told what that process was. However when this process does go wrong
it can be a source of considerable distress and embarrassment to disabled people and this may well be why
it figures highly in the complaints that we receive.

Facilities on the aircraft

41. TheMonitoring Study found that certain aspects of assistance the Code recommended in-flight, such
as assisting a disabled passenger move to the toilet facility or helping passengers with cutting food, were not
always provided by airlines. The airlines that failed to provide this assistance cited health and safety reasons
for not helping a passenger use an on-board wheelchair or felt the passenger should be able to cut their own
food under self-suYciency criteria.

42. Some airlines did and others did not provide an on-board wheelchair that could be used to assist
passengers to and from the toilet. DPTAC is developing a specification for such a toilet and for such a
wheelchair, though it may be some while before these are widely available.

43. The Code recommended that information be made available in alternative media for disabled
passengers on board aircraft. The monitoring study found that this is still lacking. This is a particular
concern for safety information. Whilst some airlines provided Braille versions of safety instructions, most
people with a sight impairment do not read Braille. Large print versions were not usually available.
Passengers with a hearing impairment indicated that sub-titles were not always available on safety videos.
There is also no evidence that safety cards which are pictorial have been piloted or tested with people with
learning disabilities.

Complaints procedures

44. The Monitoring Study did not cover this topic, but the number of complaints received by DPTAC
and the Disability Rights Commission suggests that significant numbers of disabled people may still be
dissatisfied with the complaints procedures currently in operation.

DiVerence between travel with budget airlines and standard carriers

45. DPTAC and the DRC both receive complaints every month from disabled people about access to air
travel. These cover both large and budget operators and concern facilities on the plane and at the airport.
Many areas of concern are common to the standard and the budget operators. Where a particular service,
such as in-flight entertainment, is not provided by a no-frills operator to any passengers, then DPTAC does
not consider this to be discriminatory to disabled people,. However the inability to provide a seat booking
service by some no-frills operators, or the use of inflexible and outdated quota systems (such as the Ryanair
policy criticised by the Disability Rights Commission in October 2005) can and do have discriminatory
consequences for disabled people.
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46. The Air Access Code sets minimum standards that airlines of any size should provide but encourages
them to provide higher levels of service and facilities. At present, it is a voluntary code for UK companies
and so does not apply to non-UK airlines, including many low cost airlines.

47. The government plans to revise the Air Access Code in the light of its research and European
legislation. We look forward to working with them on that, and we hope that the revised code will be
adopted by all flight operators, including low cost airlines.

Conclusion

48. DPTAC’s principal concern is to ensure accessibility for disabled people. By this we mean inclusive
transport systems and built environments that are easy to reach, use and understand by all, in safety and
comfort.

49. DPTAC is aware that large number of disabled people continue to enjoy a high standard of service
from airlines every day, and that a number of airlines and airport operators have invested considerable
resources and commitment to build expertise, knowledge and experience.

50. However we are also aware of airlines that use the lack of any enforceable regulations to continue
discriminatory practices. Unfortunately this has resulted in many disabled people experiencing discomfort,
humiliation, loss of dignity, inconvenience, limited mobility and social interaction as well as in some cases
serious injury when trying to travel by air.

51. We wish to see the EU Regulation, the lifting of the Part 3 exemption and a revised Air Access Code
used together to set a clear level of service for disabled flyers, alongside the allocation of resources and
training to provide that service. We wish to see disabled people given no less and no more opportunity to
fly as others.

Neil Betteridge
Chair

April 2007

Memorandum submitted by Flybe (PEAT 29)

1. Introduction

Flybe welcomes the opportunity to submit a response to the Transport Select Committee inquiry into
Passengers’ Experiences of Air Travel.

Flybe is one the leading low cost airlines in the UK and Europe’s largest regional airline. Following the
completed acquisition of BA Connect, announced on 5 March 2007, Flybe will operate 152 routes from 22
UK and 34 European airports with passenger numbers expected to double to 10 million by the end of 2008.

Based inExeter, Flybe began life in 1979 as Jersey EuropeanAirways, later British European. Relaunched
as a low cost brand in July 2002, Flybe has become one of the UKs most innovative regional low cost
carriers.

The Flybe business model is focused on providing low cost point-to-point air travel between Britain’s
regions, with more than 70% of routes operating between UK domestic airports.

Flybe is a low cost airline proudly serving the regions of the UK. We are maintaining and expanding the
domestic air network to connect Britain’s regions, and reduce the dependence on London as the dominant
transport hub for domestic and European links.

Flybe contributes to the regeneration of the UK regions by removing the discrimination faced by
transport-disadvantaged regions such as the South and SouthWest, East Anglia, the north of Scotland and
Northern Ireland, facilitating point to point travel that alleviates the need to travel via London.

In Southampton, for example, we have grown from 100,000 passengers annually to 1.9 million in just
three years, serving more than 20 routes, including Frankfurt, Dusseldorf, the Isle of Man, Belfast, Jersey,
Glasgow and Geneva. In Inverness, our presence has been hailed by the local Chamber of Commerce who
recently commented “We very much welcome the arrival of Flybe to Inverness. They’re going to become a
very important part of our air services as well as a key contributor to our regional economy.”

In Exeter, we now are set to flymore than amillion business and leisure passengers in 2007 to destinations
including Paris CDG, Amsterdam, Geneva, Aberdeen, Dublin and Newcastle. Similarly Norwich now has
links to Paris CDG, Edinburgh, Glasgow and the Channel Islands. These are regional economies that four
years ago were transport-disadvantaged but now directly benefit from the service provided by Flybe.
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As a low cost airline Flybe is committed to oVering competitive fares to our customers. We provide
premium customer service, but without the premium price tag of legacy carriers. Our priority is to oVer our
passengers the experience of air travel that meets their needs. Our business model is to oVer the lowest basic
fare for A to B travel, and then a menu of additional services, at additional cost, to allow our customers to
tailor a package that fits their travel requirements.

Flybe is focused on the highest quality of customer service, but at the same time we do not believe that
one size fits all. We recognise that choice is what our customers are looking for when booking a flight.

In this submission Flybe will set out our position on the range of topics covered in the inquiry’s terms of
reference, and set out our view on the experience of air travel we oVer to our passengers. As we will cover,
there are area where Government policy currently aVects the experience of air travel, and areas where a
diVerent approach could improve these experiences.

2. Overcoming the Airport Hurdle

Short-haul airlines operate in almost perfect market competition. In discussions with the OFT concerning
our recent acquisition of BA Connect, they very clearly accepted that “rival airlines on the routes and/or
the threat of entry” is a strong constraint on airlines such as Flybe abusing any market strength.Where gaps
in the market exist or where there is a perception that passengers are not getting value for money, the ultra-
competitive nature of the industry means that those gaps are quickly filled by competition.

Unfortunately, the same cannot be said of airports. It is Flybe’s contention that the biggest single
improvement that could be made to the passengers experience of air travel is within the airport space.
Airport owners need to be incentivised and pressurised to ensure that secure movement through the check
in and security processes is reduced by two thirds compared with current timings.We believe that only when
airports are opened up to the same rigors of competition as airlines will the passenger experience at many
airports improve. As covered in paragraph 6.1, Flybe wishes to see firm action taken by the Competition
Commission on airport ownership The most obvious way this would assist the passenger and improve their
experience of air travel is by easing their progress through the airport.

Flybe strongly believes that the prime objective of airports is to use technology to deliver highest level of
safety but to ease the path of the passenger through the airport. However, this process can be hampered by
a lack of recognition both by the airport owners and by central government that regional hubs need
investment. During the summer 2006 security crisis for example, proposed security screening at rail
interchanges was government supported. Without adequate investment in technology, security screening is
a labour intensive task. Airports do not have the luxury of state funding, despite their crucial role in
providing what is now accepted as a public transport service. We expand upon this under para 3.1 below.

In summary, it should not be acceptable that for a one hour flight, passengers should have to spend the
same amount of time getting through the airport. The industry runs a serious risk of consumer
dissatisfaction from such hurdles being put on getting on plane.

3. Level Playing Field for all Forms of Public Transport

3.1 The subsidy myth

Increased passenger numbers make it clear that airlines are responding to passenger demands on routes,
schedules, frequency and customer service. However, many sections of the opinion forming community still
accept as true the myth that air travel is under-taxed and over-supported in relation to other forms of
transport.

The reality is very diVerent.

Air travel is, in fact, the only form of public transport that pays its way. UKGovernment expenditure on
transport subsidies amount to £4.5 billion on rail and £2.2 billion on buses with just £199million being spent
on aviation (predominantly on Scottish Highlands and Islands air “lifeline” services).

Aviation also pays all of its own infrastructure and security costs and contributes handsomely to the
Exchequer, totalling more than £2billion in Air Passenger Duty alone.
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4. Ticketing

4.1 Pricing structure

In a highly competitive market, Flybe has developed a rigorously eYcient operation designed to eliminate
all unnecessary costs in terms of resources and time.

Accordingly, we can oVer the lowest possible fares, and then allow passengers the choice of additional
services that are included in the price bundle by premium carriers. By stripping down the basic cost of a flight
to the minimum, the passenger is given the option of the cheapest journey or one with additional services
for an extra cost.

This pricing model has been driven by a consumer desire to disaggregate the traditional travel model and
take control of all aspects of the travel process.

4.2 Flybe economy plus

One of the diVerences between Flybe and other low cost operators is our economy plus service, which
again gives passengers the option of paying extra for a bundle of additional services, including:

— Business lounges—including wireless internet access.

— Lower minimum check-in times.

— Fully changeable tickets.

— Dedicated check-in facilities.

— Seat pre-selection.

— Generous baggage allowance.

— Complimentary onboard drink and snack.

4.3 Frequent flyer programme

We also operate a frequent flier programme for loyal customers—Passport to Freedom.

With Flybe Economy Plus individuals and companies can collect “Freedom Points” for each flight which
can in turn can be redeemed against a selection of rewards, including:

— Luxury weekend for two anywhere on the Flybe network.

— Flybe Economy Plus return flight.

— Flybe Economy return flight.

— Car rental from AVIS.

— ° Case of wine.

— One day’s car parking at selected airport car parks.

— Bouquet of flowers.

4.4 Transparency

Flybe are committed to openness and transparency in our pricing system.All our advertised prices include
charges and taxes. The pricing system is designed to maximise the load factor on each flight, and so there
will be diVerences in seat prices depending on when they are booked. In line with all other forms of public
transport, the best prices are obtained by booking in advance, and we guarantee that at least 10% of seats
are available at the minimum price quoted in our promotional material and advertisements.

Flybe’s pricing model also seeks to provide consumers with knowledge of how much airport owners seek
to charge for use of their airport and how much is paid in government taxes, therefore allowing informed
consumers to influence these matters.

4.5 Additional charges

Flybe seeks to keep the basic cost of a flight to a minimum. We then give our customers the choice of
whether to pay extra for some of the “frills” included in the price by more expensive carriers, whether
customers need these or not. Flybe currently oVers the following additional services:

— On-board food, snacks, refreshments and a wide range of gifts.

— Baggage—see point 5.

— Insurance.

— Links to our hotel and car hire partners to allow them to create the full travel package tailored to
their own requirements.
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4.6 Environmental options for consumers

Flybe will shortly be oVering our customers the opportunity to oVset the carbon emission of their flight
at the time of booking, and like all our charges the cost of this will be transparent and will form part of the
online ticket booking process.

We are also planning to launch eco-labelling for the air travel industry. Flybe has championed the concept
of establishing a system using a labelling scheme where aircraft are graded based on noise footprint, fuel
burn, carbon emissions, and total environmental cost.We believe that informed consumer choice is themost
eVective force available to drive environmental standards in the aviation industry.

4.7 Internet booking

Part of the transformation of air travel in the past decade has been driven by the internet revolution,
allowing consumers more choice, flexibility and knowledge of the marketplace. Flybe has embraced this
revolution and currently over 85% of our bookings are made online. At every stage of the booking process
online, we seek to make it as easy as possible for customers to make a booking but also for them to be aware
of the prices and extra charges for top-up services, and the taxes levied by the Treasury or by airports.

Flybe has recently taken another major step to enhance the travel experience of our customers by oVering
them an online account. Having an account will not only make it faster to make a booking and easier to
manage existing bookings, but also allow passengers to book more flights with less hassle. Within a week
of its launch 64% of passengers booking flights chose to set up an account.

5. Travel to Airports

As a proudly regional airline Flybe has a clear understanding of the importance of making the journey
to the airport as quick, easy, and eYcient as possible.

The uniqueness of Flybe’s regional business model is to enable our passengers to avoid the long, often
arduous, trips from their home or business to the major international airports. The regional model
developed by Flybe means that passengers can use their local airport to travel to destinations in the rest of
the UK and Europe. There is no longer the need for a business or leisure traveller in the South or South
West to travel to London in order to catch a flight to Scotland or a continental European city, when they
can fly direct from local hub such as Southampton or Exeter to their desired destination.

Reducing the time, aggravation and carmiles of journeys to and fromairports is one of the key advantages
of regional air travel with accessible local hubs. Flybe oVers its passengers the chance to make shorter car
journeys to the airport if they are making a short haul trip without having to endure the congested and
distance of travelling to a congested international hub such as Heathrow.

5.1 Reducing car miles

One of the often overlooked advantages of regional air travel is the number of cars it takes oV the roads.
Not only in terms of oVering a real alternative to a long cross-country road trip, but also avoiding the
number and length of car journeys to and from airports.

A study commissioned by Flybe into the impact of the growth of Southampton International Airport as
a major transport hub of the South East, found that by oVering a viable alternative to Gatwick, Heathrow
and Stansted, the airport has reduced the need for travellers in the South East to get in their car and face
the congestion of reaching one of these London hubs. The total number of car miles saved by oVering
customers the opportunity to travel from Southampton to a wide range of domestic and European
destinations, is over 17 million, This not only demonstrates the convenience of regional air travel for our
customers, but also the environmental benefits of reducing car journeys and therefore carbon emissions from
motor vehicles.

5.2 Improving transport links

Flybe believes that the strengthening of regional hubs provides an excellent opportunity to improve the
overall customer experience of air travellers. There is no point oVering cheap and quick flights for our
passengers, if their journeys to and from the airport do not reach this standard.

Flybe fully supports the initiatives to improve the accessibility of regional airports, in order to enhance
the speed and convenience of journeys to and from these hubs. This includes high speed rail and road links
not only at the major international airports, but also for regional airports who often have even greater
capacity to take traYc oV the roads.

The example of Southampton shows that investment in high quality surface infrastructure can make a
major impact on the customer experience. With only 92 steps from train platform to check-in desk it is not
surprising that many people in the South East, including South West London, are opting for this airport
rather than the alternatives.
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We support the government’s aspirations in the 2003 Aviation White Paper to support and enhance the
role of regional airports but believe this can only happen with suitable long-term investment in the transport
infrastructure in and around those regional airports.

5.3 Train versus plane

Flybe understands that for shorter trips the train oVers the more convenient option for our passengers
where the journey time is less than two and a half hours. There are fast rail links toManchester, Birmingham,
and Exeter from London terminals, however it is a very London-centric view to suggest that rail travel is a
realistic option for all passengers.

The rail network remains based around the terminals in the capital city, where as regional air travel oVers
the flexibility and convenience of non-London-centric journeys that Flybe are committed to providing for
passengers.

For example a trip from Southampton to Newcastle by train takes up to six hours, including a tube
journey through London. By contrast this would take 80 minutes on a Flybe flight. Exeter to Manchester
by train is around 4 hours 30 minutes compared to a 60 minute flight time. Norwich to Edinburgh using the
rail network is over 6 hours (via Grantham and Darlington) while flying takes just 80 minutes. Regional
economies rely on fast, reliable airlinks and any policy shift to limit such services run the risk of damaging
regional businesses.

6. Airports

6.1 Airport ownership

Flybe works closely with the owners of all the airports where we operate to oVer the best possible overall
customer experience. We strongly believe that competition between airports oVers the best outcome for the
consumer but reducing charges and encouraging an improvement in the standard of infrastructure and
service provided. Flybe welcomed the decision of the OYce of Fair Trading to refer the issue of airport
ownership in the UK to the Competition Commission for further investigation, and will be make a further
detailed submission as part of this inquiry.

6.2 Check-in procedures

Flybe are keen to improve the experience of our passengers from the time of booking through to when
they leave the airport at their final destination. We recognize that improving the ease and speed of check-
in forms a key part of that process.

Flybe has introduced online check-in and check-in booths at our airports to reduce the need for queuing.
Those who need to check-in baggage can now go directly to bag drop, or if they only have hand baggage
they can proceed directly to security and by-pass the check-in area altogether.

Once only oVered by traditional full-service airlines, Flybe passengers now have the ability to pre-select
their seats 24-hours before travel online.

We are once again leading the way in the industry, and are developing an SMS text message system so
that passengers can check-in using their mobile phone or other handheld device.

6.3 Passengers with reduced mobility

Flybe does not charge extra for the services provided to passengers with reduced mobility. We do not
charge any levy on the ticket price to cover the additional costs for services for disabled people, and others
requiring further assistance. The airport operators provide these services, and Flybe pays the cost of the
extra help provided to some of our customers.

In recognition of our work in this area, Flybe was given the Gold Award for Disability Equality
Achievement in the Transport sector by Southampton Centre for Independent Living. The award was given
to Flybe for its successful promotion of disability equality across its network and its implementation of
measures designed to make air travel as convenient and comfortable as possible.

6.4 Airport facilities

Flybe supports the improvement of the facilities of the airports in our route network. We believe that
better infrastructure and services can improve the overall customer experience for our passengers.

However, Flybe is a low cost operator placing the emphasis on convenience and getting our passengers
to their destination in the fastest possible time for the least cost, without compromising safety and security.
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In Flybe’s view, the regional hubs in theUK should focus on accessibility and convenience. These airports
should focus on the needs of the passenger who generally wants to do so as quickly as possible. The priority
of regional airport owners should not be expensive terminal buildings or grandiose infrastructure projects,
but on maintaining and improving accessibility.

6.5 Security

Flybe is strongly committed to making the safety and security of our passengers the absolute priority in
all our operations.

We have fully implemented all security procedures introduced to reduce the threat of terrorism, including
the emergency measures enacted by the Department for Transport in August 2006.

Flybe continues to work closely with the Government, security services, and airport operators to put in
place all appropriatemeasures to safeguard our staV and passengers.We also recognize the need tominimize
the disruption and inconvenience caused by security procedures, particularly during periods of heightened
terrorist threat levels. During the period of emergency restrictions in summer 2006 Flybe fully implemented
all new restrictions, but with the assistance of airport owners and security services, were able to avoid major
disruption with only very limited cancellations or delays.

As covered above under 2, Flybe are concerned that regional airports need to take seriously the need to
ease passengers through airports in a timely fashion, while paying due and serious regard to security.

7. Baggage

7.1 Baggage charging

In December 2005 Flybe was the first airline in the industry, and in the world, to add an additional fee
for baggage placed in the hold of the aircraft. This was a bold move as traditionally this has been part of
the price package of traditional airlines. However there are costs involved in loading and unloading bags,
in terms of time and resources and we wanted to oVer our customers the choice of lower fares if they do not
need to place heavier bags in the hold. In many cases, customers do not need to check-in baggage for short-
haul domestic flights and it makes sense that they should pay less given the delays and costs of loading
baggage onto aircraft.

When we introduced charging for checked-in baggage, we increased the allowance for hand baggage to
allow our passengers more opportunity to avoid top-up costs and the hassle of collecting bags at the end of
a flight. Flybe also oVers a discount for the checked-in baggage servicewhen passengers book this in advance
online. Baggage allowance is pooled with Flybe and because that baggage charging is paid for upfront and
accepted by customers, and is good for the environment.

This is not designed as a revenue raiser, but as a means to provide a financial incentive for passengers
to take on hand baggage rather than put bags in the hold which increases turn-around times and involves
additional costs.

The model we have developed has now increasingly been introduced throughout the industry, with
Ryanair and British Airways following suit. The table below shows that although others have followed suit,
Flybe’s allowances remain the most generous in the industry.

Allowance

KGS 10 23 10 20 10 15 - 20 10 20 10 18
Size 50x35x23 max 30 55x40x20 max 32 55x40x20 max 32 55x40x20 max 32 56x45x25 max 32 46x20x23 max 32

hand hold hand hold hand hold hand hold hand hold hand hold

MONARCHFLYBE EASYJET RYANAIR BMIBABY JET2

7.2 Excess baggage

Flybe like all other airlines charges excess rates for baggage which exceeds our industry-best standard of
25kg in addition to the per bag charge for check-in luggage.

7.3 Carry-on baggage

As stated above the introduction of hold baggage charging was accompanied by an increase in the
allowances for the weight of bags that can be taken on-board the aircraft.

This system was severely aVected by the emergency procedures initially introduced in August 2006, and
in response Flybe suspended all baggage charges.
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Flybe fully accepted the need for emergency procedures in response to the new terrorist threat, and made
appropriate short term changes to our charging system to reflect the impact of these restrictions on our
customers.

Flybe welcomed the relaxation of restrictions to allow hand baggage, and additional laptop size bags, on
to aircraft. This is very important to our customers, many of whom do not want to incur the extra cost and
time of collecting baggage from the carousel at the end of their flight particularly if they are making a short
business trip.

Flybe is keen for the current arrangements to remain the industry-standard to avoid confusion and
maintain public confidence in the system. We do however recognize that there may be the need to introduce
emergency restriction on the advice of the security services.

7.4 Lost baggage

Flybe works with airport operators and ground handling agencies to reduce the incidences of lost or
misdirected baggage, which we understand can be extremely upsetting and disruptive for aVected
passengers. Flybe has one of the lowest lost baggage rates in the industry (which is currently 0.21% of
passengers), and are constantly exploring new procedures and technology to eliminate this problem.

8. Aircraft

Flybe has recently invested over £1.2 billion in new orders for aircraft, as part of ourmove towards a two-
model operation. The new aircraft, the Bombardier Q400 and Embraer 195 are brand new models oVering
the latest in engineering technology, passenger facilities, and safety features. As part of the post-acquisition
for BA Connect we are planning to phase out all older aircraft by 2009 when the business will be entirely
based on these two aircraft. We aim to develop one of the youngest and most environmentally-friendly fleets
in the global aviation industry.

8.1 Seating

Flybe are a low cost airline, but we do not believe this should compromise passenger comfort.

We oVer additional legroom compared to other low cost carriers, and as described above, oVer our
“Economy Plus” service to passengers who want to pay extra for seat pre-selection and airport lounges.

The Bombardier Q400 and Embraer 195 have leather seating and oVer generous leg room of 31 inches
on average.

8.2 Food and drink

Flybe seeks to oVer our passengers a choice to assemble the package of services they wish for their travel
experience. We do not think that passengers should be forced to pay for compulsory food and drink,
particularly for short flights. Instead we oVer reasonable priced “Catering Deli in the Sky” snack food and
refreshments for passengers during the flight, including a sandwich range designed by celebrity chef Brian
Turner. We also believe that this reduces the enormous waste of food caused by airlines who provide food
for all their passengers regardless of whether they want it or not.

We track sales via a computerized system which provides details of consumption to support supply and
minimise food waste.

8.3 Disruptive passengers

Flybe has a zero tolerance policy towards any disruptive or anti-social behaviour from customers,
particularly where this compromise the safety of the crew and other passengers. We fully support the police
and Crown Prosecution Service to prosecute all violations of the Air Navigation Act.

Our cabin crew and ground handling agents receive continuous in-service training on how to handle
disruptive passengers. Any passengers deemed to be under the influence of alcohol or illegal drugs are denied
boarding.

8.4 Customer service

Flybe places the safety, comfort and needs of our customers at the centre of everything we do, with an
emphasis enabling them to build a package that suits their travel requirements whether this be a basic A to
B ticket, or some additional “frills”.

Our customer service culture is guaranteed in our Passenger Charter (see Appendix I*) which sets our
commitments to everyone who travels with us, and makes clear what we do to deal with situations where
we do not meet these high standards.

* Not printed.
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8.5 Cancellations and delays

Flybe seeks to avoid and minimize all delays to passengers, and where cancellations are absolutely
necessary we do everything possible to make alternative arrangements for our passengers.

We never leave our passengers stranded, and if flights are not available from the original departure airport
then we will make arrangements for those aVected to transfer to a nearby airport to begin their journey.

9. Low Cost versus Full Service

Flybe believes that the low cost industry is driven by customers exercising choice. We look to oVer the
lowest possible fares, while combining this with a high standard of customer service. Our culture is firmly
based on building customer choice, and oVering our passengers to create the package of service that suits
their needs and budget. In short, allowing passengers to pay for what they use rather than charge them extra
for unused services.

The rapid growth of the low cost air travel market means that increasingly passengers use this type of
service rather than opt for legacy airlines oVering a traditional all inclusive premium package that may not
reflect the individual needs of the passenger. We do not believe that low cost means no frills, but that it
should be the choice of the customer as to whether these frills are a necessary part of their travel experience.

HerMajesty’s Government has a role to play here. In direct variance with the private sector, there are still
too many examples of government departments wasting money on legacy carriers and paying extravagant
business class fares. An example of this is the Northern Ireland OYce whose contract for purchasing air
travel between London and Belfast could benefit from significant savings were it designed diVerently. We
are more than happy to provide further evidence on this subject in verbal evidence.

March 2007

Supplementary memorandum submitted by Flybe Limited (PEAT 29A)

There were two issues that needed additional information as a result of the evidence Easyjet and Flybe
gave to the Select Committee.

Crew Assaults

Over the past two years Flybe has carried 10m passengers. During this period the majority of our services
were domestic, carrying passengers from on an inter regional across the UK. Flybe is a non London centric
operator. The remaining services are regional France, sun and ski destinations.

There were no assaults on any of our cabin crew during this time.

Flybe fully supports and looks after its cabin crew.All staV are given initial trainingwhich is then followed
up with regular refresher causes. The company supports the cabin crew and cooperates with the police and
other authorities with any of their investigations.

Denied Boarding Compensation

Flybe complies with the regualtions and makes payments to passengers who are involved. Once this
transaction has been completed the company does not retain the records. The airline makes sure that the
passenger receives the compensation immediately. There is no reason to retain the information as the
transation has been completed. In keeping with other commercial companies, the airline does not divulge
confidential information.

May 2007

Memorandum submitted by Holiday Travelwatch Ltd (PEAT 30)

Introduction to Holiday Travelwatch

The House of Commons Transport Select Committee has ordered an enquiry into the experience of
consumers insofar as it relates to air travel. This Organisation is grateful to the Committee for allowing the
late submission of this report. We shall limit our report to the issues of flight delay, denied boarding, flight
cancellation, baggage problems and general issues of safety.

HolidayTravelWatch (HTW) submits its opinions through this report, based upon the relevant consumer
opinion, and its experience of The Package Travel, Package Holidays and Package Tours Regulations 1992
(PTR), EU Directive 261/2004 and the Montreal Convention.
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HolidayTravelWatch is British based consumers organisation founded in 1995. Through 11 years of
operation, it has provided information, advice and assistance to over 130,000 holidaymakers, through its
dedicated helpline andwebsite. This should however, be put into context with the 65,000,000 individual trips
taken by British Citizens in 2005.38 It suggests that HTW only receives a small proportion of all complaints,
however, these holiday complaints tend to reflect the more serious element of contractual, illness and injury
diYculties faced by the consumer.

The Organisation currently provides information and advice, facilitating some 43.5% of all travel
consumers who contact HTW, to find a resolution to their travel complaint. The remaining complainants
are then given the opportunity to progress toward litigation, through travel law specialists. It is estimated
that approximately 65,000 holidaymakers have received such legal assistance, and have achieved in excess
of £15,000,000 in compensation for their holiday complaints, holiday illness and injuries. This report will
analyse and cite the relevant experience of this organisation and the travel consumer, in support of its
conclusions.

Summary of Air Travel/Consumer Law

For the purposes of this report, HTW will provide a brief summary of the relevant legal provisions. It is
suggested that these summaries can be used to compare the oYcially stated rights, with those rights actually
received by holidaymakers engaged in air travel.

Regulation (EC) No 261/2004—Flight Delay, Denied Boarding and Flight Compensation Rules—In
Force since 17 February 2005

Flight Delay Rights

Article 6 states that if the delay is:

(a) for two hours or more where the flight is for 1,500 kms or less;

(b) for three hours or more in all intra-community flights of more than 1,500 kms, and of all other
flights between 1,500 and 3,500 kms; or

(c) for four hours or more in the case of flights not falling under (a) or (b).

A consumer who is so delayed should be oVered the following rights under Article 8—Where the delay
is for at least five hours—reimbursement for the full cost of the ticket within seven days (there are additional
provisions where the flight is part of a greater transaction), and a return flight to the first point of departure
at the “earliest opportunity”.

Further, under Article 9:

reasonable meals and refreshments (in all cases);

hotel accommodation when a stay is necessary (delayed until the next day);

transport between that hotel and the airport (where accommodation is provided);

two telephone calls, telex, faxes or e-mails (in all cases); and

particular attention must be paid to the needs of those with reduced mobility.

There is no general right to compensation.

Denied Boarding Rights

Article 4

When an operating air carrier reasonably expects to deny boarding on a flight, it shall first call for
volunteers to surrender their reservations in exchange for benefits under conditions to be agreed between
the passenger concerned and the operating air carrier.

Volunteers shall be assisted in accordance with Article 8 (this is the right to reimbursement or rerouting
and is stated above under the delay rights). There are further elements under Article 8 which require re-
routing to be oVered under “comparable transport conditions”, the rights are also extended to Package
Holidaymakers, and if another airport is oVered, then the airline must pay for transport costs.

If an insuYcient number of volunteers come forward, then the airline may deny boarding to passengers
against their will. If they are denied boarding against their will then shall immediately compensate them
(Article 7) and assist them under Articles 8 and 9 (these are stated above under the flight delay rules
summary).

Article 7 provides the level of compensation. For flights of ≤ 1,500 kilometresƒ250; For intra-community
flights(1,500 kilometres or other flights between 1,500 and 3,500 kilometresƒ400; For all other flights not
falling into the aforementioned examplesƒ600. If a passenger is oVered re-routing, the airline “may” reduce

38 Lord Treisman—FCO Reception March 2006.
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the levels of compensation by 50% if the arrival time does not exceed two hours beyond the original
scheduled arrival time (flights of ≤ 1,500 kilometres), does not exceed three hours beyond the original
scheduled arrival time (intra-community flights ( 1,500 kilometres—all other flights between 1,500 and
3,500 kilometres), does not exceed four hours beyond the original scheduled arrival time in respect of all
other flights. This implies that flights that exceed 3,500 kilometres or arrive more than four hours beyond
the scheduled arrival time, should not suVer the 50% reduction in compensation.

Flight cancellation

Article 5

Passengers suVering a flight cancellation are primarily oVered rights underArticle 8, these being the rights
to reimbursement and rerouting (summarised within the previous paragraphs); rights under Article 9, these
being the right to care (summarised within the previous paragraphs); rights to compensation under Article 7
(summarised above). However, in all circumstances, compensation will not be payable under the following
conditions:

you are informed of the cancellation at least two weeks before the scheduled time of departure;

you are informed of the cancellation between twoweeks and seven days before your scheduled time
of departure and you are oVered re-routing where you depart no more than two hours before your
scheduled time of departure and arriving at your final destination less than four hours after their
scheduled time of arrival; and

you are informed of the cancellation less than seven days before your scheduled time of departure
and are oVered re-routing and you depart no more than one hour before the scheduled time of
departure and you reach your final destination less than two hours after the scheduled time of
arrival.

In addition, compensation under Article 7 will not be payable if the airline can prove that the cancellation
was due to “extraordinary circumstances which could not have been avoided even if all reasonable measures
had been taken”.

Subsidiary provisions under 261/2004

Article 14 (1) provides that on arrival at the check in desk, passengers should have seen a notice setting
out their rights under the Directive.

Under Article 14 (2), where a flight has been cancelled or where there has been denied boarding, a full
notice detailing their rights, should have been provided to the passenger.

The Montreal Convention

The Air Transport Users Council suggests that a further right exists under the Montreal Convention.
Under Articles 19 and 22.1, where an “airline is liable for damage occasioned by delay”. The argument
follows that cancellation has the same eVect as a delay because the Convention refers to a “delay in the
transportation by air”. They state that these rights could potentially attract compensation up to the level of
4150 Special DrawingRights (SDRs) and on 25 June 2004, this was equivalent to £3,333.00p. It is interesting
to note that they state that, “airlines generally do not accept any liability for inconvenience, stress or any
consequential losses arising from the delay, unless they are required to do so as a result of court action.”39

In cases where luggage is destroyed, lost or damaged, the Airline or “Carrier” is liable for:

— registered bags;

— during carriage by air;

— it does not apply to unregistered baggage;

— the consumer must complain within seven days from the receipt of information that the baggage
has been destroyed or damaged baggage, (14 for cargo);

— if luggage is delayed, then the complaint must be made within 21 days of the bags being placed at
the disposal of the consumer;

— the complaint must be made in writing; and

— if the consumer fails to comply, no action can be taken against the carrier.

The level of compensation that can be claimed is set by the Convention.

39www.caa.co.uk—Flight disruptions including cancellations and delays—22.4.07.
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Holidaymakers Air Travel Experiences

HTW will now present 12 case scenarios which illustrate the widespread experience of most
holidaymakers. The airlines featured in these examples reflect a small proportion of all complaints. All
major international scheduled and chartered airlines feature in complaints received by HTW. The selection
referred to in this section, does not imply that the airlines featured, are positioned at the top of any
“league table”.

Client A40

Relevant sections of client letter to Tour Operators concerning Air Jamaica and a lengthy Flight Delay:
“I am writing to complain to you about our late departure from Heathrow to Montego Bay,
Jamaica on the 5 April 2005. I also attach report complaint report . . . and information provided
by the Air Jamaica check in desk dated 5 April 2005.
On Tuesday 5 April my family and I were due to fly to Montego Bay, Jamaica . . . Following a
connecting flight from Newcastle upon Tyne we arrived at Heathrow Terminal 3 to check in for
the Air Jamaica, JM002 16.25 flight to Montego Bay. As we arrived in the check in area we were
greeted by a scene of absolute chaos! Following a wait of over two hours we were informed by the
check in staV that our flight would not be departing on that day, no information was available as
to when the flight would depart and following a frustrating conversation no reason was provided
for the delay to departure. I have included a copy of the information provided by Air Jamaica at
the time of check in. I must emphasis that whilst pleasant no apology or further information was
forthcoming from the check in staV. We were informed that accommodation at the nearby Travel
Inn would be provided andmore information regarding expected departure would be provided via
the hotel at 8.30 am on the 6 April 2005. At this point we were asked to check in our entire luggage
with no option to withhold a small overnight case containing toiletries, fresh clothes and
importantly nappies for my infant son. We were provided with vague information regarding the
location of the H6 bus pick up point and asked to leave the check in area having checked in our
entire luggage. As you can imagine our children were very upset by the delay, they had been
confined within the chaotic check in area for over two hours only to be given the news that they
would not be going on holiday today. How do you explain this situation to young children when
in fact even as an adult I could not understand what was going on and when we would eventually
depart on our holiday. On arrival at the hotel we had to ask the dutymanager to arrange children’s
meals as it was still two hours until dinnertime and by this time our children had become hungry.
On the morning of the 6 April we awaited with anticipation information from Air Jamaica on
whether our flight would depart on that day. As stated in the passenger information and in my
letter above Air Jamaica had committed to update passengers by 8:30 am. No information was
forthcoming, the hotel duty manager attempted several times to contact Air Jamaica to seek
information on behalf the passengers who were quite understandably becoming unhappy with the
situation. The frustration was fuelled by lack of any representative of Air Jamaica at the hotel and
reluctance to supply information to passengers or the hotel. By latemorning I contacted yourselves
and whilst at this time you were aware of the delay your Customer Service Representative was
unable to gain any further information from Air Jamaica. I contacted the airline direct and was
told by a very unhelpful representative that she worked in “post departures”; and could therefore
provide no information. I explained that the check in desk had provided this contact number with
the reply that I needed to speak to ‘pre departures’; not much help as I could not be transferred
or provided with a contact number!? Eventually the telephone representative informed me that an
Air Jamaica representative was at the hotel, I assured the individual this was not the case and since
the 5 April there had been no contact from the airline and contact with any representative had
become increasingly diYcult. Even the mobile number provided to the hotel duty manager
remained unanswered.Whilst the lack of information was becoming annoying, the service, or lack
of it from the Air Jamaica representative and in my opinion outright lies as to the whereabouts of
the airport representativewere unacceptable and contributed to increasing levels of annoyance and
frustration amongst the 300! passenger expecting to depart on this flight . . . .Wewere eventually
transferred back to Terminal 3 at about 2.00 pm and our flight finally departed Heathrow for
Montego Bay at 4.45 pm. A delay of over 24 hours with still no acceptable explanation or apology
from Air Jamaica . . . . On meeting your resort representative . . . . To my surprise, my story was
not unfamiliar to [Representatives name] who outlined many similar incidents to other passengers
and that my delay had been caused by a delay backlog from the previous Saturday.”

Client B41

E-mail from client requesting advice concerning delayed baggage with British Airways:
“Booked a five day business trip through Trailfinders to Hong Kong. The World Traveller Plus
ticket was with British Airways. British Airways ‘lost’ my luggage in transit from Edinburgh to
Hong Kong. I have all of the appropriate paperwork and chased the suitcase three times a day for

40HTW 3009.
41HTW—3140.
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five days. Given that I only had the clothes that I had been sleeping in, I had to buy clothes for the
business trip. I spent approximately £ [?], buying things as and when I needed them. I hoped that
the suitcase would turn up but, after 72 hours, British Airways informed me that it was “lost”. It
did not turn up for the entire duration of the trip. As a gesture of goodwill, British Airways
upgraded me on the return leg. On my subsequent return to Edinburgh, I chased the suitcase one
last time. It had apparently travelled without me with BMI to London Heathrow, which is a
security risk, and had been sitting in London for the five days. It was delivered to me on day seven.
I wrote to British Airways claiming . . . and confirming that I would happily return the clothes,
which I did not need or want. I was sent a letter oVering me £ [?] and inviting me to accept it, which
I have not done. I am aware that under the Montreal Convention, airlines have a limited liability
. . . . However, I have suVered a genuine loss through no fault of my own. I rang British Airways
and asked to speak to either a manager or the Chief Executive’s OYce. I was informed on two
separate occasions that senior management do not speak to customers. Customers are clearly an
inconvenience. I am proposing to write to Rod Eddington.”

Client C42

E-mail from Client requesting advice on cancellation/delay with Excel Airways:
“We were booked on a flight at 9.00 am on 27 August 2005. Two days before they wrote to us
saying that the plane had been damaged and could not travel. An alternative flight was oVered for
16.40. On the day we saw that the 9.00 am flight took oV. Freedom flights sent us £163.25 per
person compensation which we refused after reading EU laws. After writing to them they replied
that as it is a charter flight it is subject to change and under their terms and conditions they have
given us the correct compensation. Is this correct? Do they not have to abide by directive 261/
2004?”

Client D43

E-mail from Client requesting advice on cancellation/delay with Air Jamaica:
“On 28 June 2005 our flight JM002 16.25 pm byAir Jamaica was delayed from LondonHeathrow
to Kingston Jamaica from 16.25 pm to 01.15 am next day 29 June 2005. Our flight time was thus
delayed by 6 hours 50 minutes. The circumstances of the delay are unfair and unreasonable Main
points Before check-in we were informed that the flight might be delayed. At check-in our flight
was delay from 16.25 pm to a boarding time of 17.00 pm. After passing passport control . . . .
Checking the screen we discovered two flights to Jamaica.We tried to check with Air Jamaica why
there are two planes and which one are we travelling on. Nobody available in Departure Lounge
or any informationWe when to the gate as stated on our boarding card and were denied boarding.
Statement from the gate steward. The first flight is for passengers who did not travel yesterday due
to cancellation. At this point we where confused and upset that Air Jamaica did not inform as at
check-in. Other passengers inform us that they knew before arriving from the hotel (overnight
stay) that the first flight was for them. Flight was delayed until 9.30 pm. We received voucher for
food . . . . After boarding and ready to go we where informed after one hour that there was
technical diYculties. Air Conditioning not working. We where given the option to come out and
wait in departure gate lounge once the plane was fixed. On waiting we discovered that they did not
fuel the plane for take oV or have any refreshments on the plane. I have pictures via my mobile.
We left after delay to storm over London and the backlog of plane on the runway/in the airport.
On arriving in Montego Bay 04.30 am (Jamaica time) on route to Kingston they inform us that
the plane was not travelling onto Kingston due to the pilots working over their scheduled hours.
After speaking to the head steward on the plane she knew from London that the plane was not to
travel to Kingston . . . . The delay part (cancelled) portion of the flight was not to go until 11.00
am. We decided to travel to Kingston by coach provided by the airplane. We arrived at 11.30 am.
The plane arrived at 11.45 am . . . . I have tried to get compensation from Air Jamaica but they
refuse to pay. Now I am taking them andmy credit card copy to the small claims Court for Denied
Boarding, Delay, cancellation and Damage by Delay Under the Montreal Convention! Under
the Unfair Contract Terms Act and Regulations! Consumer Credit Act for Breach of Contract
I have spoken to a lawyer who states I have a Case Do you think I have a reasonable case to get
compensation? I have a detailed eight page report on our flight to and from Jamaica.”

Client E44

E-mail from Client Requesting advice on cancellation with Ryanair:
“This will probably be a familiar story. On 30 December 2005 my partner and I were due to fly
Ryanair Bratislava to Stansted but the incoming plane was diverted due to snow leaving us
stranded. We were told we could fly in the next five days if we could get a seat but all flights were

42HTW—3509.
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fully booked. Luckily 10 hours later a plane was available, but Ryanair demanded 340GBP to let
us on. We were also told we could claim it back later. On our return I wrote to Ryanair refunds
requesting the refund and compensation in line with the Denied Boarding Regulations (a very
similar letter to your template). Ryanair’s response was simply to treat it as an unused flight and
they refunded part of my original fare, leaving us 340GBP out of pocket. What can I do if Ryanair
refuse to pay? Can I go to court?”

Client F45

E-mail from client requesting advice concerning flight delay with Ryanair:
“My son and girlfriend were booked on a Ryan Air flight from Luton on Friday 3 May 2006w

07.10 when he checked inw 05.00 he was told that there was to be a flight delay until 13.10. He
asked if he would be getting any meal [or] drink vouchers and was told no by Ryan Air staV as
the delay was beyond their control (the flight went technical). On boarding the flightw 13.10 they
discovered that it was not the delayed flight but in actual fact was the regular 13.10 flight. Is there
anything we can do to get compensation as Ryan Air have been arrogant beyond belief regarding
this delay.”

Client G46

E Mail from Client requesting advice on cancellation with First Choice Airways:
“I booked a return flight for four people in January [2006] with First Choice Airways. The flight
was paid in full by credit card.Wewere due to fly fromManchester to Ibiza on 24May, then return
to Manchester on 24 August. A few days ago I called First Choice to ask for confirmation to be
sent to my home, so I could take it to the airport with me. I was informed that our flights had been
cancelled, and we now had to fly from Gatwick, then return to Gatwick in August. Seen as I live
in Liverpool, I was not very happy with this, they did not even bother to inform us about this, we
could have just turned up atManchester on the day, only to discover our flight had been cancelled.
So we were told to contact the customer service department, I have been ringing for four days
constantly, it is impossible to get through. Yet when I ring the sales dept, it doesn’t even ring, I get
through immediately. But I am told by sales they can not help, and told to ring customer service
again. I ask for a manager and I am told nobody can help, that I should keep trying customer
service. My flight is in three weeks time, are first choice allowed to do this? can you suggest
anything I could do because I simply can’t get through. I am disgusted at how I have been treated
by this airline.”

Client H47

E Mail from Client requesting advice on lost luggage with British Airways:
“We went on holiday to San Francisco partly for sight seeing and partly for golf (for my partner)
in March [2006]. When we arrived my partners golf clubs were missing however we were assured
they would delivered to our hotel the following evening as they hadn’t made the connecting flight
from London. We waited in the following evening and they didn’t arrive. I have enclosed a letter
that we sent to British Airways indicating the lengths we went to get the clubs back. After five days,
numerous calls to BA—only because they didn’t return our calls and refused to call on ourmobiles
due to cost, we decided to hire a car, drive to SFO airport and demand that someone (BAmember
of staV) at the airport look for the clubs.Within 15minutes of arriving at the airport the clubs were
found and returned to us. Our holiday was for eight days and we spent five days planning our
holiday around BA telephone calls etc. For our hassle, we have been rewarded the basic costs of
expenses incurred attempting to retrieve the clubs which I feel is wholly inappropriate not to
mention derisory. Furthermore, they have apologised for ‘the diYculty with our luggage’ but have
made no attempt to apologise in writing for ruining our holiday. can you advise what level of
compensation to which we are entitled to over and above the expenses incurred given the running
around we had (as detailed in my enclosed letter). The service we received was totally appalling. I
fully intend to pursue this matter to a satisfactory end. I look for ward to hearing from you.”

Client I48

Copy of client complaint of delayed baggage with My Travel Airways and initial views of HTW (2006):
“Client discovered his luggage was damaged on arrival in Tenerife. He was taken to Baggage claim
and completed a form. It was not pointed out to him that he had to write to the UK oYce within
seven days although it is on the sheet given to him. He was also advised by the rep to complete the
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CCF (Customer Complaints Form) at the end of the holiday. Since his return home both the TO
(Tour Operator) and the airline are digging their heels in. FB has advised as to rights under PTR
(Package Travel Regulations) and the Montreal Convention pointing to deficiencies in their
documentation and the practicalities on arrival in a strange resort.”

Client J49

E Mail from Client requesting advice on cancellation with Easyjet:

“I am writing to query about my flight that was cancelled on 27 May 2006 with Easyjet. We were
meant to be flying from Alicante to Newcastle upon Tyne at 23.45 but at 21.45 we were told it had
been cancelled. We weren’t oVered any refreshments etc and were told the next available flight for
us would be 18.10 on 28 May 2006. We luckily ended up getting Thomson flight booked for 2.55
am on 28 May 2006 so we didn’t have to wait around the airport. Easyjet had said we could go to
hotel but we had to pay for ourselves and they would refund us but we did not have the money to
pay for this as it was then end of our holiday. I have wrote to them three times, sent them e-mails
and tried calling but everytime I call I’m stuck on hold for up to 30 minutes. We had to pay for
the Thomson flights separately so we’re wanting refund and compensation for all the bother they
are causing us.”

Client K50

EMail from Client (enclosing script to airline) requesting advice on flight safety, delay and 261/2004 with
ThomsonFly (Gatwick to Malta June 2006):

“My wife, three children (aged 2, 5 and 7) and I smelt smoke on your aircraft during a period of
turbulence c 1.15 minutes after take oV. None of your flight crew said anything and we were all
left wondering what was happening . . . c 30 minutes later the captain announced that ‘as I am sure
some of you have noticed there was a smell of smoke in the plane’ ‘we need to land at the nearest
airport to check this out. Do not be concerned that there will be fire engines following the plane
when we land, as a precaution’. We landed at airport [Marseille] (at the time nobody knew which
one) and spent 30 minutes sitting in the plane! Buses then came to take us to the airport, where we
waited in a queue for another 30 minutes (we were at the back of the plane and the last oV and
thus last in the queue) whilst all passengers hand luggage went through another x-ray machine.
Nobody met us in the airport and we were just left, still not knowing what was happening. The
time nowwas c 21.00 GMT.We had nomoney to purchase any beverages or food and there where
no facilities within the airport wheremoney could be obtained (ie cashmachine, bureau exchange).
After another hour c 20.00 GMT, the captain and flight crew arrived in the airport to make a
statement. This was along the lines of:

(1) We don’t know what is wrong with the plane but are trying to get an engineer flown out from
the UK.

(2) We don’t know what time we will be able to depart . . .

After another half an hour vouchers (if they could be called that) were issued enabling us to get
refreshments from a bar, which consisted of water and no food . . . We were then informed that
Thomsonfly was trying to establish whether there was any accommodation available as clearly we
weren’t going to be going anyplace that evening (although Thomsonfly didn’t actually say this) . . .
I asked for our 2 year old’s push chair as she might at least be able to go to sleep in it. Several other
parents with small children also asked for their childs push chairs at this time . . . Some blankets
were then handed out, although because of the dispersed nature of the passengers throughout the
airport by the time it came to us, there weren’t enough (even for my children). See picture of my
2 year old sleeping on the airport floor . . . I asked one of your flight attendants what was
happening and she said ‘that they didn’t know but the engineer was inspecting the plane and they
would know soon, whether we would be flying out that night.’ At c 00.30 GMT the pilot
announced that there was no accommodation available for passengers and that the best case
scenario was that a plane would be coming c 8–9 hours later to take us on to Malta. The worse
case scenario was that a plane couldn’t come and we would have to wait for the engineer to inspect
our original flight but that the captain wouldn’t be able to fly for 12 hours from when he went to
bed). The captain then said that the engineer would be coming out on a flight with some food at
c 03.00 GMT (so clearly the engineer couldn’t have been inspecting the plane earlier as stated by
the cabin crew). At c 03.15 GMT I spotted some passengers with sandwiches. I asked them where
they had come from and they said that a flight had arrived with them. By the time I got down to
where the sandwiches were there were none left. There was also a note then handed out that said
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there was an anticipated flight departure time of 10.30 GMT . . . c 07.30 GMT I met a woman
wondering around the other end of the airport distributing flight transfer cards (who also said that
there was breakfast for passengers at one of the departure gates).
Breakfast (and the only meal provided for 19 hours) consisted oV (see picture) . . .
At c 10.00GMTour flight was boarded. c 10.15GMT the pilot announced that we couldn’t depart
as one passenger had chosen to fly back to the UK and they weren’t sure whether his luggage was
on the plane or not. We sat in the plane for a further 50 mins and were at last then able to take oV

. . . We finally arrived in Malta c 14.00 GMT . . . I understand under the EU passenger air
transport rights that wewere entitled to (due to the length of the delay and the time of the delay) . . .
We received none of the above (other than 1 x bottle of water per person) and 1 x roll, 1 x muYn, 1
x Orange juice, which I do not believe during a 20 hour period constitutes proper meals/
refreshments). We were NOT OFFERED the choice of a free flight back to the UK and a refund
on our ticket. No consideration was given to families travelling with children.”

Client L51

Extensive E Mails and Documentation concerning lengthy flight delay (outward/return) with Air
Slovakia (December 2006/January 2007):

“60 hour delay—Outward flight was 15 December, did not fly until 16 December—Home flight
was 6 January did not fly until 9 January. Few rights given under 261/2004. Both clients lost time
from work.”

HTW receives a consistent flow of complaints, some from individuals, some from groups. Most
complaints relate to flight delay, denied boarding and flight cancellation. HTW also receives complaints
concerning lost or damaged luggage, illness resulting from aircraft meals, some resulting in confirmed
illness, such as Salmonella

HTW has also received recent complaints on aircraft safety.

One complaint involves a serious mechanical fault, before departure, on a wide bodied charter aircraft,
resulting in the engine bursting into flame on landing in Egypt. There are serious questions as to why the
passengers were kept on board the aircraft whilst the fire was being extinguished by the local fire service.
Many passengers suVered shock and soot damage to their possessions.52

The most recent complaint concerns a family and other holidaymakers who experienced “smells” within
the cabin en route to the USA. When they arrived, they and others were suVering with headaches and
sickness, with the consequence that they were unable to enjoy the beginning of their holiday. One family
continues to suVer with ongoing illness since their return to the UK. There is a suspicion that they may have
been exposed to Carbon Monoxide or other Neurological Toxin.53.

Both complaints are subject to further enquiries and legal assistance.

HTW endeavours to provide clients with suYcient information to resolve their complaints.
Unfortunately, as is evidenced by some of the examples above, contact is often diYcult or impossible,
resulting in many complaints incapable of self resolution. Those complaints that are not resolved are then
oVered the option of legal assistance.

Observations and Conclusion

Many holidaymakers complain (often when they are made aware of their rights by HTW), that they were
unaware of their rights under 261/2004, at the time of their air travel problem. The principle of 261/2004
promotes a better consumer position, and it can be argued, a potentially better “consumer friendly” profile
for an airline.

Airlines often complain that “regulation” prevents competition and could potentially aVect their financial
position in the market. If that were the case, why do we consistently hear that most airlines report profits?

The reality is that since the operation of 261/2004, many airlines do not promote an open consumer rights
position. Many holidaymakers report that where a delay or cancellation takes place, the airline or the tour
operator provides a “letter for your insurance”. Given that the consumer has substantial rights under 261/
2004, why are those rights not openly presented to the passenger, and why does the Insurance Industry not
confront the airlines engaged in this practice?

We are of the view that 261/2004 is a starting point. The Regulations as currently drafted are diYcult to
understand, and require greater clarity. In addition, the travel consumer has diYculty in enforcing the rights
under 261/2004, and we would recommend the creation of a simple and clear complaints system, and where
airlines are shown to have failed to employ consumer rights, under 261/2004, they should be subject to some
form of sanction by the governing authority.

51HTW—5378.
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With regard to the delay provisions of 261/2004, we query why no compensation is provided to a
consumer. Where a delay lasts for three to four hours, the current rights may be suYcient. However, many
complaints are often 10! hours.When a holidaymaker is faced with such delays, a measure should be taken
against the time of their delay/the length of their holiday and a determination of the period of their lost
holiday. We would recommend that consideration should be given to import a provision for compensation
for such delays.

The issue of lost or damaged baggage, raises issues of how information is given to passengers, and how
airlines, or their handling agents, are structured to deal with such complaints. It is clear that complaints or
the complaints process has an imbalance against the consumer. It is diYcult for HTW to assess fully how
such issues could be improved. We recommend that this issue is subject to a separate enquiry, with a further
review of the provisions of the Montreal Convention.

We receive very few complaints on security issues. Most tend to circulate around poor information or
understanding by airlines as to visa requirements. The main concern expressed by holidaymakers on
security, is their own personal security whilst on board the aircraft. Complaints range from faulty seating,
cramped conditions, mechanical incidents and toxic fumes within cabins. We would strongly recommend
that the Civil Aviation Authority (CAA) employ a continuous public “whistleblower” campaign. Whilst it
is appreciated that the public can make such observations to the CAA, it is nonetheless not widely
appreciated. The Committee should refer to the South African Civil Aviation Authority, who publicly
encourage this process, and this in turn is promoted within in flight magazines.54

The airline industry is clearly vital to the economy of this country. As powerful a lobby it may be, it should
nonetheless accept and promote a better “consumer perspective”, and support the attempts to improve
passenger’s rights. Poor service, poor recognition and enforcement of consumer rights, failure to provide a
coherent aftercare/complaints service, leads to the conclusion that volume is the only important factor in
the fight for customers.

April 2007

Memorandum submitted by The Association of Independent Tour Operators (AITO) (PEAT 31)

We wrote to you recently on behalf of AITO members, the smaller specialist tour operators of the travel
industry, about the very vexed question of APD (Air Passenger Duty).

While we did not hear back from you personally, we have received replies from several of your colleagues
which, whilst containing generalities about the Government action, indicated to us that they thought that
AITO’s complaint was about the imposition of a tax. In fact, we are actually—perhaps surprisingly—in
favour of the imposition of a tax—provided that It does indeed benefit the environment. Our concerns are
(a) the retrospective nature of that tax and (b) the diVerence of approach between airlines and tour
operators, the latter resulting in an additional burden placed solely on tour operators.

It is quite clear to us that the Government has failed to understand the diVerence between the law that
concerns tour operators and that which relates to airlines. There is still time for the Chancellor to mitigate
the impact on tour operators in his Budget speech) however.

Tour operators are required by the 1992 Package Travel Regulations to absorb the first 2% of the total
holiday package price when any unexpected price increases occur. Our members have thus had to absorb
the extra charge for any bookings confirmed by the 6 December 2008 for travel after 1 February 2007—and
there were a considerable number of bookings that fell into this trap and which were thus aVected
retrospectively, ie after the contract had been made with the consumer. Airlines, on the other hand, were
free to choosewhether or not to absorb the extra charge. Some of ourmembers are facedwith an unbudgeted
cost of £200,000 as a result of this retrospective tax—a very onerous burden for small companies to carry.
It will not surprise you to know that we thus believe that the Government has shown scant regard for the
tour operating SMEs that it purports to back.

Our larger counterparts in the Federation of Tour Operators (FTO) are taking the Government to court
over this issue. We agree with the FTO’s contention that the Government is in breach of human rights
legislation and the Chicago Convention regarding airline taxation. If the Treasury had shown a little less
arrogance in the implementation of the additional charge then all of us would have been quite happy to
collect an extra tax from consumers provided it was visibly benefiting the environment. A good deal of ill-
will and considerable expense could have been avoided—and can still be avoided—via the very simple step
of consultation with the industry. We ask you, please, to lobby the Treasury on our behalf to urge the
Chancellor to re-think the implementation date of the increase in APD in his Budget speech.

The travel industry has a great many positive ideas about potential environmental steps that could be
enacted but has never, sadly, been consulted by the Government. If you could use your influence to
encourage theGovernment to involve us and use ourwealth of experience, this would certainly be a bigmove
forward from our perspective.

54Nationwide Airlines—February 2006.
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I do hope that we can count on your support for AITO members, the SMEs of the travel industry. I am
enclosing a copy of our 2007 Directory of Members and urge you, when planning your own holidays, to
check that you are using the services of one of our specialist companies. AITO members oVer consumers
full financial protection; add to that our Responsible Tourism (environmental protection) commitment and
our Quality Charter and you simply cannot book a better, more carefully-crafted holiday.

Memorandum submitted by TUI UK Limited (PEAT 32)

Price Transparency for Airfares—Passengers Experience of Air Travel

Following the oral evidence session held by your transport committee on Wednesday 28 March 2007 on
passengers’ experience of Air Travel where ABTA and the AUC gave evidence, I wanted to expand upon
the evidence that was provided by ABTA in relation to the transparency and the inclusion of taxes and
charges in basic advertised prices.

Thomson Holidays made a stand on the issue of dishonest pricing by changing all our holiday pricing
practises at the beginning of 2007 to include all non-optional fixed costs in the basic advertised price, before
ABTA and the OFT had made any public announcements on this issue. We then made a number of
representations to the OFT, ABTA, to the AUC and to yourself on the 4 January highlighting our concerns
that the OFT had been made aware of this issue but was reticent in taking action.

We were pleased to see the OFT’s announcements that action would be taken on all holiday and travel
suppliers on the 9 February but were then disappointed to see Thomas Cook added a £5 supplement on the
13 February (three working days later) on all new customers booking a holiday for summer 2007.We believe
there is no legitimate reason for OFT or ABTA to delay taking enforcement action against competitors who
are blatantly ignoring the OFT’s announcements and are using the three month period of adjustment as a
delaying tactic to continue with dishonest pricing through the peak selling season.

TUI UK has already made the necessary changes to our www.thomson.co.uk website and we are now
currently in the process of redesigning our www.thomsonfly.com site to show a total running cost of the
flight with taxes and charges included.

I would also like to bring to your attention that it has been proposed that TUI UK and First Choice will
merge into a new company called TUI Travel. The planned merger will create one of the biggest and most
profitable travel companies in the world. Whilst TUI has been the leader in the volume segment of the
market, First Choice has a commanding presence in the modular and specialist business and as a result of
the companiesmerging, consumers will be able to enjoy a greater variety of choice of holiday andwill receive
better value for money.

Themerger has to be approved by the EU anti-trust authority and by the First Choice shareholders before
any action can be taken to bring the two companies together. Once we have an answer from the EU, I would
be more than happy to provide you with details on the merger and how it will impact the leisure market but
I’m afraid until we have an answer from the EU I am unable to provide much more detail.

Please feel free to contact me at anytime if you would like more information and thank you for
investigating the issue of transparent pricing with your committee. I hope you had a pleasant Easter break
and I will await the publication of the committees report with interest.

April 2007

Memorandum submitted by Meteor Parking Ltd (“Meteor”) (PEAT 33)

Meteor is one of the principal car parking operators in the UK. We provide parking services across the
UK at Airports, Rail Stations, Shopping Centres and Hospitals.

Meteor has been providing airport parking services in the UK since 1993. These services are provided
under a number of brands and products both on airport and oV airport, these include:

— Pink Elephant Parking;

— Park 1;

— eparking;

— Meteor;

— ChauVeured Parking Services;

— PAS; and

— Boomerang.

Each brand delivers a diVerent service and product oVering for our customers and the use of diVerent
brands increases consumer recognition of the service they have chosen and customer loyalty.
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We are delighted that Meteor was awarded BAA’s Best Overall Car Park Operator prize in its SPARKS
Awards 2006. This is a customer service evaluation programme that “identifies and applauds employees and
companies whose eVorts and dedication have enhanced the customer experience”. The entries were
reviewed using:

1. BAA’s Quality Service Monitor (QSM): a £1 million annual customer monitoring service that
carries out 225,000 interviews.

2. Mystery Traveller: Customer experience reports compiled by an independent company visiting
and evaluating the customer experience in every car park.

3. Customer voting: Voting forms are displayed in every car park inviting users to rate their
experience.

4. Colleague, line manager and individual nominations.

5. BAA local operations team nominations; BAA’s own car park management teams can make
nominations.

Responding to the Inquiry

In respect of questions raised by the committee the key questions relating to parking services are:

— Is quality keeping pace with quantity?

— Is there less certainty about the terms and conditions of tickets and the full cost, including any
“hidden” charges or taxes?

— DiYculties can be caused by any number of factors, from hidden charges, delays and cancellations
to poor customer service, inaccessible buildings and aircraft and poorly-maintained facilities. Do
airports and airlines do enough to minimise passengers’ inconvenience?

— The Enquiry will consider . . . Airports: accessibility for elderly and disabled people, quality of
check-in procedures, airport facilities, security.

— When things go wrong how well does the systemwork: Do passengers know what they are entitled
to in the event of a delay or cancellation?

We will respond to those questions in the same order:

Quality

Our business success depends on our ability to meet the performance requirements of our clients. These
include complex measures assessing the quality of the parking experience.

We believe in the importance of service and have developed a number of ways in which parking customers
can express their views. Our successful customer feedback mechanisms provide an easy and non-intrusive
way to comment on our service. This focus allows us to provide informed feedback to our various
contracting bodies on the issues that matter most to parking users. Over the last 12 months, our key clients
have increased their focus on service delivery and our approach ensures that we exceed their targets.

Where we provide on-airport parking services these are delivered under contract to the Airport Operator
in accordance with agreed service levels standards and key performance indicators, these are measured on
a regular basis and are subject to contract performance targets. Meteor has met our agreed service level
standards and key performance indicators.

Where we provide oV airport services these are delivered in line with company standards and consumer
expectations.

Trade body membership includes both the British Parking Association (BPA) and the Independent
Airport Park and Ride Association (IAPRA) and we work with both to ensure we meet industry standards
and guidelines.

We believe the quality of our services is not diminished by increases in passenger numbers.

A key element of any airport parking service is to deliver customers between the car park and the airport
terminal as quickly and eYciently as possible depending on the service the customer has chosen which
reflects the price of the service and the resources allocated to delivering that service.

The Environment

The environment has an impact on our customers’ experience of our services. Although the environmental
management of our car parks falls outside our contractual remit in most cases, our main responsibilities
relate to the environmental impact of our buses.

Meteor uses Ultra Low Sulphur (ULS) Diesel as our fuel of choice. ULS Diesel is more environmentally
friendly than the standard grade. We have adopted the practice of only purchasing new buses fitted with
Continuously Regenerating Traps (CRTs) as standard. CRTs can reduce some emissions by up to 90%. Our



3696791034 Page Type [O] 24-07-07 00:02:20 Pag Table: COENEW PPSysB Unit: PAG1

Transport Committee: Evidence Ev 205

rigorous maintenance schedule includes a regular emissions test. Our systems are independently assessed by
the Vehicle and Operator Services Agency (VOSA) which carries out annual and random emissions tests.
Our driver training includes techniques to reduce emissions such as ensuring that engines are not idling
unnecessarily. To see our Environmental and Social report please visit our website www.meteor-uk.com

Price and Terms & Conditions

All our pricing is straightforward and fully inclusive (including VAT). Prices and terms and conditions
are clearly stated at point of purchase whether via the Internet, by telephone or at the car park.

On airport pricing is set by the airports, oV airport pricing is set with respect to local market conditions.

There are no hidden charges in our pricing structures

Customer Service and Accessibility

Our staV are fully trained to carry out their roles and duties and receive specific customer service training
where appropriate and where these are customer facing roles.

Car parks and the services are designed to meet DDA requirements. We provide clearly marked disabled
parking bays, easy to use ticket machines and low-floor buses. We also tackle the issue of able-bodied
customers occupying disabled parking bays through increased car park patrols and monitoring of blue
badge bays. StaV are on hand to help customers whether they need physical help, direction or general
information.

Ourmost important priority is to provide a safe and secure operating environment. Our car parksmeet or
exceed industry best practice for safety and security and where possible we attain the industry “ParkMark”
accreditation, which denotes a commitment to car park security, for our locations whether these are our own
locations or operated on behalf of the airport. Police crime prevention oYcers independently assess car
parks applying for accreditation to ensure they meet crime prevention standards.

Delays and cancellations

Delays and cancellations at airports are a matter for the airlines and airports.

Meteor Parking Ltd is a wholly owned subsidiary of the Go-Ahead Group Plc

April 2007

Memorandum submitted by Mrs Martin Shadbolt (PEAT 34)

Details of letter sent to Ryanair

Flight Details London Stansted—Dublin in April 2007
Dublin—London Stansted in April 2007

I am writing as a regular user of RyanAir (almost monthly) to say how disgusted at how I was treated
once checked in on the above flight from Stansted to Dublin on 28 April 2007.

Usually I check in with a child and therefore go through the usual queue up at the check in desks, as I
was travelling alone I thought I would try out your online check in facility at a cost to myself, even though
it must be cheaper for you than to check me in face to face!!

In reference to this complaint my husband had travelled in similar circumstances on the Stansted to
Dublin route on 3 March 2007 and returned from Dublin on 5 March 2007. He had used his UK photo ID
Driving Licence to check in on both these dates and was waved through with no incident.

Therefore I decided to do the same as your check-in procedures clearly state. And I Quote
For British and Irish citizens only, who are travelling on flights to/from the United Kingdom to/from
the Republic of Ireland, a valid driving licence with photo is acceptable photo ID.

So I checked on online on this premise and proceeded to the airport on the Saturday morning. See
Appendix One.

I passed passport control with no problems and was waiting to board the flight. Once the flight was called
a very rude attendant said this was incorrect and we should have read the terms and conditions and I was
not to board. Well please can you tell me the diVerence between checking in online and checking in face-to-
face and why the terms and conditions should diVer (if indeed they do).

I am aware of the morally incorrect things that RyanAir have incorporated into terms and conditions but
surely this is the last straw. There is nothing to state the conditions for online check-in are diVerent to the normal
conditions of travel and certainly nothing that statesONLYpassports are allowed to be used for online check-in.
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There seems to be no rational explanation except to catch some people out as other airlines clearly state
that you can online check-in with Driving Licences with no problem. Therefore this is a Ryan Air Ruling
and not a security ruling because when my husband travelled with his licence he was waved through at
Customs in Ireland, So no problem there.

I was told to return to the ticket desk, but with no other assistance, what with being in shock, pregnant
and having back problems had to cope alone. I did finally manage to find a customs oYcer to help and he
was equally dismayed at the way Ryan Air had refused me boarding.

I then returned to the ticket desk and was promptly told “those are the rules”, no explanation and nobody
took the courtesy to explain the reason behind being able to check in with licence at the desk and not online.
They then tried to sell me another ticket at £168 basic for a flight in two hours time. If this is a policy of
RyanAir to just oZoad one or two people a flight for any minor problem and then resell them a higher price
ticket this seems like a great way of subsidising the cheap airfares.

Luckily for myself my husband lives only 45 minutes away so he collected me and the flight was for a
wedding, which wasn’t a major holiday. So I could just leave the airport without purchasing a ticket for £168
to fill Michael O’Leary’s Money pot.

Thank you and awaiting your swift, courteous reply which address the issues raised above.

APPENDIX ONE

Having read through the terms and conditions I discovered the below terms:

Online Check-In/Priority Boarding (Check N’Go)

— Each passenger must present a valid EU/EEA issued passport or a valid Government issued
National Identity Card issued by a European Economic Area (EEA) country which matches the
document details printed on their Check N’Go boarding pass, at both airport security and the
departure gate. (See paragraph headed “Documentation” for details of accepted EEA National
Identity Cards)

Then on reading the documentation as it suggests the following term is written:

Documentation

— For British and Irish citizens only, who are travelling on flights to/from the United Kingdom to/
from the Republic of Ireland, a valid driving licence with photo is acceptable.

There is no mention in the terms and conditions of people not allowed to use online check in of persons NOT
having a UK Passport, but there is a long list of every other conceivable person you will charge but not allow
to use online check-in.

Further memorandum submitted by Mrs Martin Shadbolt (PEAT 34a)

Full Flight Details of letter sent to Ryanair—areas of concern

London Stansted—Dublin April 2007

Dublin—London Stansted April 2007

Action Required

Reply within Seven Days & Full refund

Of the full price of ticket of £21.95

In relation to a letter sent on 30th April 2007 and the subsequent reply I received fromMaria Browne in
Customer Services on 09th May 2007. Congratulations for replying in seven days even though it was just a
basic standard reply and not addressing the issues raised.

Therefore I am again writing to you for you to address the issues raised in my first letter.

The main point being what is the diVerence between on line check in and desk check in as the security
issues and passport control procedures are exactly the same ??

The second point being that on the printout you send as an e-ticket it states clearly that you can check in
with a UK Driving Licence it DOES NOT state that if you use online check in this wont apply.

The third point is that you have a long list of people in your terms and conditions who can’t use web check
in, nowhere on this list does it state that passengers without a passport can not use on line check in.

Fourth point is that my husband traveled in exactly this manner return from Stansted to Dublin only a
month before. I can understand a mistake being made one way but for both journeys, I think, highly
unlikely. Or is this another case of depending on which Ryan Air crew you have depends on the levels of
service ?? You will no doubt be able to check this validity with your records.
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Fifth point is I think you ought to raise this with BAA as there is a security issue regarding passengers
allowed through security and passport control and then having to retrace their steps for Ryan Airs own
conditions of travel, thus leaving the airport open to terrorist activity.

Sixth point is that if Ryan Air has nothing to hide regarding its terms and conditions and general
passenger service then it should not have any problems with appearing before the ministerial transport
committee to answer questions, similar to other more reputable airlines.

I am aware when I booked this ticket the price given was probably incorrect as the full price including
fees and charges was only £21.95 which does not even pay for the government taxes, therefore I put it to you
that you were seeking any excuse to oZoad me at the airport to avoid making a loss on the seat.
So I trust you will answer these questions fully and plead your case that you are not just fleecing the
customers at any given opportunity.

APPENDIX ONE

Having read through the terms and conditions I discovered the below terms:

Online Check-In/Priority Boarding (Check N’Go)

Each passenger must present a valid EU/EEA issued passport or a valid Government issued National
Identity Card issued by a European Economic Area (EEA) country which matches the document details
printed on their CheckN’Go boarding pass, at both airport security and the departure gate. (See paragraph
headed “Documentation” for details of accepted EEA National Identity Cards)

Then on reading the documentation as it suggests the following term is written:

Documentation

For British and Irish citizens only, who are travelling on flights to/from the United Kingdom to/from the
Republic of Ireland, a valid driving licence with photo is acceptable

There is no mention in the terms and conditions of people not allowed to use online check in of persons
NOT having a UK Passport, but there is a long list of every other conceivable person you will charge but
not allow to use online check-in.

Memorandum by Mr M Place (PEAT 35)

I was very interested to watch your meeting of the Transport Select Committee (of 25 April) on BBC
Parliament yesterday, when you were interviewing representatives of various airlines.

One point that did not arise was the question of refunding taxes and airport charges when the passenger
does not fly.

I use Easy Jet (and am very pleased with their services fromLuton) but their documentation does not give
details of the taxes and charges paid and that should be refundable if I do not fly; nor does it say how to
claim a refund.

I quite accept that the flight cost is not refundable, but I think they should be more transparent and open
about Me taxes and charges. They did say recently to the press that the taxes were refundable without any
extra charge if you did not fly.

April 2007

Memorandum submitted by Stuart Diack (PEAT 36)

I don’t know if you can add some weight to my concerns regarding Ryanair? I was due to travel from
Gerona Airport on Friday 20 April 2007 to East Midlands Airport.

Unfortunately the 10:00 am flight was cancelled at 09:35 am and chaos then ensued (see my attached letter
to Ryanair), we then had to travel to Bristol and didn’t arrive home ’til 12:00 pm on Saturday 21 April 2007.

I was told that we could simply write to Ryanair in Dublin and claim any moneys back that we were due
for: Bus Fares, Trains, Hotel Stay etc. We did and Ryanair now owe me £264.20 in additional costs because
we couldn’t get back home when we were due to!

I haven’t even had the courtesy of a response from them.

I do not have the confidence that they will tender a reply never mind a refund?
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I understand that Ryanair showed total contempt to even to attend the Transport Committee Meeting
on Wednesday 25 April 2007 (as I heard your comments on Radio 4).

There was also a TV programme I believe on BBC 1 regarding the problem with the cancellation of flights
by Ryanair (broadcast on Sunday 22 April 2007).

The Daily Mirror (I understand Wednesday 25 April 2007), also reported that you are on a premium a
rate line (I think it’s 50p a minute ), that takes approximately 10 minutes to get through to someone at their
call centre. This is actually correct because I have had reason to phone them in the past and that’s roughly
how long it took me to get through to them.

I am concerned that flights are advertised as from .99p and you end up paying far more than the price
you are quoted what with charges for Tax, Other Fees, Baggage etc??

If you get a refund you tend to get the fare back and nothing else ie 00.99p rather than the £50 Additional
Costs (how strange), these flights need to be advertised at the actual cost not to hide the actual price that
people have to pay.

These cheap flights, in particular Ryanair because of they show total contempt and arrogance and can it is
evidently apparent that they can to ignore any questions or issues raised against them from their customers.

Mr O’Leary must be laughing his little socks oV at the lack of or indeed no action that anyone can take
against him or his company.

I strongly believe that this company should not be able to operate in the UK if it doesn’t comply to the
rules and regulations that we operate.

Can I ask that Mr O’Leary be called to account?

I understand he likes publicity, wonder if he likes this kind???

Stuart Diack

27 April 2007

Letter to Ryanair

CANCELLATION OF FLIGHT 9387 FROM GERONA TO EAST MIDLANDS AIRPORT
20 APRIL 2007

During Monday 16 April 2007 to that of Friday 20 April 2007 I took my mum and dad away for a break;
they had recently retired and I thought deserved a break. The holiday was excellent but then marred and
indeed spoilt by the problems experienced with Ryanair upon our home/return flight.

It all began at around 09:35 am on that of Friday 20 April 2007. We had been checked in as indeed had
every one else on this particular flight (No 9387 due to depart from Gerona at 10:00 am).

There was no reason actually given we assumed it was because it was foggy but did the people leaving
from the flight from the UKhave their flight cancelled? Anyway we then had to collect our luggage and then
we were asked to report to the Ryanair Desk. We then had to wait for some six hours until we got to the
front desk despite the queue only being some 250 yards long!!!

There was no support until we got to the front of the queue?? Even Reporters from TVE (Spanish TV)
arrived on the scene to film the mayhem.

By the time my family got to the front of the queue it was around 3:30 pm and we were oVered a flight to
Bristol otherwise there might be a flight available on Sunday 22 April 2007?

We had no other option but to go with this oVer. I asked the gentleman who arranged our flights how we
were fixed with regard to claiming any moneys back. We were instructed to only make use of the following:
Public Transport Buses (not Taxis), 3 Star Hotels would only be reimbursed, Train Travel would be
reimbursed as long as we had receipts.

We boarded the Bristol Flight at around 06:30 pm and we did have a good flight and arrived at 07:45 pm
on Friday 20 April. By the time we had collected our baggage, immigration and customs it was 08:20pm.
The bus “Bristol Flyer” didn’t then leave the airport until 08:25 pm and arrived at Temple Mead Station at
08:40pm.Upon arrival at the Ticket Desk we were duly informed that the train left at 8:30 pm and that there
were no trains available until the morning of Saturday and that these trains would commence as from 06:15
am onwards.

Mymum and dad are now in their late 60s and sleeping on a train platform is not my idea of treating them
with respect. However, having said that no one should because a flight was cancelled by your airline!

We then walked around Bristol and were unsuccessful in Holiday Inn etc.

Caught a Taxi to find a cheap Hotel (£13.25 Fare but I don’t suppose you will pay for that?), went to Ibis
(2 Star Hotel), but again unsuccessful. However the receptionist contacted Novotel (Sister Hotel of Ibis),
and despite the minimum price being £139 I explained our situation and was given a room at a discount of
£20 and the room finally cost £119 for the night. Early Saturday Morning we had to then board a train to
Derby then a bus to East Midlands (our original destination).
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I arrived home at 1:00 pm Saturday 21 April 2007.

I also included a receipt (Ryanair only), for 26 Euros (for one of themany refreshments we requiredwhilst
waiting to come home).

This was our first trip with Ryanair and I trust you will honour at least the basic refunds:

Bus from Bristol Airport (£15.00);

Hotel stay (£119.00), due to the fact there were no trains available to get us to Derby/Nottingham until the
morning of 21 April;

Train Fare to Derby (£121.50);

Bus to East Midlands Airport (3 x £2.70% £8.70).

Total% £263.60.

Fortunately the Car Park Company was sympathetic and didn’t charge me an additional day’s car
parking (what an honourable company this is!)

Many Thanks!

Stuart Diack

22 April 2007

Memorandum submitted by Gilbert Verbit (PEAT 37)

Every time a passenger buys a ticket for a Ryanair flight they are buying what is very much like a lottery
ticket, although in the case of this lottery the buyer usually wins. Winning means the flight you have booked
actually takes oV and lands on time and in the right place. There are several ways to lose the lottery, the
most common being flight cancellation. Losing can have drastic financial consequences.

Some time ago I was booked on a flight from Granada to London–Stansted on Ryanair. After having
checked in at the airport and while waiting in the lounge to board the airplane an announcement was made
that the flight was cancelled. No reason was given. Passengers were told to retrieve their checked luggage
and report to window 12. Having retrieved my luggage I found about 80 of my fellow passengers already
lined up before window 12, they having been clever enough not to have checked luggage. No staV person
nor anyone else was behind at window 12 nor did one appear for at least one hour. When someone finally
did appear, she began to deal with the long line of passengers one at a time there was no general
announcement, After an hour she had dealt with about four passengers. It was clear that at that rate this
was going to be a long wait. I decided the best course of action was to go up to the window and attempt to
overhear what she was telling the passengers lucky enough to be at the head of the queue. The message was
not good. As Ryanair flights are nearly always fully-booked—that after all is their business plan—the
chances of getting on an alternative flight within days are not good. So the provision in Ryanair’s General
Conditions of Carriage which gives you the option of a flight “at the earliest opportunity on another of our
scheduled services on which space is available between the same routing points” is of little value. As an
alternative, you can elect a refund of that “bargain” fare. Rather than spend an additional week inGranada,
I opted to hire a car, drove to Madrid, took the Easyjet flight to Luton hired another car to get me back to
Stansted where I could retrieve my car.

A passenger whose flight is cancelled and is oVered no reasonable alterative is entitled to compensation
according to EU Regulation 261/2004. However, and this is the big exception, the right to compensation is
extremely limited “when the cancellation is caused by extraordinary circumstances which could not have
been avoided even if all reasonable measures had been taken.” As the reason for my flight cancellation was
never made known to the passengers at the Granada airport, I decided to e-mail “Customer Service” at
Ryanair to attempt to claim compensation. On 26 May 2006 I received an email response from “Ryanair
Customer Services'infowfrsc,net” informing me, inter alia, “there are rare occasions such as political
instability, adverse weather condition (sic), security risks, unexpected flight safety problems and strikes that
aVect the operation of an operating air carrier. We sincerely regret that your flight was one of these rare
flights disrupted. As your flight disruption was outside the control of the airline we regret to advise that no
compensation is due.” When I responded to this blanket rejection by insisting that this defence would only
be available if they could explain which of these “extraordinary circumstances” aVectedmy particular flight,
I received no response. I realized then that if I was to obtain any relief, it would have to be through the courts.

Suing Ryanair is not easy! In order to sue a company you need a postal address. No matter how carefully
you search the Ryanair website you will not find one. Nor do they give a postal address in their newspaper
advertisement. Since Rule 6 of the Civil Procedure code provides that a company can be served “any place
within the jurisdiction where the corporation carries on its activities; or Any place of business within the
jurisdiction” I decided to address my complaint to Ryanair, Stansted Airport, Bassingbourn Road,
STANSTED CM24 1 QW. I filed the complaint via the Internet using the Money Claim Online procedure
set up by the Courts Service. Although the cost for filing was £80 I thought it would be worth the price just
to find out what really happened.
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My complaint was dismissed without even getting to the merits. But in the process I found out some
interesting information. There is no entity called “Ryanair” despite all the signs you see at the airports, IDs
on the uniforms of personnel, decoration on the airplanes, etc. Instead there is a stock exchange listed
company called “Ryanair Holdings plc” there is “Ryanair Limited” whose registered oYce is in Ireland
which operates an airline and there is Ryanair UK Limited (an English Company) whose registered oYce
is at Satellite 3, London Stansted Airport, Stansted, Essex CM24 lRW which apparently does nothing.
Moreover, none of those employees you see behind the check-in desks at the Ryanair counters are Ryanair
employees! Whose employees they are is something of a mystery.

My complaint was dismissed because I should have sued Ryanair Limited. This is an Irish registered
company andMoney ClaimOnline cannot be used to sue companies not registered in the United Kingdom.
What happened to the provision in the Procedure Code about locations “where a corporation carries on its
activities” and why the service wasn’t eVective on Ryanair UK I do not know. The presiding judge
apologized for having to dismiss my complaint on a technicality” but assured me all was not lost as the
Ryanair solicitors, Manches LLP, were willing to accept service in London on behalf of Ryanair limited.

I refiled the case as a Small Claim in the District Court paying an additional £50 fee and served it on
Manches LLP. In the Defence, I was finally provided with an explanation for the cancellation of my flight.
It was alleged that as my flight approached Granada airport the Ryanair “operations Department was
advised that fuel suYcient for this aircraft to operate back to London–Stansted . . . was unavailable” so the
flight was diverted to Malaga Airport. However implausible this excuse may be. I have no way to disprove
it. Moreover, even if true, it does not necessarily follow that the lack of availability of fuel was an
extraordinary event beyond the control of Ryanair. It maywell be for example, that an employee of Ryanair
neglected to order the fuel or that there was a dispute between the fuel supplier andRyanair and the supplier
and the latter refused to allocate the fuel until Ryanair paid its bill! In any event, being unable to pursue the
matter further, my lawsuit came to an end.

There are several lessons to be learned from this experience. First the courts will not provide a remedy for
damages incurred because Ryanair flights are cancelled.

Ryanair has so structured its activities that it is diYcult to even serve them with a complaint. I still do not
know their postal address. In order to serve Ryanair with process, you must first find out the name of their
London solicitors and theymust be authorized to accept service, I assume, on a case by case basis.Moreover,
the U.K. court system helps shelter Ryanair from lawsuits by making the filing fees, even for small claims,
so high that they exceed the cost of most Ryanair fares!

More importantly, however, for the prospective Ryanair passenger, you must take into account the
drastic financial consequences of a flight cancellation, the risk of which is unusually high with Ryanair for
two reasons. First, alternative transport on a Ryanair flight will most likely not be available because of the
high load factor on most Ryanair flights. Secondly, because many of the airports Ryanair flies to are not
major airports. It is hard to conceive of Heathrow or Stansted not having enough fuel available to refuel a
plane for an onward flight. But with infrequently used airports such as the kind Ryanair favors some event
such as lack of fuel or lack of a spare part is more likely. As for myself, I will not be flying Ryanair in the
future, it’s just too expensive!

April 2007

Memorandum submitted by BBC Radio 4: You and Yours (PEAT 38)

You and Yours is BBC Radio 4’s flagship consumer and social aVairs programme broadcast between 12
noon and 1 pm every week day lunchtime.

The programme has 3.181 million listeners per week. Their average age is 59. 56.1% of You and Yours
listeners are female. 43.9% are male.
The social grading of listeners breaks down as follows:

— A and B: 36%

— C1: 36%

— C2: 14.4%

— D and E: 13.6%.

INTRODUCTION

Between 8 and 18 of May working in conjunction with the House of Commons Transport Select
Committee looking at Air Travel, we gave our listeners the unique opportunity to contribute directly to the
Committee’s report looking at whether quality is keeping pace with quantity via our phone in.

Our phone in programme “Call You & Yours”—which invited listeners to tell their experiences of air
travel—was broadcast between 12.00–13.00 on Tuesday 15 May 2007 on BBC Radio 4. We asked our
listeners to give us their views on:
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“When it comes to air travel is quality keeping pace with quantity?”

RESPONSE

We had a good response. Over the course of two weeks we received 219 emails and 118 letters, calls and
texts. They break down into 5 broad categories:

— 73% (246 listeners) called to give their experience of poor service. Cancellations and booking
tickets was often mentioned as a frustrating experience along with a poor response to complaints.

— 10% (34 listeners) had a positive experience of flying.

— 7% (23 listeners) expressed diYculties when flying because of a disability.

— 6% (20 listeners) expressed a concern about the environment.

— 4% (12 listeners) had a general comment or question, some mentioning support for regional
airports

1. Examples of those who called to give their experience of poor service

Margaret—Jersey

Low cost airline” is a misnomer. By the time you include return flights, taxes & charge for a suitcase they
are no cheaper than longer established airlines. I have recently paid £496 for 2 tickets to fly from Jersey to
Avignon via Southampton & it was a nightmare. The outward flight Jersey—S’ton was delayed with a
technical fault causing us to miss our ongoing flight to Avignon. Although both legs of the journey were
booked with Flybe, because I had booked on the Internet, they were considered as separate, & therefore
Flybe took no responsibility for our delay. Unfortunately, the next flight to Avignon was 2 days later so we
lost 2 days of our week’s holiday. On the return we were delayed for an hour at S’ton, finally boarded & sat
on the tarmac for quite some time before being oV-loaded because of bad weather in Jersey. After waiting
in the holding area for another half hour or so, we were finally told the flight was cancelled. We then had
to queue to reclaim our luggage, queue to change our flights for the following day, queue to arrange hotel
accommodation. And because we had been held back, I think deliberately for the convenience of the airline
staV, the later flight which was also cancelled had been able to arrange early departures & accommodation
at the nearby airport hotel.When it came to our turn, the earliest available flight was 5 pm&we had to book
into the more expensive city centre hotels.

We spent a cold, wet, boring day in S’ton, checked in for our 5 pm flight, finally left at about 6, flew to
Jersey only to be told we couldn’t land as the weather had closed in again so we flew back to S’ton. Back to
the city centre hotel. All this was adding hundreds of pounds to our expenses, none of which was covered
by the airline—not even a free cup of coVee! To be fair, they were not responsible for the weather, & the
airport in Jersey is more culpable in that the landing system which would have allowed us to land on each
of the 2 aborted attempts was out of service. But I feel that more should have been done by the airline to
get us back as early as possible on the Tuesday morning—the first 3 flights all landed in clear weather, &
only those of us who had been unable to get on them were subjected to another day’s delay. The final let-
down was that my travel insurance didn’t cover any of these expenses as for their purposes, the Channel
Islands are part of the UK and they don’t compensate on internal flights! I’d like to say I’ll never fly a low
cost airline again, but living in Jersey we have no choice.

Nick—Bournemouth

Took on the might of KLM when I had a flight cancelled and claimed compensation under EU
regulations, The AUC were polite but useless the CAA see their role as merely a monitoring one, after a
time I had to take them to the small claims court, KLM decided not to go to court but paid up without
accepting liability. I did a lot of research on the EU regulations, they are weak and ineVective as nobody is
policing them, there are contradictions between the CAA/DTI memorandum of understanding and the
briefing paper issued by the CAA to MPs and MEPs, the CAA is charged with enforcing the regulations,
but as was described to me by the CAA, they (the CAA) neither have the resources nor will to carry out that
role, they basically take what the airline says without question and leave it to the passenger to fight the
airline. Even where it has gone to court and the airline has been shown to have been in breach of the
regulations the CAA have failed to act. There is little of any value in the regulations if the member states
do not ensure that there is vigorous and determined enforcement by a suitable authority, in the UK for
example only the CAA can have access to the information that is required to know whether a cancellation
is valid or not, but they just cannot be bothered. In my case KLM re-routed me via Paris on Air France, so
the care required was not available, as Air France’s flight was on time and I therefore could got get
refreshments, phone calls etc. from them and the KLM desk at Heathrow said I was booked on a AF flight
so I was not their responsibility.
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Ruth Gillespie—London

The contempt with which the operators of Gatwick airport treat their customers is beyond belief. Not
enough screening facilities, leading to huge cattle-market scenes of hundreds of people in lines of 4/5 abreast
crawling through tortuous switch-back lines, ‘controllers’ shouting instructions, grubby carpets, litter and
grime in every corner, sullen and disinterested staV.

Contrast this scene with bright, clean spacious Munich airport . . . ..

WE need to take pride in our built environment, learn to treat customers with respect and make this
gateway into and out of England amore pleasant and eYcient experience. The greatest problemwith current
airport travel is the security checks. I know that the government and others will say that they are there for
our own safety, but they are not really. They are window-dressing to make us feel more secure. They cannot
be eVective—because the terrorists always have the initiative. The next attack they plan need not be on an
aircraft. Indeed, following 9/11 they chose trains. No amount of wasting time taking our shoes oV in airports
prevented those attacks.

Alistair Edwards—York

In a sense the terrorists are winning. How much of an economic penalty have they managed to impose
on us, employing extra security staV, buying expensive detection equipment, spending three hours at a time
hanging around between check-in and take-oV at airports?

Of course, we don’t want to make it easy for the terrorists. There should be a basic level of security at
airports, but that is all. I, for one, am willing to take my chance of a very slightly increased possibility of
being involved in a terrorist incident but not to have to spend so much time in silly checks in airports.
What government is going to have the courage—and logic—to pursue a sensible course of action—while
defying the terrorists who must delight in the disruption they cause to the system?

2. Examples of people who have had a positive experience of flying

Linda Wilkins—Whitby

We flew to Germany last week with KLM via Amsterdam.
On-line check in at home the previous day, printed our own boarding cards.
Brilliant system!

Ian Hemmings—Chesterfield

I travel overseas about every 2 weeks on business from diVerent airports (Heathrow, Birmingham, and
Luton) and I have to say that I think that the service I generally receive is good. The only time I see people
getting angry is when they haven’t followed the rules which actually aren’t that hard to follow. People turn
up late, with oversized bags, with banned liquids in their luggage and then complain loudly when their
journey is delayed.

The rules are very clear and easy to follow; if you follow them then your journey will be fairly easy and
trouble free. One thing I do see is when people who have paid £25 for a flight expect to be treated like a first
class customer. There is a consequence of cheap travel and that is that you are a “bus” passenger.

I feel safe and well looked after at UK Airports.

Cate Davies—Liverpool

I flew Easyjet from Liverpool to Geneva with my disabled husband needing assistance we had a fantastic
service, first class as they could not be more helpful. Delay on landing—oVered drinks, apologies, amazing
treatment. Easyjet are low cost but the highest quality for customer service. We do this trip regularly and
they are unfailingly marvellous.

3. Examples of people who expressed diYculties when flying because of a disability.

Anne Powell—Eastbourne

My daughter travels from Gatwick to Toulouse by plane and has one very big problem. As she has
Down’s syndrome she can walk, and therefore is not “disabled” in the sense of needing physical assistance.
We have therefore in the past not always clicked the wheelchair box when booking online. She does,
however, need help in understanding where to go after checking in, in order to board her flight. We are not
allowed to accompany her. There is no system for helping people with learning diYculties. She is not treated
as a disabled person and that is the only category that exists for help. I have once entrusted her to the lady
behind us in the queue, and twice kicked up a hell of a fuss at another desk in a desperate eVort to get help
for her. She’s also some times been taken on a trolley along with the physically disabled people. It’s never
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the same system it seems and a constant worry for me. Will we one day recognise that disability can mean
not having all the mental capacities to function without help in our ever increasingly technical and
anonymous world?

Sarah Westwater—Nottingham

We have been travelling by air with our profoundly physically impaired daughter for some 15 years now.
She is cognitively main stream. There are not only financial penalties as with Ryanair requiring a phone call
to notify them of a disabled member of your party. A phone line that is rarely manned and costs for holding
on. Why can they not have a simple tick box locked into a limit of assisted travellers per flight calculator?
But we also have to either pay for up grades for the family so that there is space to transfer her as it takes
at least one other person and then assisted travellers are always seated away form exits and or isles making
trips to the loo so very diYcult. To top it when you get there getting an assisted traveller onto and oV the
toilet in the miserly cubicle deserved an Olympic medal. All airports where European airlines travel to and
from should have at least the high/low trucks which we can use available (they usually load the catering on
and oV. There should also be a provision for the seats on the aircraft or near a door (which is inevitably
where the toilets also are) to be set aside for those who would otherwise be carried along the isle. There is
the narrow aircraft wheel chair but as anyone with any functioning brain cells would know looking at
someone in a bespoke wheelchair this is an impossibility and even a hazard.
EVectively only those carers and or assisted travellers with terrific stamina and tenaciousness are all but
excluded from this form of transport.
Where have the human equality rights and disability access rights never mind the dignity gone? Don’t tell
me airlines were excluded!

4. Examples of people who had concerns about the environmental impact

Paul Maslin—Wormbridge

Airlines and airline passengers should pay the true cost of their pollution. The government MUST limit
air travel, which must not be allowed to grow indefinitely. Aircraft pollute the air, destroy tranquillity and
threaten the worlds poorest through climate change. Please do not let unchecked consumerism and single-
minded airline industry greed destroy our planet.

Claire Jordan

It is mathematically impossible to expand air travel in the way the government is planning and also make
the cuts in carbon emissions that scientists tell us are necessary to avoid dangerous levels of global warming.
Why is the government not focusing on halting aviation expansion and making the alternatives cheaper and
more convenient?

5. Examples of people had general comments

Chris Dewar

Please consider regional airports. Direct flights make a big diVerence to where companies locate. The
regions could use some “Heathrow EVect”.

You & Yours feedback:

This programme prompted a good response on “Call You & Yours”. The majority of people who
contacted the programme had a poor experience of air travel. Experiences range from frustration over
cancellations to scruVy airports, unpleasant staV and tightened security restrictions. Some people felt that
travelling with a disability made the journey even more unpleasant due to the way they are handled.
However, some people did praise the airlines for eYcient service and low cost whilst some listeners were keen
to point out the environmental issues. Listeners seemed keen to be involved with the radio programme
because of the potential to help shape the Committee’s final report.

May 2007
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Supplementary memorandum submitted by easyJet (PEAT 20a)

Following Toby Nicol’s evidence to the Transport Committee, please find below easyJet’s feedback:

1. Cabin Crew Assaults

EasyJet is concerned that the Transport Committee is under the impression that low-cost airlines accept
a lower standard of behaviour from their passengers, when this is simply not the case. easyJet hopes that
the Committee’s inquiry will dispel any such views in light of the lack of evidence to support such allegations
and especially given the number of passengers who fly with us (66.1 million in the last 2 years).

In the last 2 years, easyJet cabin crew suVered two assaults from passengers, both of which occurred when
crew intervened in a dispute between passengers and resulted in the police being called to the aircraft. easyJet
is not in a position to confirm whether or not these incidents have led to prosecution, as this a matter for
the authorities in charge. In such cases, easyJet oVers its full cooperation for any ensuing investigation and
we lend our full support to any member of cabin crew wishing to press charges. Safety and security is
paramount at easyJet, and we have a zero tolerance policy towards any disruptive or unreasonable
behaviour onboard our flights, and towards our staV or passengers.

2. Passenger Compensation

EasyJet pays compensation to its customers where appropriate and once payment is made does not retain
a detailed record of the breakdown of compensation paid to passengers. Public disclosure of easyJet’s costs
is made in line with other airlines’ disclosures in order to maintain consistency. As such, easyJet does not
disclose its disruption costs, these remain confidential as well as passenger claims. However, easyJet is able
to share with the Transport Committee the compensation paid to passengers following the August security
events. As a result of the security disruption, on 10 August 2006, easyJet cancelled a total of 469 flights: 290
flights on the day of the initial disruption, 112 on Friday 11 August, and a further 67 flight through to
Monday 14 August. easyJet accommodated the majority of aVected customers on alternative flights, and
oVered aVected passengers the chance to change any bookings in the period free of charge or to have a
refund. The disruption resulted in additional costs related to passenger assistance and compensation; it
impacted revenue during the period and in the immediate aftermath. The impact of the cancellations,
passenger assistance and compensation over the period of the disruption is estimated to be in the region
of £4m.

I remain at your disposal should you require any further information.

May 2007
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