
EAST MIDLANDS AIRPORT ACCESSIBILITY FORUM NOTES 
4th November 2022 

 
 
PRESENT  
Meeting Chair - Christiane Link, Ortegalink Ltd (CL) 
 
Derby City Council Equality Lead - Ann Webster (AW)  
Spinal Injuries Association – Chris Etches (CE) 
 
East Midlands Airport – Chris Drury, Customer Services Manager (CD) 
East Midlands Airport – Harry Winter, Customer Services Duty Manager (HW) 
East Midlands Airport – Paul Mann-Kler, Customer Services Line Trainer (PM) 
East Midlands Airport – Michael Grimes, Customer Services and Security Director (MG)* 
East Midlands Airport – Peter Bradley, Landside Operations Manager (PB)*  
 
*Attended part of the meeting.  

 
APOLOGIES  
Accessibility and Inclusion – Sarah Rennie (SR) 
Partially Sighted Community Rep – Pat Taylor (PT) 
British Deaf Association – Robin Ash (RA) 
  
LOCATION 
Pathfinder House, East Midlands Airport.  
(AW joined the forum via Microsoft Teams).  
 

1. Welcomes and Introductions 
CL thanked members for their attendance once again and for their continued support of the 
Accessibility Forum. CL referenced several interactions with the airport since the last 
Accessibility Forum, including being involved in the recruitment process for the Customer 
Service Manager role. CL also highlighted that she had been asked to join the Airport 
Independent Consultative Committee (ICC), acting as a liaison between this group and the 
ICC. HW reiterated from a governance perspective, that despite CL involvement in the ICC, 
the Airport Accessibility Forum remains an independent forum and does not function as a 
sub-group of the ICC.  
 
 

2. East Midlands Airport Update 
HW took members through the updated department structure. Following the summer 
season, it was decided to split the Customer Service Team into two divisions – Assisted Travel 
and Terminal Operations. HW reassured members that the two divisions would still work 
closely together and all Airport Ambassadors will receive the same standards of training as 
those within Assisted Travel. Moving forward, HW will line manage the Terminal Ops division, 
consisting of Airport Ambassadors, Friends of EMA and Student Cadets. HW also highlighted 
that 2x new Customer Service Duty Manager have been appointed within the Assisted Travel 
division, alongside 1x new Customer Service Line Trainer. In total the department has 



increased from 26.6 FTE over 33 heads before summer, to the current 56 FTE over 67 heads. 
This significant increase was achieved despite an exceedingly difficult recruitment market. 
HW also informed members that the colleague engagement scores within the wider Customer 
Service Team were well above the company average.  
 
HW took members through the department updates covering the summer period. These 
included being shortlisted in the top 3 for the Airport Accessibility Award at this year’s Ozion 
Annual Airport PRM Leadership Conference. CD and MG will be attending this conference on 
behalf of the airport. Other updates included – the purchasing and integration of new 
ambulifts, accessible minibuses, aisle chairs, staxi wheelchairs, self-propelled wheelchairs & 
pro-move slings. Furthermore, a completely new training syllabus has been drafted in 
preparation for the recurrent training this winter, which will follow a modular approach.  
 
HW informed the forum that funding had been secured for an external trainer to deliver our 
Disability Equality Training. CL complimented the airport’s decision to bring in an external 
trainer. CD asked members whether there was anyone they would recommend to deliver this 
training. AW, CL and CE passed over several names of potential trainers that they have worked 
with in the past. CL and AW reiterated the importance of the training covering the Social 
Model of Disability and that the training covers the difference between awareness and 
equality. After some discussion, the forum agreed on their primary recommendation and ask 
the airport to approach this person first.  
 
Action – East Midlands Airport to approach the primary recommendation.  
 
HW took members through the Summer ’19 and ’20 YTD SLA performance. The results 
demonstrated that throughout the summer, SLA performance remained above the 97% 
target, constantly remaining above 98%. HW also highlighted how EMA had performed in 
comparison to other UK airports within our peak month (September 2022), achieving 2nd 
place amongst all other UK airports in our performance of meeting pre-booked arriving 
Assisted Travel passengers within 20 minutes.  
 
HW took members through the Assisted Travel Net Promotor Score (NPS) performance. 
Firstly, highlighting that the airports NPS score has risen from 62.7% (3.14) in 2019 to 78.8% 
(3.94) in 2022. This upward trend has also been shown in how Assisted Travel passengers are 
comparing the service at EMA to other airports, highlighting a 4% increase in those stating 
“Significantly Better” and 2% increase in those stating “Slightly Better”.  
 
HW took members through the airport’s NPS performance against each element of the 
Assisted Travel journey. Areas of reduced performance included: the final stage of the process 
- supporting passengers onto their onward journey, alongside the pre-arrival information on 
the EMA website. HW stated that we have secured funding to develop a series of videos to 
highlight the different elements of the Assisted Travel journey, which will be used on the 
website. CL asked if we could highlight within the video the different public transport options 
for getting to the airport – especially information about local taxi firms which have accessible 
taxis available. AW and CL requested that the videos developed are available within British 
Sign Language and RA should be asked to consult on BSL inclusion. CL asked members whether 
they would prefer one video outlining all elements of the journey, or a series of videos 



highlighting different elements of the journey. Members agreed that a series of shorter videos 
would be their preference. HW also asked whether members would prefer animation to be 
used or real-life airport footage. Members decided the video should highlight the actual 
airport journey, so animation should be limited.  
 
Action – East Midlands Airport to develop a series of videos to highlight the Assisted Travel 
Journey.  
Action – East Midlands Airport to consult with RA about the best way to have British Sign 
Language interpretation included within the videos.  
 
HW gave an update on the projects being tracked as part of the Accessibility Forum Action 
Tracker.  
 
HW highlighted that the airport has spent just under £500,000 on new ambulifts to date, 
which includes the purchase of a new Bulmor Sidebull Ambulift. CD also highlighted that 
another £350,000 has been signed off to allow the department to purchase an additional 
Bulmor Sidebull. CL informed members that Bulmor was a well-recognised and well-respected 
manufacturer of ambulifts. CL shared her experiences of using ambulifts that have no 
windows and no handrails – whereas this is not the case in the SideBull which have been well 
designed from a passenger experience perspective. CL agreed that despite the major expense, 
purchasing of Sidebull ambulifts was a good decision for both Assisted Travel Passengers and 
for the airport. HW stated the priority now is to agree to an ongoing asset replacement 
strategy, to ensure the full modernisation of the fleet over the next 8-10 years.  
 
HW took members through the different technology providers the airport was currently 
having discussions with. This included: software that provides British Sign Language 
interpreting on demand, a system that helps visually impaired passengers find their way 
through a pre-mapped space via smart home, a system that would provide the airport with a 
purpose-built operating platform which could provide real-time information about flights to 
Assisted Travel passengers directly. CL stated she had tried the software for visually impaired 
passengers at Manchester Airport Railway Station. CL reflected the software is quite good, 
however, thinks the technology in this space will improve considerably in coming years. CL 
did highlight one issue in that passengers have to hold the phone in one hand, and if they 
have a cane to support them, they are unable to walk alone with luggage. CL highlights that 
the RNIB also has software which could be considered.  
 
Action – Consider RNIB for alternative software to support passengers who are visually 
impaired.  
 
HW gave members an update on progress relating to the ‘Landside Disabled Toilet Project.’ 
HW confirmed that a project manager had been allocated to the project. Currently, draft plans 
have been drawn up, with the next stage being more technical drawings. HW took members 
through the two proposed layouts and outlined the estimated cost of this work being £35,534. 
HW also reassured members that the airside disabled toilets are still on the agenda, however, 
priority is being placed on getting the landside facility complete as this is the only disabled 
toilet facility in the area.  
 



PB gave members an update on progress relating to Phased One of the landside wayfinding 
project – which involved the redesign of the main terminal signage as passengers enter the 
airport site. Following a conversation with CL at ICC, PB was eager to get members’ input for 
Phase 2, which involves more detailed signage within the car parks and landside areas. PB 
confirmed that the airport is working with an external agency with specialises in the design 
and location of major wayfinding signage. CL asked CE to recall his experience driving into the 
airport for the meeting. CE confirmed that it was difficult to locate the disabled bays in Short 
Stay 1. PB confirmed that signage to the disabled bays was under review as part of the project 
and will be improved. AW asked about where the Assisted Travel service starts from and 
whether passengers can get support from the car park. CD confirmed this was the case, and 
that passengers can use the intercom, Assisted Travel telephone number and/or the 
WhatsApp messaging service to request assistance from car parks. CL recalled another airport 
that would provide WCHC passengers with discounted parking closer to the airport terminal, 
in a bid to reduce the number of journeys the airport had to complete picking up WCHC 
passengers from remote car parks. CL also asked for reassurance that the airport shuttle bus 
was low-floor accessible buses. PB confirmed this was the case and that they were soon to be 
entering into a new tender process for the bus contract. CL asked whether as part of this 
tender process, the airport can make sure that all drivers receive adequate Disability Equality 
training, which is to the right standard, and if this is not the case, the airport should provide 
the drivers with their Disability Equality training. PB thanked members for their input and 
reassured them this would be included in the tender process. PB also asked if any members 
would like to take a Landside Tour to gain further input on Phase 2 of the project.   
 
Action - HW to arrange a Landside Tour for CL, PB and CD.  
 
MG joined the Accessibility Forum and gave members an update on how the airport had 
performed this summer. He reflected on his one year in the role and was incredibly proud of 
how the Customer Service, especially Assisted Travel department, had developed and 
performed this summer. MG reflected on how all teams throughout the airport came 
together to support the Customer Service and Security Directorate – which has helped ensure 
that queues remained limited and NPS scores remained positive. MG reflected on the sad 
news of Doncaster Sheffield Airport (DSA) closing and that MAG had offered guaranteed 
interviews to all DSA employees. MG confirmed the plan for this winter is to continue to drive 
excellence and ensure the department is well-equipped for the Summer 2023 under the new 
leadership of Steve Griffith, previously the Managing Director of London Stansted Airport. CL 
acknowledged that the Assisted Travel provision at London Stansted Airport was outsourced 
and asked for reassurance this was not going to happen at EMA. MG confirmed that EMA 
Assisted Travel provision would remain in-house, highlighting many benefits that come from 
an in-house provision. CL thanked MG for attending and for his update.  
 
HW took members through the task tracker for Winter 2022. This includes the reintroduction 
of the Try Before You Fly (TBYF) programme. CL applauded the airport for re-starting this 
programme and asked how the airport intends to promote this initiative. HW confirmed it 
would be shared on the normal social media channels and that the airport would engage with 
local disability charities. CL asked whether the airport could market this programme directly 
to those who are newly disabled, feeling this group could benefit most. CE highlighted that 
such an initiative could be incredibly helpful to members of the SIA. CL suggested the airport 



could hold a special TBYF event designed specifically for members of SIA. HW and CD agreed 
to schedule this. CL also suggested that TBYF events could be specifically targeted to different 
disabilities (e.g., Passengers with Autism) as their Assisted Travel needs vary.  
 
ACTION – East Midlands Airport to engage with local disability groups to promote the Try 
Before You Fly programme.  
 
ACTION – East Midlands Airport to organise a special TBYF event designed specifically for 
members of the SIA.  
 
ACTION – East Midlands Airport to organise a special TBYF event designed specifically for 
Passengers with Autism.  
 
HW also confirmed that the team would be focusing on other projects throughout the winter, 
including: updating the Assisted Travel feedback platform, modernising the pre-arrival 
Assisted Travel information on the website, installing a handrail on the slope towards the 
check-in hall extension, alongside the introduction of self-check-in kiosks at the Assisted 
Travel desk.  
 
HW concluded the East Midlands Airport update and passed over to CL.  
 
CL thanked members for their contributions to the forum.  
 
AOB 
 
AW asked if the airport had managed to speak to based airlines about their policy on having 
aisle chairs onboard the aircraft. HW confirmed he had a reply from some of the based airlines 
at EMA, which confirmed that their aircraft had aisle chairs onboard and that crew could 
support passengers in using these aisle chairs. AW thanked the airport for finding this 
information out.  
 
AW also asked CL if she had experienced the difficulty in booking accessible taxis – especially 
pre-booking for trips, for example to the airport. CL confirmed this was an issue and asked 
the airport to consider building in a requirement for ‘Accessible Taxis’ within the tender 
process for any new Official Taxi Companies. CL also asked if the airport could reach out to 
local taxi firms to understand their ‘Accessible Taxi’ offering and promote such companies.  
 
Action – HW to approach local taxi firms to understand how many Accessible Taxis they 
have in service and how far in advance bookings can be made.   
 
 
Meeting closed.  
 
 
 
 
 


