
EAST MIDLANDS AIRPORT ACCESSIBILITY FORUM NOTES 
11 December 2021 

 
PRESENT 
Meeting Chair - Christiane Link, Ortegalink Ltd (CL) 
 
ORGANISATIONS  
Accessibility and Inclusion - Sarah Rennie (SR) 
Derby City Council Equality Lead - Ann Webster (AW) 
Spinal Injuries Association – Chris Etches (CE) 
 
East Midlands Airport – Chris Drury, Airport Duty Manger (CD) 
East Midlands Airport – Harry Winter, Passenger Services Team Leader (HW) 
East Midlands Airport – Mike Grimes, Customer Services & Security Director 
 
 

1. Welcomes and Introductions 
CL thanked all members for taking the time to join todays Accessibility Forum.  
 
CL highlighted the importance of keeping the forum active despite the backdrop of the Covid-
19 pandemic and falling passenger numbers at the airport, to ensure that momentum is not 
lost.    
 
CD welcomed all members to today’s forum and introduced HW as the new Passenger 
Services Team Leader on Red Watch. HW took members through the roles he has previously 
held at the airport as the Airport Management Graduate.  
 
CD drew members attention to the proposed agenda for today’s forum. CL confirmed she was 
content with the agenda.  
 

2. Airport Update 
HW gave a general business update, outlining that whilst it’s been positive to welcome 
passengers back, numbers have remained stubbornly low for the peak summer months, not 
exceeding 26% of pre-Covid levels in July and August. HW explained that in September, EMA 
saw around 169,000 passengers, significantly lower than what had been budgeted for, 
meaning the airport has now endured two severely depleted summer seasons.  
 
HW explained that in response to the reduced passenger numbers, EMA had made significant 
changes to the operating structure of each department, which resulted in the Passenger 
Services team undergoing a 40% reduction in head count.  
 
HW confirmed that total PRM numbers across the summer were on average 23.5% of 2019 
levels.  
 
HW showed members the current Passenger Services team structure and compared this to 
the proposed structure for the next financial year, with the main difference being the 
reintroduction of the Ops Controller position and the breakout of Security and the Customer 



Services teams within the directorate. HW confirmed that the budget submission expecting 
to be signed off will put the size of the Passenger Services department at 95% of 2019-2020 
levels, even though the airport is only anticipating 75% of the 2019-2020 PRM numbers.  
 
HW outlined a variety of developments which had been undertaken by the department over 
the last few months, including the purchasing of a new Aviramp bridge which will be fitted to 
the current on-site Aviramp, which will remove the use of ‘manual carry up steps’ manoeuvres 
for all aircraft types. CL asked about the options of transferring to an aisle chair at the top of 
the Aviramp to allow passengers to stay in their own chairs for longer. CD stated that the 
difficulty with this approach is the space available within the doorway of the aircraft is 
incredibly limited to be able to carry out such a manoeuvre. CL recognises the difficulty and 
acknowledges that anything is better than boarding by the steps and the need for a manual 
carry. SR stated the pivotal element for her is that passengers are boarded before other 
passenger to give extra discretion and that service users don’t feel rushed. SL asked if the 
airport records the number of times service users are able to board the aircraft ahead of other 
passengers. CD confirmed this data isn’t capture at the moment but will look into whether 
some insights could be pulled from our current data set – Action EMA.  
 
HW confirmed that the entire fleet of Staxi wheelchairs have undergone a refresh, with new 
parts being ordered to ensure they’re in the best condition possible ahead of Summer.  
 
HW also outlined the department is in the process of purchasing two replacement aisle chairs. 
CD asked members whether they had any preference on the type of aisle chairs – Staxi or 
Columbia. CL outlined that she has had experiences in both types and that both have 
significant positives and negatives. CD showed members a picture of both options. SR 
explained that the headrest is a key feature for her. CL also highlighted the importance of 
having the armrests available on the aisle chairs. CL suggested, if possible, to purchase one of 
each, but also to ensure that service users are given the option of which aisle chair they would 
like to be used. CD confirmed the airport will look into purchasing armrests for the current 
Staxi aisle chairs as an interim measure whilst the new chairs are sourced– Action EMA.  
 
HW confirmed that the reconfiguration of the landside disabled toilet remains on the agenda 
and will be captured under proposed redevelopment of the entire Security Search Area.  
 
HW also confirmed with the forum that the MAG Procurement Team are currently sourcing 
potential suppliers for new ambulifts. CL asked if this would have to go out to tender. CD 
expects this won’t be the cause and the procurement team are speaking directly with 
potential suppliers.  
 

3. Event Reports  
CD took members through a report which had been featured in a number of media outlets, 
covering an incident which saw a passenger with Cerebral Palsy being unable to travel on a 
Ryanair flight due to Swissport deeming his EMD to be too heavy and subsequently being 
unwilling / unable to load it into the hold of the aircraft. CD confirmed that the Ryanair 
Captain attended and made the final decision not to load the EMD. CD also outlined that the 
airport pays significant sums to make a mobi-loader available to all handling agents at the 



airport, but on this occasion, it was not utilised by the ground handler. The airport had made 
the CAA aware of the incident and has passed over all relevant information to the regulator.  
 
AW raised concerns around the language that was used in the airport’s statement to the press 
regarding this incident and would have liked for the airport to take a greater stance on 
condemning forms of discrimination. CD agreed to meet with the Press Office and raise the 
suggestions of the forum members – Action EMA  
 

4. Introduction to CSSD.  
Michael Grimes (MG), the new Customer Service and Security Director attended the forum. 
MG was welcomed to the forum by CL. MG outlined his extensive experience within the 
industry and gave members a renewed commitment to increasing service standards relating 
to airport accessibility and looks forward to working with members moving forward.   
 
MG confirmed he would carry out a terminal walk around with the Passenger Services Team 
to discuss some of the open tasks on the activity tracker. CL reiterated the importance of 
getting the landside disabled toilets reconfigured as soon as possible to ensure their usability 
and compliance.  
 

5. Training  
Ahead of the meeting, members of the forum had been sent a fragment of the initial training 
that is delivered to all members of the Passenger Services department. CD outlined his desire 
to redevelop the training, ahead of the department taking on new recruits in January-2022 
and is eager to get the opinions of the forum members as to how we can improve the course. 
CL, SR and AW raised concerns around some elements of the training being outdated and not 
accurate. SR wanted to see a more customer service focus being integrated into the training 
through the introduction of a set of universal core values. It was agreed that a sub-group will 
be formed consisting of EMA, CL and SR to discuss best practice of training – Action EMA.  
 

6. AOB 
Remaining agenda items that were not able to be covered within the time constraints of this 
meeting, will be prioritised during the next forum meeting. 
 
Next Meeting – It was agreed by CL that the next Accessibility Forum would be scheduled for 
March 2022.  


