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Assisted Travel 

Regulatory Quality Standards 

We are committed to easing our customer’s journey therefore creating a unique and positive experience. Manchester Airport are the responsible 

managing body for the service provision for persons with reduced mobility and disabilities (PRM) in line with EC Regulation 1107/2006. Here at 

Manchester Airport we have outsourced this service to ABM Aviation. 

For pre-booked departing customers  

Upon arrival at the airport, once they have made themselves known:  

•  80% of customers should wait no longer than 10 minutes  

• 90% should wait for no longer than 20 minutes  

• 100% should wait for no longer than 30 minutes. 

For non pre-booked departing customers  

Upon arrival at the airport, once they have made themselves known:  

• 80% of customers should wait no longer than 25 minutes  

• 90% should wait no longer than 35 minutes  

• 100% should wait no longer than 45 minutes. 

 

Subject to pre-notification, 100% of departing customers who are at the designated departure point within 

the stipulated time should reach their aircraft in time to enable timely pre-boarding and departure. 

For pre-booked arriving customers  

Assistance should be available at the gate-room / aircraft side for:  

• 80% of customers within 5 minutes of “on chocks”  

• 90% within 10 minutes  

• 100% within 20 minutes. 

For non pre-booked arriving customers  

Assistance should be available at the gate-room / aircraft side for:  

• 80% of customers within 25 minutes of “on chocks”  

• 90% within 35 minutes  

• 100% within 45 minutes 

 

Subject to minimum connection times, all passengers who have pre-notified at least 48 hours prior to travel 

should reach their connecting aircraft to enable timely pre-boarding and departure. For those that have not 

pre-notified, we will make all reasonable efforts to ensure that the passenger reaches the gate on time. 

Arriving passengers can expect to start the continuous journey within an additional 10 minutes for each of the 

above categories. 
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Standard 

(waiting time 

once PRM 

made 

themselves 

known)

Target Oct-25 Nov-25 Dec-25 Jan-26 Feb-26 Mar-26

Standard (time 

assistance 

available at 

gate or aircraft 

side  from 

arrival on 

chocks )

Target Oct-25 Nov-25 Dec-25 Jan-26 Feb-26 Mar-26

Total PRMs 22,468 18,689 20,916 17,177 15,641 17,443 Total PRMs 25,838 17,683 18,267 15,515 15,847 16,952

10 mins 80% 99.32% 99.86% 99.69% 99.79% 99.80% 99.81%  5 mins 80% 88.25% 90.35% 90.20% 93.75% 94.84% 95.03%

 20 mins 90% 99.64% 99.93% 99.89% 99.92% 99.94% 99.95% 10 mins 90% 95.58% 96.34% 96.06% 97.94% 98.12% 98.28%

 30 mins 100% 99.83% 99.98% 99.97% 99.97% 99.97% 99.98%  20 mins 100% 99.45% 99.33% 99.30% 99.62% 99.72% 99.85%

Total PRM 6,517 6,789 6,223 5,999 4,761 5,374 Total PRMs 7,251 6,221 6,738 6,223 5,540 5,718

 25 mins 80% 99.83% 99.94% 99.97% 100.00% 99.98% 100.00% 25 mins 80% 98.86% 98.46% 98.06% 99.08% 98.99% 98.83%

35 mins 90% 99.94% 99.96% 99.97% 100.00% 100.00% 100.00% 35 mins 90% 99.57% 99.60% 99.24% 99.73% 99.71% 99.67%

 45 mins 100% 100.00% 99.97% 99.98% 100.00% 100.00% 100.00% 45 mins 100% 99.89% 99.90% 99.63% 99.81% 99.96% 99.88%

Pre-

booked

Non pre-

booked

Working in 

Partnership with 

Assisted Travel performance 

October 2025 to March 2026 
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