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East Midlands Airport 
Independent Consultative Committee (ICC) 

Transport, Economic Development and Passenger Services (TEP) Sub-Committee 
Friday 18th February 2022 

Via MS Teams 

 

Present  

Independent Chair  Mr G Liguori 

Independent Secretariat Ms C Harrison 
  

Organisation  

UK Border Force Mr P Masters 

WHICH Dr A Manhire & Mr I Jones 

Erewash Borough Council Cllr R Parkinson 

CPRE Notts & Rushcliffe Mrs B Walker 

Leicestershire and Rutland Association of Local Councils Mr A Sowter 

King’s Newton Residents Association Mr S Leech 

Loughborough University Dr A Timmis 

Derbyshire County Council Cllr M Ford 

Melbourne Civic Society Dr P Grimley 

East Midlands Chamber of Commerce Mr I Evley 

Prospect Mr I Kelly 

Erewash CVS Ms S Scott 

JobCentre Plus Ms J Alton 

Derby College Ms R Benn 

South Derbyshire District Council Cllr S Taylor (joined at 11.00) 
  

East Midlands Airport (EMA) 

Director Operations EMA Ms D Thomas 

Director Customer Service and Security EMA Mr M Grimes 

Head of Customer Communications Ms L Hughes 

Planning Manager Mr J Bottomley 

EMA Academy Coordinator Mr D Gale 

EMA Community Engagement Manager Ms C Hempson 

Landside Operations Manager  Mr P Bradley 
  

Apologies  

Head of Education, Skills & Employment Ms M M’Rabety 

  

 
The meeting commenced at 1001. 
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1. Welcome and apologies 

 The Chair welcomed all to the meeting and acknowledged apologies as 

recorded. 

2. Declarations of Interest 

 No declarations of interest were reported. 

3. Minutes of the last meeting 

 The Committee approved the minutes of the last meeting held on 15 October  

2021 as a true and accurate record of the meeting. 

3a. Matters arising 

 All matters arising from previous minutes would be dealt with on today's 

agenda. 

4. An update by the Chair 

 

 

 

 

 

 

 

 

 

 

 

 

 

5. 

The Chair introduced new members:- 

• Ian Kelly – PROSPECT Union  

• Ruth Benn – Lecturer in Travel, Tourism and Aviation Operation, Derby 

College 

• Stella Scott – CEO and Erewash Community Volunteer services 

• Jo Alton – DWP - Jobseekers 

Due to the timing of elections for membership to sub-committees it is not 

possible to formally include these new members on the TEP as full voting 

members, however they will be invited to attend future TEP meetings as non-

voting members until the next elections. 

The Chair attended the UKACC conference in November, and his 

membership of Working Group was accepted, providing the opportunity to 

bring questions to the CAA and DFT regarding future plans.  He also attended 

an interesting conference on an overview of sustainable transport in the 

Midlands. 

Update from Border Force 

The Chair then introduced Paul Masters (PM) from UK Border Force, who 

gave a verbal update on the current situation within EMA across four main 

areas - health measures at the border (Covid), EU exit, IT infrastructure, 

Summer 2022 planning. 
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Passenger operations resumed June 2020 following Covid, with health 

measures being introduced by the UK Government.  PM talked through the 

processes and requirements. This was followed by an update on EU exit, 

including duty free changes, customs allowances, exports and permits.  EMA 

are expecting a busy summer 2022, and preparations are underway for this. 

A member asked who looks at the detail on the Passenger Locator Form.  It 

was confirmed that sample testing is done and manual checks are ad hoc but 

most of the responses are automatic.  

The Chair asked whether allowances were made should someone 

inadvertently come through with more duty free than they are allowed.  

Passengers are invited to make a declaration, and if this is not done the goods 

are seized and destroyed.  No leniency is given and persistent offenders can 

be arrested. 

Reaction is mixed but ultimately people are accepting and appreciate there is 

a process which needs to be followed.  Records are kept of transgressions.  

The process is less confusing for passengers now (due to UK no longer being 

in the EU) as the limit is the same across the board. 

A request was made for an update on e-Gates.  This was being developed 

and statistics are being produced which will be provided to members in due 

course. 

A member asked about some adverse publicity regarding passengers being 

held for 90 minutes with no explanation.  It was confirmed that this was not a 

Border Force issue but instead was a public health issue, which was declared 

after passengers had started disembarking a Jet2 aircraft.  MG confirmed this 

was the case, and protocol was followed, but learning has been taken back 

to Jet2. 

6. Customer Insight Report 

 Louise Hughes (LH) introduced herself as MAG Head of Customer 

Communication and talked through the slides that had been distributed before 

the meeting. 

A question was asked regarding terminology including ‘Collinson Testing’ and 

CSR.  Collinson Testing are covid testing centres are based on site.  CSR is 

Corporate Social Responsibility. A member asked that abbreviations should 

be expanded on in future presentations. It was agreed a list of acronyms 

should be produced. 

ACTION: List of acronyms to be produced and available for members. 

In regard to passenger feedback (NPS), most negative comments come from 

Covid testing and requirements.  The neutral sentiment is again Covid 

requirements and plane spotter activity.  Positive sentiment relates to security 

processes, friendliness of staff, and media stories. 
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Most of the complaints and enquiries are regarding changing flights, enquiries 

around Covid, flight enquiries and frustrations around the lounges which had 

been closed because of lack of volume of passengers travelling. 

The Chair asked how the airport defines a complaint versus a comment.  LH 

agreed to provide a definition for the next meeting. 

ACTION: EMA to provide the definition of a complaint. 

LH explained what is communicated to customers and what messages EMA 

proactively put on social media to generate interest and provide information.  

LH said that a new social media lead would be starting at EMA in a few weeks’ 

time. 

7. Airport Performance Reports 

 Mike Grimes (MG), introduced himself as the new Director for Customer 

Service and Security and talked through several slides within the Airport 

Performance Reports pack.  He then handed over to Pete Bradley (PB) (car 

park slides) and Dee Thomas (DT) (on time performance, baggage and ramp 

slides). 

EMA Management structure - new leadership and organisation changes were 

noted.  A question was asked by a member regarding the high turnover of 

staff, and it was confirmed there was a lot of movement of senior staff within 

the Group.  EMA is seen as a springboard for leadership talent but the 

Managing Director is keen to see a dedicated leadership team as EMA plan 

for stability going forward. 

Passenger numbers – with the Omicron variant EMA saw load factors down 

to 40-45% but load factors on aircraft are increasing now again to 90-95%.  

The airport expects more than 21,000 passengers in the two-week half-term 

period and EMA is reforecasting accordingly.  Where EMA had expected to 

see 3.5m passengers this year they are now forecasting closer to 3.7m. 

Security queue performance – queue times are good, but recruitment 

continues to be an issue at EMA as it is across many sectors.  Members were 

asked to support the EMA recruitment drive by spreading the word about 

vacancies at the airport.  A question around whether the salary package is 

competitive, and EMA confirmed that this was under review but that it tends 

lose people through the process due to the long security and vetting process.  

Jobs which require less vetting such as car parking experience less issues in 

recruiting.  A question was asked about how the security queue performance 

is measured.  Queue time is measured from the time the boarding card is 

scanned at the Automatic Boarding Card gates, until the passenger is through 

central search, using CCTV.  The Chair asked how EMA set their target of 7 

out of 10 on the NPS score and what sits behind this.  It was asked why the 

NPS scores are in different formats and not expressed consistently.   



20220218 EMA ICC TEP Adopted Minutes Company No. 2078271 

Page 5 of 7 
  

On-time performance – information within the slides was presented and 

questions invited. A dip in December around arrivals and departures was 

predominantly weather related as well as airport stand restrictions.  It was 

asked what ‘reactionary’ and ‘miscellaneous’ meant.  DT explained that 

‘reactionary’ related predominantly to inbounds and unexpected issues on 

departure.  To help members better understand it was agreed that EMA would 

provide examples for the next TEP meeting. DT highlighted that baggage 

scores were provided within categories A, B, C and D which related to aircraft 

seat numbers.  A member asked whether EMA’s targets were set high enough 

as 20 minutes seemed a long time for baggage reclaim. 20 minutes for 

baggage is an industry standard.   

Car park performance – PB confirmed that car park performance was above 

target for short and medium stay.  For long stay, lack of shuttle bus availability 

in November and December caused some complaints, however there were 

also lots of compliments to staff about speed through system upon arrival.  

EMA is looking at improvements ‘kerbside to airside’ including improvements 

in car park lighting, new entry signage and improved wayfinding, repairs to 

potholes and barriers, and new white lines and hatchings 

ACTION:  EMA to provide information on how they determine their targets 

and whether these targets are ‘Industry Standards’ for the UK or European 

ACTION:  EMA to provide information on how EMA sets its Net Promoter 

Score targets, how these are derived and why are there different NPS formats 

across departments 

ACTION:  EMA to provide definitions and examples of ‘reactionary’ and 

‘miscellaneous’ categories in the ‘On Time Performance’ graphs. 

8. Passenger services 

 The passenger services paper was taken as read. 

F&B and Retail have the lowest scores predominantly due to a lack of 

availability with restaurants and shops closed due to low passenger numbers.  

However, the Escape Lounge would be opening soon, along with other food, 

beverage and retail options.   

Immigration scores are low and the airport is working with UKBF to improve 

the passenger experience. 

A lot of improvements are being made to the customer experience for those 

customers with reduced mobility including fleet replacement of Ambilifts.  

A member asked about the Sunflower Lanyard scheme, as it has moved away 

from what it was first intended for with Covid.  The approach was now broader 

and the lanyard gives the signal to EMA colleagues to ask how they can help.  

A dedicated Passenger Services Manager will be joining the team to look into 

this issue.   
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AM asked what proportion of customers are Persons of Restricted Mobility 

(PRMs).  Some are pre-booked and others are ‘turn up’ but the airport agreed 

an action to provide this information to the next meeting. 

The Chair asked whether EMA would consider representation from someone 

from the Disability Forum would join this Committee and MG agreed that this 

would be actioned. 

ACTION:  MG to provide data around how many airport passengers are 

PRM’s and predictions going forward. 

ACTION:  MG to request a member of the Airport Disability Forum be 

represented on the ICC TEP ahead of next meeting. 

9. Transport report 

 The transport report was taken as read. 

The number of signs within the car parks has been increased, Meet and Greet 

services are being re-introduced to EMA. 

A member asked why the Nottingham Skylink bus doesn’t call at East 

Midlands Parkway.  There used to be a bus link but the number of passengers 

was not enough for it to be commercially viable.  PB agreed to take this back 

to Trent Barton for review.   

A member asked about the prices of rapid drop off and these costs being 

passed on to passengers by taxi operators.  This is something which is always 

under review and needs to be kept at a reasonable level. Other options such 

as the free car park in Long Stay 2 were highlighted.  It was also noted there 

is significant competition from Birmingham Airport. 

A member had previously raised concern about the route of the bus through 

Melbourne. It was confirmed that the airport had taken matters as far as 

possible and that the issue has been resolved by changing the route from 

Potter Street to Chapel Street. A member had said this wasn’t much of an 

improvement and would suggest a better route to the Council.  It was 

confirmed that this service started in Burton and routed via Ashby. 

The Chair asked whether there were any further risks to airport bus services 

given the recent press coverage highlighting a national challenge to the 

feasibility and viability of bus and coach services.  There were slight 

reductions in services during the pandemic, but nothing has been highlighted 

that would change the current services. 

JB updated members on the publication in November of the Government’s 

Integrated Rail Plan.  The eastern leg of HS2 will not be built as originally 

envisaged but would go from Lichfield to East Midlands Parkway (EMP) and 

join the main line.  The good news was the expectation of the full electrification 

of the Midland Mainline from Kettering to Sheffield by 2030.   
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The Chair asked what the prospects were of a rail link from EMP to EMA.  

Connectivity from EMP to EMA is something the airport would very much like 

to see and better rail services at Parkway would help make a better case for 

a connection.  Initially, this would probably be by bus rather than rail. 

10. Education, Employment and skills report 

 The employment and skills report paper was taken as read. CH updated 

members on the Youth Forum. 

A member asked when the next airport employment survey would be planned, 

as the surveys are normally done every 2 years.  PB confirmed it was being 

actioned this summer and agreed to bring an update to the next meeting.  

ACTION: PB to provide an update on the Airport Employment survey at next 

meeting. 

 

11. AOB 

 Future planned or proposed items 

It was agreed to bring an Education and Skills update presentation by MAG 

Head of Education and Skills to the ICC TEP meeting in June 2022 

The Chair suggested a presentation on housing and planning developments 

near the airport. A member mentioned there was a proposal by NWLDC to 

build a large housing development south of the airport within their plan.  It was 

noted that a paper had been discussed at MENT recently around the impact 

of housing and planning near the airport, but with a focus on environmental 

and noise impacts.  It was agreed that an item for TEP on housing and 

planning developments near the airport would focus economic impact instead 

ACTION: Jon Bottomley to bring a paper or presentation to a future ICC TEP 

on the economic impact of housing and other planning developments near 

EMA. 

It was agreed to bring a further update on Youth Forums to the next ICC TEP. 

12. Date of next meeting(s) 

 
• 10 June 2022 

• 14 October 2022 

There being no further business the Chair declared the meeting closed at 12.00. 


