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Accessibility Forum Minutes 		20/11/2025

Assistance Forum – Formal Minutes
Meeting Title: Assistance Forum
Location: Newcastle International Airport
Date: November 2025
Time: 13:00 – Close
Chairs: Dave Richardson & Alison Friday

1. Attendance
Present:
Aaron Buckingham (Passenger Services Operations Manager)
Tara Hurst (Customer Operations Manager)
Tom Elliott (Passenger Services Training & Compliance Lead)
Andy Alexander (Terminal Manager)
Adam Szmukier (Passenger Service Duty Manager)
Fiona Usher (Chaplain)
Heather Quddus & Blaise De Souza (British Airways)
Martin Rhode (Customer)
Scott Davis & (Customer)
Journey Enterprises – Paul Armstrong, John Wilson, Mark Thomas, Dawn Robinson, Jennifer St Jacques
Rosie Davison & Emma Burridge (Deaflink)
Emma Kilby (CAA – via Microsoft Teams)
Julie Brown (Security Operative)
Jake Kinnell (Passenger Services Operative)
Stevie Hislop (Talent Manager 

2. Welcome and Introductions
The Chairs opened the meeting and welcomed all attendees. Introductions were completed. The purpose of the forum was confirmed as reviewing accessibility performance, sharing operational updates, gathering feedback from customers and partners, and identifying opportunities for continuous improvement.

3. NIAL Update
An update was provided on current and planned infrastructure and operational developments.
3.1 Infrastructure and Capital Projects
· Fastned EV charging forecourt development is complete and awaiting grid power connection.
· Long-Term Car Park extension will deliver approximately 1,700 additional parking spaces.
· Terminal East Extension is planned as a three-storey development, providing:
· Additional baggage reclaim and make-up areas.
· Expansion of existing food and beverage facilities.
· Check-in capacity enhancements include:
· A new EasyJet check-in area.
· Realignment of the existing Ryanair check-in space.
· Security search area expansion will introduce an additional security processing point.
3.2 Operational Performance
· 99.7% of passengers are currently processed through security in under 10 minutes.
· ECAC performance for PRM passengers is averaging 99.6% year to date.
· Customer feedback remains positive, including feedback relating to terminal facilities and cleanliness.
3.3 Forward Planning
In preparation for 2026, the following investment projects have been approved:
· Terminal East Extension.
· Security expansion.
· Additional aircraft stands.

4. Accessibility Performance and Standards
· Newcastle Airport has achieved Level 1 Accessibility Enhancement Accreditation from Airports Council International (ACI).
· ECAC arrival standards were reiterated:
· 80% of PRM arrival passengers to be met within 0–5 minutes.
· 90% within 0–10 minutes.
· 100% within 20 minutes.
· PRM passenger numbers continue to increase year on year, with approximately 97,000 PRM passengers recorded in 2025 to date and an estimated 106,000 by year end.
The increasing demand was noted as a key driver for ongoing investment in staffing, equipment and training.

5. Equipment Update
· One additional Thunderlift is scheduled for delivery in Q1 2026, with a second Thunderlift expected by September 2026.
· One additional Yutong electric coach is scheduled for delivery in Q1 2026.
· This will increase the fleet to five Thunderlifts and four Yutong vehicles.

6. Breakout Sessions and Feedback
Attendees participated in breakout groups covering the following themes:
· Customer Journey – Departing.
· Customer Journey – Arriving.
· Accessibility Master planning.
· Operational Performance and Delivery.
Key feedback themes included:
· The importance of clear, consistent communication with PRM passengers at every stage of the journey.
· Managing expectations around boarding and disembarkation processes.
· Continued focus on dignity, choice and independence for PRM customers.
· Recognition of progress made, alongside the need to plan for future growth.

7. Airline and Partner Presentations
British Airways delivered a presentation outlining their accessibility approach and ongoing collaboration with airport teams. Airline engagement and partnership working were welcomed and encouraged.

8. Purple Tuesday
NIAL staff joined the forum to support Purple Tuesday. An interactive session highlighted:
· Awareness of both visible and non-visible disabilities.
· The diversity of disability and accessibility needs.
· The importance of embedding accessibility awareness into everyday customer service.

9. Guest Speaker Session
The Chairs delivered a presentation on lived experience and the evolving accessibility journey for disabled travellers. Topics included:
· The shift from spontaneity to detailed planning when travelling.
· The increased need for communication, documentation and advocacy.
· Practical advice for travellers to support smoother journeys.
The session was well received and prompted reflection and discussion.

10. Any Other Business
No additional items were raised. The ongoing commitment to customer engagement, continuous improvement and compliance with ECAC and CAA expectations was reaffirmed.

11. Date of Next Meeting
The next Assistance Forum meeting is proposed for March 2026. Further details will be circulated in due course.
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