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Co-chair—Welcome, introductions — Hussein
Apologies - Gemma
Approval of Previous Minutes — Hussein
Standing Items from previous meetings — Hussein
Airport Update — Kevin

* Passenger Growth 2025 Year to Date

* Assisted Service Performance

* Survey Feedback

* Feedback

* Training & Familiarisation Visits

* Assisted Travel Service Contract

* Mishandled Mobility Aids

* Considerations for the Accessibility Forum
Break
Service Provider Update Manoj/Michelle

* Assistance Team Training (Manoj)
Member Travels / Feedback - All
Member and Organisation Updates — All
Questions and Any Other Business — All
Closing Remarks — Hussein



Co-chair - Welcome, introductions (Hussein)
Hussein welcomed all to the ABZ Accessibility Forum and asked each attendee
to introduce themselves.

Andrea noted that this would be the final forum for her guide dog Yaris, who will
be retiring on 31% October 2025.

Apologies (Gemma)
Gemma provided a summary of the apologies list.

Approval of Previous Minutes (Hussein)

Hussein asked the group for feedback from the previous ABZ Accessibility Forum
which was held on 28" March 2025. There were no queries raised, or corrections
required.

Standing Items from previous meetings (Hussein)
The following outstanding actions from the previous ABZ Accessibility Forum
were discussed and updates provided by the action holder.

Invitation to CLAN to join either the ABZ Accessibility Forum or NHS Forum.
Andrea has followed up with CLAN however no reply. It was agreed by the forum

that no further action required.

White Line Steps
Kevin is currently discussing with contractor and awaiting costs. Works expected

to be completed soon.

Image descriptions and alternative text for AIAL social media posts

Kevin has requested an update from the digital team. However, this is linked to a
wider website upgrade, and although planned for 2025 this has been postponed
until 2026.

Recording compliments received verbally

Manoj advised good feedback has been received and is being recorded.
Passengers with Reduced Mobility (PRM) Coordinators have shared contact
details for ABM, and the Airport website have been shared to allow passengers to
provide formal feedback. It was agreed that Manoj will provide Kevin with an
update monthly.



Review of the assisted travel questionnaire and potential re-issue with fewer

guestions
Kevin confirmed the current questionnaire is standardised and covers the criteria

required to meet CAA requirements. For time being it will remain as is with a view
to possibly create a unique questionnaire once the PRM tender is completed.

How the survey results are comparable with other Airports?
Emily advised questions asked by other Airports can be viewed however data

cannot be shared. Kevin advised it would be possible to provide a comparison
with Airports within the AGS Group - Glasgow and Southampton.

Emily advised the CAA will be reviewing the surveys as a part of their policy
document CAP 1228 review in 2026 and it’s an opportunity to for the questions to
change. Launch will be April 2027.

Re-introduction of the bus link from Dyce railway station to the Airport.

The 737 service operates Blackburn-Airport-Dyce Railway station - Monday to
Friday - hourly.

Additional Training for Security staff on how to manage diabetic devices.

Kevin has contacted Carol to arrange a visit and/or training session. More
information to follow in due course, once Carol has a date for launch of
Breakthrough T1D training pack.

Disability Awareness Training Course provided to Security staff.

Kevin has been unable to join a disability awareness training session due to other
commitments however will aim to join the session provided at the next staff
intake.

Representation by ICTS at the Accessibility Forum

Complete - lain Baxter has joined the forum.

Wayfinding signage for location of disabled parking bays within the multi storey
carpark.

Kevin has reviewed signage and agreed a review is required. This will be
discussed further with APCOA (Car Park operator) and colleagues in the Surface

Access Team. The forum will be provided with an update once available.



Service Provider Update Security - ICTS (lain)

lain presented the forum with an overview of the different aspects of security at
Aberdeen International Airport Ltd and welcomed the forum to ask any
questions.

Carole informed the forum that there is a workshop within Breakthrough T1D
developing a training package relating to type 1 diabetes. Carolis working with
Airports all over the UK and the comprehensive guide was created based on
feedback and concerns raised by passengers.

Hussein asked what specific training security officers receive in relation to
supporting disabled passengers. lain explained that this topic is addressed
during initial training, with further sessions provided that include guidance on
handling medical devices. lain added ICTS work closely with the PRM team to
ensure effective communication while assisted passengers are travelling through
security central search. In addition, a dedicated search area is available when an
adjusted screening process is needed.

Amanda commented that the additional familiarisation and explanations
provided to her, which included a “trial run” through the security process at
central search was extremely helpful.

The forum had a general discussion relating to liquid rules which remain under
100ml. It was noted that exceptions exist for prescription medications, where
passengers will be asked to present a valid prescription or doctor’s letter. For
those with dietary requirements, a letter from their GP is considered sufficient.
Additionally, ice packs are permitted when required for medical purposes.

lain mentioned that ICTS can offer familiarisation training upon request, which
would be scheduled during quieter periods at central search.



Kevin provided the forum with an overview of training and familiarisation

sessions.
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Andrea shared that she had been impressed with security officers during the
Guide Dog/Visual Impairment Awareness training session. A lot of questions
were asked, and the security officers were very engaged throughout the session.

Michelle proposed the idea of appointing volunteer champions for Assisted
Travel, each focusing on specific areas of expertise and sharing their knowledge
with others. The forum welcomed the suggestion, and lain will enquire about
suitable training courses.

Kevin highlighted that Aberdeen International Airport is always open for groups to
visit for familiarisation sessions.

Carolynne commented it would be useful to create a full programme which
includes personal experience from disability groups.

Andrea noted a basic training log has been created and updated with training /
familiarisation delivered to date.

Hussein asked when the next intake of security staff is. lain advised there has
been 3 intakes in 2025 with various group sizes and there is no further
recruitment for the remainder of 2025. In addition, all officers have completed



fresher training. The next intake is planned for January 2026 in time for the
summer schedule.

If forum members have any further questions for lain, they are encouraged to
email Kevin or Gemma. All queries and responses will be compiled and shared
with the group.

lain expressed his appreciation to Kevin for the invitation and noted that
participation in the forum would be valuable for the security team.

Airport Update (Kevin)
Passenger Growth 2025 Year to Date
An overview of Assisted Travel numbers showed a 26% compared to last year. It

was highlighted these figures reflect the confidence to fly and increased
awareness through others that assistance is available.

The assistance travel category WCHR* has historically been the highest followed
by category WCHS**. However there has been an increase in the DNPA” category
which used to account for <1% of PRM passengers but now accounts for 8.99%.
The increase in DNPA category passengers could be due to the sunflower lanyard
scheme and the realisation that assistance is available.

*WCHR - Passengers who can ascend and descend steps and move in the
aircraft cabin but who require a wheelchair for distance to/from the aircraft
** WCHS - Passengers who cannot ascend and descend steps, where the
wheelchair is required to/from the aircraft and the passenger must be carried
up/down the steps but is able to make their own way to/from cabin seat
“DNPA - Disabled Passenger with Intellectual or Developmental Disability
Needing Assistance.

Assisted Service Performance

Kevin provided an update on performance standards and a brief explanation of
targets for arriving and departing Pre-advised PRM passengers. A full breakdown
of figures can be found on slides 6 to 8 on the presentation.



Survey Feedback

With the passenger’s permission, email addresses are collated from those who
have used Assisted Travel and a link to the CAA website is sent to them so that
they can provide feedback through the survey.

There have been 944 surveys sent in 2025 with a response rate of 1.47% year to
date.

The forum was provided with examples of feedback from survey respondents
where their experience exceeded or fell below expectations. Please refer to slides
10 and 11 on the presentation for examples.

Feedback
A summary of January to September 2025 complaints, compliments, enquires
and questions which were a total of 24.

Michelle commented that complaints received are used as part of the refresher
training programme for the Assistance Team. Live feedback is extremely valuable
and sharing this helps raise awareness of any issues or poor experiences
reported.

Assisted Travel Service Contract
An update on the provision of the Assisted Travel Service contract was provided.

The tender process is under way

e Site visits have taken place
e Proposals have been submitted and are currently being evaluated.

The contract will run from 1 April 2026 for a duration of three years.

Hussein will email the forum with a general overview once presentations to the
Forum Co-chairs have taken place on Thursday, 30" October.



Considerations for the Accessibility Forum (Kevin)
Kevin provided an update on the considerations

Providing advice on the accessibility of planned new terminals or refurbishment
of old terminal buildings and advice on the accessibility of facilities, equipment
and service.

There are no changes planned at the current time.

Designating points of arrival and departure.
There are no changes planned at the current time.
Practical inspections of Airport services.

Proposal to arrange a visit / tour to the Terminal

The forum agreed that a tour will be arranged for February 2026 which is prior to
the next forum due to take place in March 2026.

Survey of Accessibility Forum Members

Currently under design.

The forum was advised that it is planned that the survey will be distributed before
the end of 2025. Kevin will discuss further with Andrea and Hussein. A paper
copy of the survey will be available.

Mishandled mobility aids (Kevin)

Kevin provided the forum with an overview regarding the CAA CAP3088 that
considers introduction of a requirement for airlines to publish information on
mobility aid transportation and the incidence of mobility aid loss, delay and
damage when being transported by air.

Should the forum require any further details, Kevin can forward a copy of the
email.

Emily highlighted the consultation deadline is within the next week.
Service Provider Update - ABM (Manoj/Michelle)

Manoj provided the forum with an overview of training topics provided to the
assistance team.



The forum had a general discussion on various types of assistance equipment
used such as the Ambulift including the benefits and challenges for using the
different types of equipment.

Hussein noted that it would be valuable for any issues discussed in the NHS
forum to be shared with the Accessibility Forum.

Kevin informed the group that the next NHS meeting is scheduled for November
2025. Looking ahead to 2026, it was agreed that the NHS forum will be held in
February, as discussions feed into this forum. Kevin will liaise with NHS Orkney
and Shetland to confirm the exact meeting date.

Kevin recommended appointing an independent chairperson for the NHS forum.

Michelle advised that Guernsey Airport have asked if they can join the NHS
Forum. It was noted that discussions would involve two different NHS
organisations with different structures however it would be valuable to hear
passenger experiences from both.

Kevin advised a better understanding would be required and permission would
need to be granted (from AGS Airports) for Guernsey to join the forum.

Member and Organisation Updates (All)
Hussein opened the forum to discuss any travel/feedback, updates and
questions along with any another business.

Kevin highlighted that the term “Special Assistance” is no longer used as
frequently and feels quite outdated. It was proposed and agreed by the forum
that the service name is to be changed from “Special Assistance” to “Assisted
Travel”. Emily confirmed that the CAA have no issue with the change and
completely support. Kevin to arrange for website, signage etc to be updated
accordingly.

Hussein queried if a part of the training provided to the ABM Team covers mental
wellbeing. Manoj confirmed it is a part of the course.

Michelle highlighted that mental health first aid training is provided to ABM staff.
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Lee queried how the information on Assisted Travel provided to the airline is
shared with the airport team. Manoj advised airlines notify ABM 36hrs prior to
departure with industry standard text/codes however important information
relating to battery types used in mobility aids for example can be missed.

Andrea advised that passengers can also email ABM directly for reassurance that
assistance has been organised.

Closing Remarks (Hussein)
Hussein thanked everyone for participating, it was an interesting meeting with

great discussion with good points to take away.

Proposed date for the next Accessibility Forum meeting will be late
February/early March 2026. Invites to follow in due course.

In advance of a forum, should a copy of the presentation be required by Forum
members, please contact Gemma in confidence to request.

For any questions, please contact Gemma. All questions and answers will be
collated and emailed out to the forum.
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