Independent Gatwick Accessibility Panel (IGAP)
16th June 2026 – Destinations Ops Boardroom (8th Floor)
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Attendees:

IGAP
Ann Frye (AF) 
Charlotte McMillan (CM) 
Daniel Cadey (DC) 
Geraldine Lundy (GL) 
Libby Herbert (LH)
Neil Betteridge (NB)
Robert Morgan (RM) 
Ross Hovey (RH) 
Sophie Grand (SG)
Sue Sharp (SS)
Gatwick Airport Limited (GAL)
Emma Powell (EP)
Lauren McDaniel (LM)
Lucy Williams (LW)
Sarah Blasche (SB)
Nick Williams (NW)- Item 4
Pete Coombes (PC)- Item 4
John Hedderman (JH)– Item 4
Annegret Roussouw (AR)- Item 4
Wilson James (WJ)
Aimee Economou (AE)- Item 2
Sydney Naylor (SN)- Item 2
easyJet
Efan Fisher (EF)- Item 3
Wallis Harvey (WH)– Item 3
Apologies
Kamran Mallick (IGAP)
Samantha Williams (PAG)
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Liz Boadella Burton (WJ)
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Minutes:
1. Introductions
Members of the IGAP group introduced themselves, their professional and personal experience and motivation for being part of IGAP.

LW, Passenger Accessibility Manager introduced herself and shared an overview of her professional experience and passion for making travel more accessible.

AF provided an overview of the role and work of IGAP and extended an invitation to LW to reach out to the IGAP group should she require any support and advice.
2. Wilson James/Assisted Travel Training
· Two members of the Gatwick based Wilson James team, Head of Service and Training Manager attended IGAP to present an overview of training, learning and development. 
· AE provided a summary of input mechanisms that Wilson James have to support the creation and updates of training.
· AE gave a summary of professional qualifications that training team members have in order to support delivery of training.  AF requested the focus be on the content and quality of training.
· SN provided an overview of Disability Awareness training agenda and content.  This includes airport specific knowledge, disability awareness across a range of topics and disabilities, equipment and assistance.
· AE provided a summary of the recent assessment centre process used for summer 2026 recruitment.  This focused on personal attributes.  IGAP noted that this is very encouraging. WJ said this was demonstrated in the quality and standards exhibited at the more recent induction process reflected the success and benefit of this.
· AE provided an overview of the QNUK award/qualification employees complete.  This covers Disability and Vulnerably awareness, Customer Care and Health and Safety, and concludes with a formal exam.  WJ are audited by QNUK six monthly, this covers the trainer and all support paperwork. WJ have achieved ‘Direct Claims Status’ which recognises the standard and quality of the training.  Staff really value the opportunity to complete the training and gain the qualification. 
· AE provided an overview of WJ work on the Aviation Accessibility Implementation Group. AF noted that LB-B (Head of Product and Passenger Experience at WJ) work has been great.

Questions raised (responded to in the meeting or taken as actions for response in the follow up meeting):
1. Are independent stakeholder groups engaged or consulted on externally provided training?
2. How is the effectiveness of training assessed?  Is there a test or sign of process?
a. Yes, there is a review and sign off process following conclusion of training, this also includes feedback from participants.
3. How are any discovered gaps addressed following the assessment?
4. How do you recruit and where do you recruit from?  Do you target recruitment in medical or care areas?
5. How large are the groups and format of training, noting that everyone learns differently.  Are there opportunities for self-learning ongoing, can individuals revisit the content for example?
a. Induction group sizes vary, the last cohort was 20.  Cohorts will split off into smaller groups for elements of the 5-day induction.  Learning styles and abilities are taken into consideration.  There is on job training and a buddy system in place for the first few weeks in the operation, the training will check in with new staff members periodically and support any additional learning requirements.  Refresher courses are mandatory.  If an employee is offered a full time role, they must complete QNUK training. This is audited by QNUK. 
6. Do WJ have data on how many team members and employees have or report having a disability?
7. Do WJ have offer more frequent training, weekly conversation topics for example?
a. The training team will complete regular visits and go through updates and ask questions, ask if any team members need any additional information.
8. Do WJ staff members asked passengers what support they need?
9. Are experienced staff or recent training graduates involved in training delivery?
a. Experienced staff support as mentors, site inductions are also supported by newer staff members to highlight areas that might be overlooked by more experienced staff.
10. Is the QNUK course mandatory?  Within what timeframe to team members have to complete the training?
a. Yes, all WJ direct employees complete the training, typically this is completed within a year of training. 
11. What’s the percentage of agency/temporary staff vs permanent?
12. Do individuals with lived experience support the delivery of training to staff members?
a. Action noted to below.
13. What were the key themes or observations made by the WJ Disability Forum?

Recommendations and observations:
· RM made a recommendation that any externally provided training be run through WJ accessibility forums, so this group can provide feedback.
· RM – update terminology to be Deaf and hard of hearing, rather than hearing impairments. A number of passengers who are Deaf and hard of hearing are using Gatwick and the service, the content needs to be more extensive.
· RH noted that recent experience suggested staff members within WJ at other airports seemed rushed, this often increases the risk of poor service, or reduced safety and dignity.  AE provided Gatwick context and reassured the group that there was specific focus in this area, particularly when supporting passenger transfers or lifting. This forms part of WJ safety engagement and inspections.
· GL recommended the concept of asking individuals ‘how can I help you’ ‘what do you need’ early on in the training, so this is embedded from day one.
· SS noted that video content is great but limits the opportunity for staff to engage with people.  Recommended this be incorporated into training.
· SG shared that training needs to be designed by and with people with lived experience.
ACTION: WJ to provide a summary of skills and experience represented within the disability and accessibility forums WJ work with. 
ACTION: WJ to share examples of feedback from WJ Disability Forum.
ACTION: WJ to check recruitment adverts to confirm how the role is positioned and whether any specific qualifications or experience are referenced.
ACTION: WJ to share examples of lived experience used to support training.
ACTION: WJ to confirm any externally delivered training and the selection criteria for this.
ACTION: SG to provide feedback and suggestions by email.
3. easyJet Accessibility update
AF welcomed the easyJet team to the IGAP meeting.  EF and WH introduced themselves and roles within the Accessibility and Assisted Travel area.
· WH provided an overview of easyJet’s approach to accessibility, including the structure and membership of easyJet’s Assisted Travel Advisory Board.
· WH provided a summary of recent and future focuses, including strategy review, website update and staff training.
· EF shared an overview of easyJet’s regulatory focuses and how this works within the accessibility strategy. EF noted the importance of maintaining affordable travel, despite increased demand for Assisted Travel. 
· WH gave an overview of easyJet’s aspirational operational timings and passenger journey milestones. 
Recommendations and observations:
· Signage at the dedicated bag drop lane isn’t always clear when combined with speedy boarding and easyJet plus passengers.
· GL noted that easyJet’s website was one of the leading airlines for supporting effective pre-notification. 
4. Pier 6 and Forecourts project updates
AF welcomed NW, PC, JH and AR to share updates on the projects.

Pier 6:
· Biggest capital project currently, at construction stage. Aiming to open summer 2027.
Extension has been designed so buggies from WJ service can serve gates easily, including Western side which hasn’t been possible previously.
· New changing places facilities and accessible toilets on both levels (departures and arrives) were praised by IGAP.
· Oct-Nov there will be familiarisation for operational teams, followed by operational trials at the start of 2027, including with WJ.
· From there, special trials will take place - PC asked group their opinion in things that need to be trialled, and IGAP can take part in these trials e.g. evacuation. 
· Request from GL for group to be able to provide feedback on signage. Suggestion from RM to consider screens e.g. with sign language.
· Accessible seats at different heights will be in place at gates. WJ will take people straight to the gate.
· IGAP commented on seating challenges, seats with sloping backs can be hard for people to get out of depending on mobility.
Forecourts: 
· Early stages of this project, covering forecourts, drop-off areas and Assisted Travel reception areas.
· Comments from IGAP that colour contrast of grey pillars of forecourts is an issue, and additional way of identifying the lifts.
· IGAP commented that images used in project design should reflect the reality.
ACTION: IGAP visit to Pier 6 next year to be arranged
ACTION: NW to follow up on discussion on seating options for older passengers and colour contrast on pillars

5. AOB
· Question from IGAP around sensory provision during the summer period, given status of sensory room. SG highlighted that privacy needs to be considered. This will be a priority for LW to consider.


Meeting ended at 14:45.

Next meeting scheduled: 21st July 2026 (online)
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