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CONSUMER CHALLENGE BOARD (CCB) 
 

WEDNESDAY 14 JUNE 2017 
10.00 – 15.00 AT CAA HOUSE 

Minutes 

Present Apologies Guests 

 Jeff Halliwell (JH) - Chair  
 David Holden (DH)  
 Isabel Liu (IL) 
 Trisha McAuley (TM)  
 Jayne Scott (JS) 
 Claire Whyley (CW) 
 Amy Breckell (AB) - 

Secretariat  

N/A N/A 

Summary of Open Board Meeting Actions 

Action ID Origin   Status Date 
Identified 

Owner Action 

CCB_A005 Board 
Meeting 

001 New 14-Jun JH & 
AB 

Develop MOU between CCB and CAA 
Consumer Panel. 

CCB_A006 Board 
Meeting 

001 New 14-Jun JH Propose an expenses policy to the CAA 

CCB_A007 Board 
Meeting 

001 New 14-Jun IL Circulate Transport Focus expenses 
policy around the CCB 

CCB_A008 Board 
Meeting 

001 New 14-Jun AB Publish expenses policy once finalised 
on the CCB section of the CAA website 

CCB_A009 Board 
Meeting 

001 New 14-Jun AB Work with CAA communications team to 
develop a simple logo and unique 
documents for the CCB. 

CCB_A010 Board 
Meeting 

001 New 14-Jun AB Liaise with stakeholders (e.g. HAL) to 
make them aware of our presence on 
the CAA website and suggest that they 
have a link on their own website to the 
CCB page. 

CCB_A011 Board 
Meeting 

001 New 14-Jun DH Draft website content that is accessible 
to the consumer 

CCB_A012 Board 
Meeting 

001 New 14-Jun AB Organise Huddle training for the CCB 

CCB_A013 Board 
Meeting 

001 New 14-Jun JH Communicate to HAL the CCB’s current 
thinking on HAL’s consumer 
engagement at meetings planned for 
July (see below) 

CCB_A014 Board 
Meeting 

001 New 14-Jun CW Talk to CAA Consumer Panel about 
engagement with persons with reduced 
mobility (PRM)  
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1. Welcome 

a. JH welcomed all CCB members to the first formal CCB meeting. 

2. Operational Processes 

2.1 Terms of reference (ToR) 

a. CCB members noted they are satisfied with the ToR. 

b. The CCB agreed that ‘open and transparent’ working practises should be adopted.  

c. A board member suggested the CCB may want to formally agree how the CCB 
and CAA Consumer Panel will work together. It was highlighted that there is a 
description of how roles differ between the CCB and CAA Consumer Panel in the 
ToR. The CCB agreed to develop a memorandum of understanding (MOU) 
between the two bodies. 

d. The responsibilities section which references consulting other stakeholders was 
discussed. The CCB agreed that its consultation with other stakeholders will 
include a board spectrum of consumer groups although highlighted that it is 
Heathrow Airport Limited’s (HAL) responsibility to engage with all consumer 
groups in the preparation of its H7 business plan. 

 JH and AB to develop MOU between CCB and CAA Consumer 
Panel. 

2.2 Escalation process 

a. The CCB noted that as HAL had signed off the ToR it was assumed that HAL 
agreed with the escalation process. 

b. The CCB reported they are satisfied with the policy, however, it was to be hoped 
that it would not be necessary to use it. 

2.3 Observers 

a. It was noted that according to the ToR, the Chair could invite guests to CCB 
meetings to give presentations. Unless invited to stay, the presenters would leave 
the meeting after their presentation. 

b. The CCB noted that the ToR establishes the right to have meetings without 
outside observers, although such meetings would have minutes published. 
Observers would therefore attend CCB meetings by agreement only, and the 
agenda would be structured accordingly. 

c. Observers would participate in discussions at the discretion of the Chair. 

2.4 Quorum 

a. The CCB decided that the quorum would be 3. This does not always have to 
include JH (Chair), because the Chair can be nominated in JH’s absence. 

2.5 Distinguishing between Board and Fact Finding meetings 

a. The CCB decided that formal board meetings would be where CCB decisions are 
made and that such meetings would be minuted and published. 

b. Noting that at stakeholder engagement meetings, confidential information may be 
shared, notes of such meetings would be published but give only a top-level 
description of matters discussed. 
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3. Admin 

3.1 Expenses Policy 

a. It was agreed that it is appropriate for the CCB to have a publicly transparent 
policy for the reimbursement of members’ out-of-pocket expenses. The CAA has 
proposed a draft policy, but there were a number of inconsistencies noted. 

b. JH took an action to go back to the CAA and propose an expenses policy that took 
into account the CCB’s views. It was suggested the CCB could propose adopting 
the policy of another public sector organisation. The CCB agreed that once the 
expenses policy is finalised that it will be published on the CCB section of the CAA 
website. 

 JH propose an expenses policy to the CAA. 

 IL circulate Transport Focus expenses policy for review by CCB 
members. 

 AB to publish expenses policy once finalised on the CCB section of 
the CAA website. 

3.2 Website 

a. The CCB decided it would be more practical to use a section of the CAA’s 
website, as opposed to creating a separate website. 

b. The CAA has confirmed that the CCB would have full sign-off of the content on the 
CCB section of the CAA website. This would include documents uploaded and 
these would not be reviewed by the CAA. 

c. The CCB had requested if their section on the CAA website could have a different 
look. The CAA had reported that this is not possible as the CAA website templates 
are all pre-defined and unable to be changed (including all colours and fonts). 

d. The CAA offered to develop a simple logo and document templates with a 
distinctive look/feel unique to the CCB. The CCB accepted this offer. 

e. It was agreed that the CCB should inform stakeholders of their website and 
suggested that stakeholders have a link on their websites to the CCB.  

f. The CCB agreed the content of the website should be accessible to the consumer. 

 AB to work with CAA communications team to develop a simple logo 
and unique documents for the CCB. 

 AB to liaise with stakeholders (e.g. HAL) to make them aware of the 
CCB presence on the CAA website and suggest that they have a link 
on their own website to the CCB page. 

 DH to draft website content that is accessible to the consumer. 

3.3 Email addresses 

a. CCB agreed that board members would not have CCB specific email addresses. 
All communication should go through the secretariat (AB). 

b. The secretariat (AB) will have a personal CCB email address created to 
communicate with stakeholders. 

c. The email address on the CCB website will be info@h7ccb.co.uk 

mailto:info@h7ccb.co.uk
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d. The CCB decided for security reasons that all documentation from stakeholders 
should only be sent to the secretariat (AB). Documentation would be shared and 
collaboratively worked on using Huddle. 

e. The CCB requested the CAA provide Huddle training. 

 AB organise Huddle training for the CCB. 

3.4 Hours log 

a. The CAA has agreed to pay members a flat rate of 3 days each month until 
September 2017. 

b. The CCB will keep timesheets and record actual hours worked. 

c. In September the Chair and the CAA will review the time commitment required 
from members going forward. Time recording will facilitate this review. 

4. Heathrow Willingness to Pay (WTP) Consumer Research Brief 

a. The CCB noted that HAL’s WTP proposal was a good piece of work, but it is the 
only piece of work which is specifically dedicated to H7. 

b. If timescales for H7 remain as currently stated, the CCB expressed some concern 
about HAL’s ability to develop a comprehensive plan for consumer engagement 
and understanding of the full spectrum of future consumer needs. However, it was 
noted that the possibility of a delay of H7 is under consideration and this would 
provide HAL the opportunity to develop a much more comprehensive engagement 
plan. 

c. It was noted that by the end of July 2017 HAL is proposing to provide the CCB 
with a consumer engagement plan. However, the CCB felt that this work is 
theoretical unless the timeline moves. 

d. In summary, the CCB felt that while they could comment on the proposed WTP 
research as a discrete piece of work, it lacks a wider context. Such a context might 
start with broader, deliberative research into future consumer requirements. 

e. If timelines are extended, the CCB would expect HAL to build on their consumer 
research. The CCB recognised their role to work constructively with HAL, while 
recognising that the responsibility to do so lies with HAL. 

f. The CCB felt that as the decision on timescales will be finalised at the end of June 
that no more immediate action beyond an email to HAL was required (see 
appendix). 

g. The CCB appreciated that HAL has been open to engaging with the CCB, had 
shared a lot of information and done pre-work on CAA outcome based regulation 
with an emphasis on passenger outcomes. 

h. It was highlighted that most of HAL’s consumer engagement the CCB has seen so 
far was reactive, and HAL should be doing some proactive research. It was 
suggested that HAL could benefit from engaging with monopoly providers in other 
regulated sectors, which are subject to similar requirements to engage with 
consumers in the preparation of their business plans. JH has put HAL in contact 
with Anglian Water to share their approach to consumer engagement. 

i. A board member commented that many companies’ consumer engagement plans 
are publicly available. The CCB agreed they would expect HAL to be seeking out 
this information for themselves. 
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j. A board member pointed out that it appeared that the business plan submitted to 
and approved by the CAA, could subsequently be changed in agreement between 
HAL and airports, in respect of specific capital investments. Should there be an 
ongoing role for consumer representation in the implementation phase, as 
happens in e.g. the water sector? The CCB recognised that this was not within its 
current remit but that the CAA might consider how to ensure an ongoing 
requirement for consumer input post H7 approval. 

 JH to communicate to HAL the CCB’s current  thinking on HAL’s 
consumer engagement at meetings planned for July (see below). 

5. Future work schedule 

a. The CCB will be developing a work and stakeholder engagement plan, including 
developing a shared sense of what good looks like in terms of consumer 
engagement. 

b. This work plan will include meeting stakeholders and customers. The CCB will 
consider looking at the consumer engagement undertaken by other UK airports 
and other regulated monopolies. 

6. Future meeting dates and locations 

a. The following meetings are planned: 

 3rd July JH and AB to meet the London Airport Consultative Committee 
(LACC) Executive at HAL 

 3rd July JH and AB to meet HAL’s Head of Regulatory Performance at HAL 
 10th July the CCB to meet Virgin Atlantic at Virgin HQ 
 12th July JH, IL and DH to meet HAL’s Head of Regulatory Performance at 

HAL 
 17th July JH to meet HAL’s Regulation, Economics and Strategy Director 
 20th July JH to meet Which’s Head of Campaigns at their offices in 

Paddington 
 24th July the CCB to have a Board meeting at CAA House 
 25th July JH to meet HAL’s CEO, and Regulation, Economics and Strategy 

Director at HAL 
 26th July JH to meet HAL’s Board at HAL 
 7th Aug the CCB to have a Board meeting at CAA House 

7. AOB 

a. N/A 
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Appendix 

Contents 

 4.f email to HAL 
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