
THE GREAT GROUND CREW UPDATE
February 2026 

Getting ready

We want to celebrate you

Warmest Welcome on the Ground 
Badges have been awarded for January 
for: 

Congratulations to all 5 of our 
shortlisted winners in January, it’s 
incredible to see what you do to make 
a difference. 

To nominate someone you work with, simply scan the 
QR code or click here.  

 Heidi Sheppard, BHX
 Michelle Mcclure, BHX
 Sabrina Pastor Sonck, ALC
 Patricia Da Saudade, AGP
 Jonny Marlon Enriquez, AGP

CSAT Performance 

Valerie Germanon
Head Of Ground Operations Delivery, easyJet

We’re proud to celebrate an incredible performance in our 
CSAT performance—proof of the passion, precision, and 
teamwork that define who we are. This achievement 
reflects the dedication of Ground Crew member who goes 
above and beyond to deliver exceptional experiences every 
day. 

We recently welcomed 100 of our ACES in LGW, to prepare 
for the summer, and we carry this momentum forward with 
confidence and pride. A special welcome to our new CMC 
Bags team, whose energy and expertise are already making 
a powerful impact.

Together, we’re not just meeting expectations - we’re 
setting new standards.

Current FYTD excluding current month, correct as of 16 Feb 2026.

CSAT winners - Jan

January's focus was on BOARDING QUEUE and it was a 
tough month out there. With all of the challenges across 
the network at the start of January our winners pulled 
through to achieve the biggest YoY improvement. 

Well done to: LYS, RMU, KEF, BHD 

The focus for February and March is BEING KEPT 
INFORMED! It's yours for the win – GET OUT THERE  

Pier2Peer Recognition

We had 26 submissions in January, you’ve got to be in it 
to win it. If you see your colleagues going above and 
beyond – Say thanks in a big way! 

SSDP usage
Did you know, 97% of 
customers who are affected 
by a cancellation have 
access to SSDP (remaining 
3%: easyJet holidays 
customers). Of those, 77% 
use SSDP to fully manage 
their cancellation.

Plus, now customers can use SSDP for OND, there is 
even more shift of customers benefitting from SSDP.

The SSDP team are constantly updating the platform to 
improve capabilities and grow confidence of the 
customer. 

https://forms.office.com/Pages/ResponsePage.aspx?id=HdTWOcrHQkquOw-6gr6ZS221tE484XZHrnialqEUWqlURUNFSzNIQkgxUlBBUVRXTzYwT0JXOUZVVS4u&origin=QRCode
https://forms.office.com/Pages/ResponsePage.aspx?id=HdTWOcrHQkquOw-6gr6ZS221tE484XZHrnialqEUWqlURUNFSzNIQkgxUlBBUVRXTzYwT0JXOUZVVS4u&origin=QRCode
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Big news for our customers – and their bags 

Have Your Voice Heard

Ear 2 the Ground has LAUNCHED – The platform for our Ground 

Crew to provide feedback on processes; an opportunity to have 

your voice heard and to make a difference to our customers and 

your colleagues. Posters should be visible in Crew Rooms, scan 

the QR code and share your thoughts here.

Making low-cost travel easy means being there for our customers when things don’t go to 
plan. That’s why We’ve launched our new Customer Management Centre (CMC) Baggage 
Specialist Team - a big step forward in how we support customers on their journey. 

What this means for customers
For the first time, a dedicated Glasgow-based specialist team will manage delayed bag cases 
from first report through to primary tracing. That means:
✓ One clear point of contact with proactive updates - no more chasing
✓ Regular updates through closer coordination with Airport Customer Experience Specialists 

(ACES) and airport teams

Why this matters
Mishandled bags are rare, but the impact is huge. How we respond in these moments shapes how customers feel about 
flying with us again. This new team helps reduce stress, rebuild confidence, and protect trust when it matters most.
The aim of this team is to improve CSAT of customers with a delayed bag by returning it more quickly and; reducing 
business cost by reducing the number of delayed bags going to secondary tracing.

Working together across the network
This is a true cross-network effort. ACES and our Ground Crew will continue to support our customers in the airports, 
creating stronger connections with the tracing agents and through to the new Baggage Specialist Team to keep 
customers informed.  

Together, we’re transforming how we care for customers when they need us most.

https://forms.office.com/pages/responsepage.aspx?id=HdTWOcrHQkquOw-6gr6ZS221tE484XZHrnialqEUWqlUQVpHWko1OE1QWUZQVUtFS1NPNFdDSzU3My4u&route=shorturl
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Uniform Update ACES Flights
In January, ACES colleagues and cabin crew in NCE took 
part in the “Live My Life” exchange, stepping into each 
other’s roles to see the journey from both ground and air.

Cabin crew experienced the fast pace of check-in, 
boarding and disruption management. ACES colleagues 
joined flights to witness briefings, safety priorities and 
inflight service. The result? A clearer understanding of how 
ground decisions shape the onboard experience — and 
vice versa.

Barriers came down, teamwork strengthened, and one 
message stood out: when ground and cabin teams 
connect, customers feel the difference.

A fresh new look is coming (for Ground Crew who wear 

full easyJet uniform). 

Uniform standards are simple: if it’s available on the 

portal, it can be worn - as long as the orange gilet is worn 

over the top. This applies at BRS, EDI, LGW, LPL, LTN and 

MAN and ACES wearers. 

During the transition to the awaited new Ground Crew 

uniform, additional previous Cabin Crew items will be 

available; a charcoal top and dress. New-design skirts 

and trousers, as currently worn by Cabin Crew, will be 

issued once existing stock runs out. 

For all airports that wear the gilet, there are currently a 

number of gilets back orders and more stock is due to be 

arrive late March. These orders will be fulfilled as soon as 

stock arrives. 

For day-to-day uniform or portal issues, please contact 

Mahmoud Zeini (Mahmoud.Zeini@easyjet.com), who will 

support with access issues and stalled orders.

mailto:Mahmoud.Zeini@easyjet.com
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ACES conference 

This February, we held our ACES Conference bringing together our 
ACES from across Europe to celebrate their GREAT work in FY25 and 
plan for 2026.  The teams covered sessions on Brand, Holidays, 
Feedback and creating strong Business Cases. 

During the session we presented our ACES of the year Khouloud 
Benayad El Gotni from CDG and our ACES station of the year NAP with 
their prizes. 

The session ran for two days and reinforced our commitment to provide 
support to Ground Crew in our ACES airport to provide the WARMEST 
WELCOME ON THE GROUND. 

Valentines' celebrations

Here are a few photos from the Valentines celebrations across the network. 
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Aircraft Damage

We have continued to see an increase in damage 
events throughout January, so it is essential that 
we operate safely around the aircraft at all times 
to prevent damage. Any damage caused or 
observed must always be reported. 

GOSAFE materials can be found on the Connected Portal here 

Well done to Wout in AMS who identified that a stand was 
unsafe for an arriving aircraft and ensured snow-clearing teams 
were called to make the stand safe. 

GO SAFE January Winners

 Gianluca Chiodi – FCO 
 Romain Tettamanzi – BSL
 Rmiche Ilyes – CDG 

Spot of the month winner: 
Wout de Vries  - AMS

Coming soon….
Week commencing 01 June 2026 will mark our first network-wide GO SAFE week, with prizes available for the 
airports who perform the best safety promotion that week. More information will follow soon.

Bird strikes 
It is also time to start ensuring that airports have 
robust wildlife hazard management plans as bird 
strike season has already started. We have just over 
four weeks until the summer programme begins. 

Please continue to take care to 
prevent damage, but if it does 
occur, it must be reported 
immediately. 

Please watch this video which 
shows the importance of reporting 
damage by scanning this QR code 
or CLICKING HERE

GO SAFE
With summer just around the corner, it is important that our GHPs and airports begin 
preparing for the summer ramp-up. Now is the time to ensure all staff are trained and 
competent, that we have sufficient, correctly maintained equipment, and that the right 
infrastructure is in place to deliver our summer operation. 

Safety promotion remains a key part in our safety management system so please continue 
to promote GO SAFE, TOGETHER & ONTIME and send your photos to boh@easyjet.com we 
love to see them

Bags in the Hold
We have seen a slight reduction in events involving 
bags loaded above the line; however, this remains 
higher than acceptable. Please remember that the 
loading line exists to allow fire suppression systems 
to discharge in the event of a fire. Baggage loaded 
above the line could hinder this process. 

https://prod.ezy.s4a.aero/shell#//doc//folder/822787963.
https://www.youtube.com/watch?v=81WWPoifreI
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.youtube.com%2Fwatch%3Fv%3D81WWPoifreI&data=05%7C02%7CSarah.Cornish%40easyjet.com%7C86dba1bc1f7e4c61f01d08de5370c555%7C39d6d41dc7ca4a42ae3b0fba82be994b%7C0%7C0%7C639039941068283763%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=aoRjihnBCrZzBidlYS9w9K0KzNk74Dy1KglDXOmdr3g%3D&reserved=0
mailto:boh@easyjet.com
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CUSTOMER 
SATISFACTION

UK departure airport 
CSAT JAN25

78
+4.5 vs 2025

Return Airport 
CSAT JAN25 

55.6
-3 vs 2025

Figures correct as of 9 Feb.26

easyJet Holidays 
disrupted CSAT JAN25 

28.4
-0.7 vs 2025

Love is in the air

This Valentine’s Day, our customers 
jetted off to some of Europe’s most 
romantic destinations, with 
Amsterdam, Paris Charles de 
Gaulle, and Tenerife topping the 
list. 

From indulging in Amsterdam’s 
culinary scene to watching a 
magical Eiffel Tower light show in 
Paris, or enjoying a sunny beach 
picnic in Tenerife, there are plenty 
of ways our customers celebrated.

Whether it’s a couple’s holiday, 
family trip or galantines getaway, 
we want to thank you for delivering 
the warmest welcome on the 
ground! 

Love this newsletter?

We’d love to send this newsletter to you and your airports directly! If you’d like to 
receive it straight to your inbox, or the group inbox at your airport, please add the 
details here: https://forms.office.com/e/NVjeNCkWZ6

QR code

Disruption for Holiday customers 
Following the redesign of the Disruption Page we 
published last month, we’ve continued to focus on 
improving our processes around disruption, to help you 
deliver brilliant experiences for our customers.  

We’ve created a short video to help guide you during 
times of disruption, which will be added to the Service 
Recovery Video Library.

Please view the video using the QR or 
visiting:
https://youtu.be/THGcc1JJBWo 

https://forms.office.com/e/NVjeNCkWZ6
https://forms.office.com/e/NVjeNCkWZ6
https://www.easyjet.com/en/holidays/info/disruption
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fyoutu.be%2FTHGcc1JJBWo&data=05%7C02%7CSarah.Cornish%40easyjet.com%7Cf0661367b9314b863d7408de69635beb%7C39d6d41dc7ca4a42ae3b0fba82be994b%7C0%7C0%7C639064072625848739%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=C7X00GkHKhg7c7c%2FmRIJPRk8WrOmJYK3vR7ewHE6NKM%3D&reserved=0
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