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	Job Title: Assisted Travel Performance Manager

	Department: Terminal Operations

	Reports to: Accessibility Operations Manager

	Date: 05/11/2026

	Location: Birmingham Airport
	Grade: Manager
	☒ Permanent
☐ Temporary


Our Story
Birmingham Airport is the UK’s seventh largest with 30 airlines serving over 120 destinations direct and onwards to over 400. Prior to the Covid-19 pandemic 13m customers a year flew in and out of BHX. Going forward we project growth to more than 18m customers a year by 2033 – by which time we will be connected to central London by HS2 trains in just 37 minutes and aim to have become a net zero carbon airport. 
Our purpose is: Proud of Every Journey. That means everyone at the airport and the 100 organisations operating on the airport site, taking pride in getting customers safely, punctually, and comfortably from A to B.
By creating a kind, values-driven environment where everyone feels empowered to bring their best to work, we will retain and develop our people – and deliver on our purpose. Our seven pillars, Growth, Customer, Neighbour, Efficiency, People, Safety & Security and Carbon, support the strategic output of the company.
Our values – Curious, Dedicated, Inclusive, Respectful & Supportive guide how our colleagues treat each other as we serve customers with safety & security as our top priority.
About the role
Summary
The Assisted Travel Performance Manager plays a crucial role in delivering operational excellence within the assisted travel operation by managing, implementing, and coordinating initiatives aimed at improving both the experience and efficiency of the service. The role supports the Accessibility Operations Manager in achieving the strategic objectives of both the Assisted Travel Operation and the wider business. Additionally, the Assisted Travel Performance Manager is responsible for ensuring accurate and timely reporting to internal and external audiences while identifying and driving initiatives to enhance operational performance, efficiency, and service delivery.
Under the guidance of the Accessibility Operations Manager, the role holder will lead stakeholder engagement and collaboration to foster a culture of continuous improvement, supported by data-driven decision-making. The Assisted Travel Performance Manager will advocate for passengers with disabilities, ensuring that any barriers to a safe and dignified journey are identified, documented, and addressed through meaningful and practical solutions.
Main Duties and Responsibilities
Manage, implement and coordinate Assisted Travel related Initiatives, operations & efficiencies 
Monitor relevant legislative and regulatory developments and assess their impact on the Assisted Travel operation
Ensure the task allocation platform meet’s the operational needs through effective system and supplier management 
Hold regular engagement sessions with the wider Assisted travel Team and external stakeholders to identify idea’s that will improve the task allocation system and work with the supplier to implement 
Support the Accessibility Operations Manager with the delivery of the Assisted Travel Strategy
Identify operational challenges and implement effective solutions in line with departmental strategy 
Liaise with the capacity team and operational analysts to identify the trends and implement learnings into operational processes
Lead monthly engagement meetings with airlines ensuring they are meaningful and purposeful whilst fostering collaborative working relationships with our airline partners 
Lead the delivery of accurate and timely internal and external reporting relating to assisted travel operations 
Undertake regular service audits/observations and support the Accessibility Operations Manager in monitoring the service provider’s performance against contractual requirements, ensuring agreed service standards and deliverables are met and corrective actions are implemented where required.
Ensure service partners operational resource meets the forecasted demand 
To maintain a strong understanding of ECAC legislation and oversee the standard CAA reporting requirements 
Work closely with internal teams across the business to ensure all assisted travel information available to customers is accurate and up to date to enable customers to make informed decisions on their assistance needs 
Create appropriate documentation such as LOP’s/ ATI’s/ TOI’s to ensure consistency, safety and efficiency across the operation
Be an advocate for passengers with disabilities by identifying and addressing barriers to their journey and liaise with the operational teams to implement solutions 
Work collaboratively with the Service provider and wider assisted travel team to support with the delivery of the Assisted Travel operation as required
Candidate requirements
Analytical mindset with experience in data reporting and performance monitoring
A proactive, solutions-focused approach with a passion for accessibility and service excellence
A Strong understanding on the importance of accessibility ideally in operations or busy airport environment 
The ability to build a detailed knowledge of task allocation platforms and utilisation of associated data would be highly beneficial 
Excellent stakeholder management and communication skills, with the ability to build strong relationships internally and externally
Experience in a fast-paced and dynamic operational environment
Previous experience of collaborative working with service partners
	The Airport Company reserves the right to vary the duties and responsibilities of staff under conditions prescribed in local agreements. Thus, it must be appreciated that the above duties may be altered as the future changing needs of the service may require.

	HR Department Name
	

	Departmental Head Name
	Chris Wilson
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