Classification: Public

Heathrow Performance Report
Service Quality Rebate and Bonus - February 2023

Operational Planning Hea-l-l-\-‘\\ AJ

Printed: 24 March 2023 Making every journey better



Heathrow Performance Report February 2023

Passenger Experience and Service Level Performance

Departure lounge seat availability*
Ease of finding a seat

Cleanliness*
Overall cleanliness of the terminal

Wayfinding*

Ease of finding your way around the airport

Flight information*
Accuracy and ease of finding flight information

Wi-Fi*
Ease of using WiFi

Security*
Passenger satisfaction

CSA queues - Times queue <5 minutes
Based on 15min time periods measured

Based on 15min time periods measured

Staff search **
Based on 15min time periods measured

00000eQ

Transfer Search
Based on 15min time periods measured

Departure lounge seat availability
Cleanliness
Wayfinding
Flight information
CSA Queues - Both
Staff Search
Transfer search
Passenger Sensitive Equipment (General)
Passenger Sensitive Equipment (Priority)
Stands
FEGP
Jetties
Pre-conditioned air
Stand entry guidance
Pier Service
Arrivals reclaims
Control Posts Search
Aerodrome Congestion
- % Both

Credit Notes:

Will be raised and allocated to the relevant parties that used the terminal in the relevant month pro-rata with the airport charges incurred for passenger services in that month.

CSA queues - Times queue <10 minutes

T2 T3 T4 T5
95.25% | 97.34% 99.33% 84.66%
99.69% | 99.64% 100.00% 97.95%
97.61% | 97.60% 100% 97.72%

95.61% | 98.92% 100.00% 96.88%

CTA

97.25% | 98.64% 99.33% 97.40% | 95.12%

Cargo EastSide T5

SouthSide

Classification: Public

Service Level Performance

PSE (General)

Availability of Passenger Sensitive Equipment (General)

PSE (Priority)
Availability of Passenger Sensitive Equipment (Priority)

Stands
Availability of stands

FEGP

Availability ofFixed Electrical Ground Power

Jetties
Availability of Air-Bridges

PCA
Availability of Pre-conditioned Air

SEGs

Pier Service
% Pier served passengers

Arrivals Reclaims

Bag reclaim belts availability

Aerodrome congestion

TTS - One car

Track Transit System - one car availability

TTS - Two cars

Track Transit Svstem - % time two cars available

Financial Report- Bonus and Rebates

Rebates:
Feb - 2023 YTD
T2 T3 T4 T5 Campus Estimated Rebate Estimated Rebate T.o tal
Failures

£ - £ - 0
£ - f - 0
£ - £ - 0
£ - £ - 0
V] (V] (V] [x] £ 1,396,228.63 £ 3,623,124.94 3
V] o V] V] £ - f - 0
V] o V] V] £ - f - 0
V] V] V] V] £ - f - 0
V] o ] V] £ - f - 0
V] o o V] £ - f - 0
V] V] V] V] £ -  f - 0
V] o ] V] £ - - 0
] o V] V] £ - f - 0
V] V] V] V] £ - f - 0
V] o V] £ - f - 0
V) o V] V] £ - f - 0
(V] £ - £ - 0
(/] f - £ - 0
V] £ - £ 418,784.84 1
Total £ 1,396,228.63 £ 4,041,909.78 4

Heathrow

Making every journey better

T2 T3 T4 T5
e

100% 100.00% 100% 100.00%
98.78% 95.75% 99.98% -
99.45% 99.62% 99.83% 99.90%

99.96%
99.64%

Feb - 2023 YTD
Lower Upper Estimated Estimated
Threshold ThrZ:hold 12 T3 T4 T5 Bonus Bonus Total Pass
4.10 4.50 £ _ f } 0
4.20 4.50 £
420 450 m-
4.40 470 -—

145 217 £ 290 950

Bonus: All business units must exceed Lower Threshold.

Financial year is from January 2023 - December 2023

*SQRB calculation for T4 is based on 9 months of data

Printed: 24 Mar 2023 at 16:39. For further information please click here
Or contact: OperationalPerformance@heathrow.com
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Classification: Public.

. 0
Terminal 2 Performance Report February 2023 Heathrow
. . , . Making every journey better
Passenger Experience and Service Level Performance . - . . - - - . |Service Level Performance
Target Feb-23 vs. Jan-23 470 _Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb ' Target Feb-23 vs. Jan-23 100% Mar_Apr _May Jun Jul Aug Sep Oct Nov Dec Jan Feb

|
Departure lounge 'PSE (General)

450 +
seat availability* 430 -
@ o w 0.00 I 99.00%  99.51% PN RLLIEEER
Ease of finding a seat 410 Availability of Passenger | TR BRI
3.90 |Sensitive Equipment (General)
3.70 ' 98%
4.50 | 100%

4.30

] iPSE (Priority)

w 0.00 £007%  o9% |

Cleanliness*
Overall cleanliness of the 4.10

iAvaiIabiIity of Passenger

terminal iSensitive Equipment (Priority) | BN [
3.90 i
4.50 :
4.40 + |
Wayfinding* 4.30 - -|1Stands 1
0, 0, OF b
Ease of finding your way 4 0.00 4.20 - !Availability of stands 99.00% 99.77% EEIAL 98% |
around the airport 410 + S U | S S S S S S S
4.00 | 7%

4.60

|FEGP

!Availability Fixed Electrical
|Ground Power

1

4.50 -

w 0.00 4.40 -
4.30 -

. . -
Flight information T |o0.00% s
Accuracy and ease of finding

flight information

98%

4.20

| 100%

4.50

Wi-Fi* 4.30 | |Jetties
. L .039 99% -
Ease of using WiFi ¥ 0.00 4.10 - IAvallablllty of Air-Bridges A003% o T T
3.90 i 98%
4.50 : 100% —O—0—0—0—O0—O0=—<—0—0—0—0—0—
4.40 + IPCA ’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’’
Security* 430 ' 99% 1
0, o7/ U A NN EPN U PIPIPII SN NI S IV PEUIII SR S
Passenger satisfaction 4 0.00 420 + - !Availability of Pre-Conditioned 98.00% 0.00% 98% -
4.10 - Air B 00 |
4.00 . 97%
i 100% —0—0—0—0?0—0—0—0—0—0—0—
95% - B .. | M
CSA queues - Times |SEGs
9 . 95.00% 8% ! 99.00% £0.00%  s9% -
queue <5 minutes 75% 1Availability of Standentry 0 B
Based on 15min time periods Iguidance
measured 65% : 98%
100% I 100%

CSA queues - Times 5 95% | Pier Service * o ° 0w
queue <10 minutes e 90% |% Pier served passengers 95.00% | 98.78% A VitVALI—
Based on 15min time periods :
measured 85% | 94%
' 100%
99% - I
Staff search 97% - 'Arrivals reclaims
Based on 15min time periods 95.00% 97.61% ZAMREL o550 |Bag reclaim belts availability 99.00% 99.45% 0.00%  99% -
measured T BT [ et it ittt ettt el e e S e S

98%

93%

100% -
95% +

95.00% 95.61% . 90% -

85% -

Transfer Search
Based on 15min time periods
measured

o

80%

Notes:
* SQRB calculations based on Moving Annual Average (MAA) for these metrics

Printed: 24 Mar 2023 at 16:39. For further information please contact: operationalperformance@heathrow.com or click here.
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Terminal 2 Performance Report February 2023
Financial Report - Bonus and Rebates

Bonuses:

Credit Notes:

Departure lounge seat availability
Cleanliness
Wayfinding

Flight information
CSA queues - Both
Staff search
Transfer search
PSE (General)

PSE (Priority)
Stands

FEGP

Jetties

PCA

SEGS

Pier Service
Arrivals reclaims

Departure lounge seat availability
Cleanliness

Wayfinding

Flight information

Classification: Public.

Heathrow

Making every journey better

Feb - 2023 Year-to-Date
A-cr:irg‘f: d Estimated Rebate Estimated Rebate N::illz(:smc

£ - £ - 0

£ - £ - 0

£ - £ - 0

£ - 3 - 0

(V] £ - £ 830,667.69 1

(V) £ - £ - 0

(V] £ - £ - 0

@ £ - £ - 0

(V) £ - £ - 0

(V] £ - f - 0

(V) £ - £ - 0

(V] £ -  f - 0

(V) £ - £ - 0

@ £ - £ - 0

(V] £ - £ - 0

@ £ - £ - 0

£ - £ 830,667.69 1

Feb - 2023 Year-to-Date
Lower Upper Actual Estimated Bonus (All Estimated Bonus  Number of
Measure Threshold Threshold Terminals) (All Terminals) Bonus

MAA 4.10 450 PEE5N ¢ - £ - .

MAA 4.20 450 [NA450N ¢ - f - 0
MAA 420 450 |ASSEN EI Y Y
MAA 440 4.70 —[-m-
4

Will be raised and allocated to the relevant parties that used the terminal in the relevant month pro-rata with the airport charges incurred for passenger services in that month.

Financial year is from January 2023 - December 2023

145,217 290,950

Printed: 24 Mar 2023 at 16:39. For further information please click here

Or contact: operationalperformance@heathrow.com
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Classification

Terminal 3 Performance Report February 2023

Passenger Experience and Service Level Performance

Departure lounge

seat availability*
Ease of finding a seat
Cleanliness*
Overall cleanliness of the

terminal

Wayfinding*
Ease of finding your way
around the airport

Flight information*
Accuracy and ease of finding

flight information

Wi-Fi*
Ease of using WiFi

Security*
Passenger satisfaction

o

CSA queues - Times

queue <5 minutes
Based on 15min time periods
measured

CSA queues - Times

queue <10 minutes
Based on 15min time periods
measured

Staff search

Based on 15min time periods
measured

9 0 ©

Transfer Search
Based on 15min time periods
measured

S

Notes:

Target Feb-23 vs. Jan-23

w-0.01

w 0.00

w 0.00

w-0.01

A 0.01

w 0.00

97.34%

95.00% £0.80%

99.64%

0.17%

95.00% 97.60% | QRZERE

* SQRB calculations based on Moving Annual Average (MAA) for these metrics

470

4.50 +
430 +

4.10
3.90
3.70

4.70
4.50

4.30 +

4.10
3.90
4.50

4.40 -
4.30
4.20 -
4.10 +

4.00
4.70

4.60 -
450 -
4.40 -
430 -

4.20
4.50

4.30

75%

Mar Feb

: Public.

|Service Level Performance

|
iPSE (General)

:Availability of Passenger
!Sensitive Equipment (General)

|
{PSE (Priority)

iAvaiIabiIity of Passenger
1Sensitive Equipment (Priority)

'Stands

| Availability of stands
|
|

‘FEGP

1Availability Fixed Electrical
iGround Power

I
ijetties

1 Availability of Air-Bridges

IPCA

| iAvaiIabiIity of Pre-Conditioned
{1Air

'SEGs

!Availability of Stand entry
iguidance

Pier Service *
% Pier served passengers

| Arrivals reclaims
iBag reclaim belts availability

Heathrow

Making every journey better

Feb-23  vs. Jan-23 Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb

Target 100%

99.00% A.0.20%

99% -

98%

100%

99% -

99.00% 99.57% P NUEERA

98%

100%

w-0.04%  99% -

98%

100% -

99.00% 99.98%

99% -

98%
100%

CENPEER P e 0.05% 9% -

98%

100% -
99% -
0.00%

98% -

97%
100% -

clernl s OIEIEZN . 0.00%  99% -

98%

99% +

97% -

CEW AN/ N w-0.26%

95%

93%

100%

99% -

99.00%

CERPEN 2.0.36%

98%

Printed: 24 Mar 2023 at 16:39. For further information please contact: operationalperformance@heathrow.com or click here.
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Terminal 3 Performance Report February 2023
Financial Report - Bonus and Rebates

Bonuses:

Credit Notes:

Will be raised and allocated to the relevant parties that used the terminal in the relevant month pro-rata with the airport charges incurred for passenger services in that month.

Financial year is from January 2023 - December 2023

Departure lounge seat availability
Cleanliness
Wayfinding

Flight information
CSA queues - Both
Staff search
Transfer search
PSE (General)

PSE (Priority)
Stands

FEGP

Jetties

PCA

SEGS

Pier Service
Arrivals reclaims

Departure lounge seat availability
Cleanliness

Wayfinding

Flight information

Classification: Public

Measure Threshold Threshold

MAA
MAA
MAA
MAA

Lower

4.10
4.20
4.20
4.40

Upper

4.50
4.50
4.50
4.70

Target

Achieved

Q0000000000

Actua

- 418 -
419 f -

Feb - 2023

Estimated Rebate

T e T T e T T T e T e T e T T T T T T T e T )
1

Feb - 2023

Estimated Bonus (All Estimated Bonus (All

Terminals)

T e T T e T T e T e T e T e T T T T T T T e T )

Heathrow

Making every journey better

Year-to-Date

Estimated Rebate

Number of
failures

o

[cNeolN-NolN-Noll-Nol«NolN«Noll i)

Year-to-Date

Terminals)

£ 145,217 | £ 290,950

Number of

Printed: 24 Mar 2023 at 16:39. For further information please click here

Or contact: operationalperformance@heathrow.com
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Classification: Public.

Terminal 4 Performance Report February 2023

Passenger Experience and Service Level Performance

0 6 0 @9

S

Notes:

SQRB calculation for T4 is based on 9 months of data

Departure lounge

seat availability*
Ease of finding a seat

Cleanliness*
Overall cleanliness of the
terminal

Wayfinding*
Ease of finding your way
around the airport

Flight information*

Accuracy and ease of finding
flight information

Wi-Fi*
Ease of using WiFi

Security*
Passenger satisfaction

CSA queues - Times

queue <5 minutes
Based on 15min time periods
measured

CSA queues - Times

queue <10 minutes
Based on 15min time periods
measured

Staff search

Based on 15min time periods
measured

Transfer Search
Based on 15min time periods
measured

Target

95.00%

99.00%

95.00%

Feb-23

99.33%

vs. Jan-23

w -0.01

A 0.00

w 0.00

w 0.00

4 0.00

a 0.02

-0.11%

0.00%

20.05%

£0.10%

*SQRB calculations based on Moving Annual Average (MAA) for these metrics

4.30 -

4.10 -

3.90
4.50

4.40 -
4.30 -
4.20 -
4.10 +

4.00
4.60

4.50 -
4.40 -
4.30 -

4.20
4.50

4.40 -
4.20 -
4.00 -
3.80

3.60

100% -

90%
80%
70%
60%

100% -

90% -

80% -

70%
100%

98%

96%

94%

100% -

98%

96%

94%

Nov Dec Jan Feb

Mar

|Service Level Performance

|
iPSE (General)

:Availability of Passenger

!Sensitive Equipment (General)

_||PSE (Priority)

iAvaiIabiIity of Passenger
'Sensitive Equipment (Priority)

'Stands
| Availability of stands

'FEGP

1Availability Fixed Electrical
iGround Power

|
iJetties

1 Availability of Air-Bridges

!Availability of Stand entry
iguidance

|
1
| Pier Service *

1% Pier served passengers
|

1

|

1

| Arrivals reclaims
'Bag reclaim belts availability

Heathrow

Making every journey better

Target Feb-23 Aug Sep Oct Nov Dec 'Jan ' Feb

vs.Jan-23 o W

w-0.03%

99% -

98%

100% -

99% -

CENV SR I e 0.35%

98%

98%

99.87%

99% -

99.00%

98%
100%

LR/ AN w-0.29%  99% -

99.00%

98%

100%

99.00% 100% 0.00%

99%

98%

100%

98% -

95.00% 99.98%

96% -

94%

100%

99%

#.0.15%

99.00%

99.83%

98%

Printed: 24 Mar 2023 at 16:39. For further information please contact: operationalperformance@heathrow.com or click here.
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Terminal 4 Performance Report February 2023
Financial Report - Bonus and Rebates

Bonuses:

Credit Notes:

Departure lounge seat availability
Cleanliness
Wayfinding

Flight information
CSA queues - Both
Staff search
Transfer search
PSE (General)

PSE (Priority)
Stands

FEGP

Jetties

PCA

SEGs

Pier Service
Arrivals reclaims

Departure lounge seat availability
Cleanliness

Wayfinding

Flight information

Classification: Public.

Measure Threshold Threshold

MAA
MAA
MAA
MAA

Feb - 2023 Year-to-Date
ATafge‘ Estimated Rebate Estimated Rebate Nun.1ber of
chieved failures
£ - £ - 0
£ - £ - 0
£ - £ - 0
£ - £ - 0
(V) £ - £ - 0
(V) £ - £ - 0
(V) £ - £ - 0
(V) £ - £ - 0
(V) £ - £ - 0
(V] £ - £ - 0
(V) £ - £ - 0
(V) £ - £ - 0
(V) £ - £ - 0
(V) £ - £ - 0
(V) £ - £ - 0
(V) £ - £ - 0
£ - £ - 0
Feb - 2023 Year-to-Date
Lower Upper Actual Estimated Bonus Estimated Bonus Number of
(All Terminals) (All Terminals) Bonuses

410 450 [NASONN £ - f 0
4.20 450 [N4290N £ - f - 0
IR 00 £ 0 112614|f 000 232281 2 |
S (£ 020 32603[f = 58670 @2 |
£ 145217 £ 290950 4 |

Will be raised and allocated to the relevant parties that used the terminal in the relevant month pro-rata with the airport charges incurred for passenger services in that month.

Financial year is from January 2023 - December 2023

Heathrow

Making every journey better

Printed: 24 Mar 2023 at 16:39. For further information please click here
Or contact: operationalperformance@heathrow.com
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Classification: Public.

. 0
Terminal 5 Performance Report February 2023 Heathrow
. i . . Making every journey better
Passenger Experience and Service Level Performance |Service Level Performance
Target Feb-23 vs. Jan-23 aso _Mar_Apr May Jun Jul  Aug ' Sep = Oct Nov Dec Jan Feb i Target Feb-23 vs. Jan-23 100% Mar _Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb
Departure lounge s .
'i ilabilit 2 430 1 'PSE (General)
@ seat avallabllity w-0.01 4.10 | LN YAZS w-0.08%  99% -
Ease of finding a seat 390 1Availability of Passenger
) Isensitive Equipment (General)
3.70 , 98%
4.50 ! 100%
P * 430 N iPSE (Priority)
@ g'e"’:l"f'"?ss - w 0.00 : 99.49% PRIFEEETS
verall cleanliness o the 4.10 - |Avai|abi|ity of Passenger
terminal 1Sensitive Equipment (Priority)
3.90 | 98%
4.50 ' 100%
4.40 - |
Wayfinding* 430 'Stands 5 ° 0
Ease of finding your way 4 0.00 4.20 - | Availability of stands 99.00% 99.69% |\ AURARL %% 1
around the airport 410 4 ST | e e e i R H
4.00 | 98%
4.60 i 100% —O—O0—0—0—0—0—0—0—0——0—0—0-
4.50 - (I | B e S S S At IR CEREEE EREEE SRR
. . A !
Flight information A 001 a0 FEGP | 99.00% | 100.00% PRRICNETR
Accuracy and ease of finding 1Availability Fixed Electrical
flight information 4301 (Ground Power SN 00000 [y
4.20 , 98%
4.50 | 100%
Wi-Fi* L L e e i'letties
0, 4
@ Ease of using WiFi 4 0.01 |+ Availability of Air-Bridges 20.11%  o%
I ,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,
i 98%
! 100% T—O——0——O=——=0—0—0=—0—0—0—0—0—0
. PcA L BRRRR
Security* A 0.00 I 98.00% 000% ol
Passenger satisfaction ' . |Availability of Pre-Conditioned . ’ 98% -
I e R S
i 97%
: 100% T QOe=0—0—0—0—0—0—0—0—0—0—0—
. 0 00 e R O R N T S S N N AU N SR
CSA queues - Times 'SE
9 : 95.00%  84.66% PNNIRY SEGS 99.00% " 100.00% PRSI
queue <5 minutes Availability of Standentry | TR BEEEEREEAEN 0 |
Based on 15min time periods iguidance

98%

measured

CSA queues - Times

queue <10 minutes
Based on 15min time periods

-0.16%

@ 0 ©

|
measured !
100% ! 100% T—QOmm=Omm= Q== O==O=—0——=0——0——O0——0—0—0"]
Staff search 95% 1 'Arrivals reclaims | BBEEEESRS
L . 95.00% 97.72% P SE¥E ' : e 99.00% CERCIEZSN 9-0.06%  99% -
Based on 15min time periods 20% iBag reclaim belts availability
measured 4 D
85% i 98%
: 100% -

I
'TTS - One car

|Track Transit System - one car

Transfer Search
Based on 15min time periods

95.00% 96.88% P REXS 99.00% CERC IV A 1.17% 99% 4

S

measured 1availability
| 98%
i 100%
1 99%
ITTS - Two cars 98%
' 0, 0, (o)
Track Transit System - % time 97.00% 99.64% a1.47% 97%
1two cars available 96% -
Notes:
95%

* SQRB calculations based on Moving Annual Average (MAA) for these metrics

Printed: 24 Mar 2023 at 16:39. For further information please contact: Operationalperformance@heathrow.com or click here.


mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com
mailto:Integrated_Planning@heathrow.com

Terminal 5 Performance Report February 2023
Financial Report - Bonus and Rebates

Rebate : Heathrow has escalated the rebate displayed for Security T5 July 2021 to the CAA for review.

Bonuses:

Credit Notes:

Will be raised and allocated to the relevant parties that used the terminal in the relevant month pro-rata with the airport charges incurred for passenger services in that month.

Financial year is from January 2023 - December 2023

Departure lounge seat availability
Cleanliness
Wayfinding

Flight information
CSA queues - Both
Staff search
Transfer search
PSE (General)

PSE (Priority)
Stands

FEGP

Jetties

PCA

SEGs

Pier Service
Arrivals reclaims
TTS - % Both

Departure lounge seat availability
Cleanliness

Wayfinding

Flight information

Classification: Public.

Measure Threshold Threshold

MAA
MAA
MAA
MAA

Feb - 2023 Year-to-Date
Ta.rget Estimated Rebate Estimated Rebate Nun_1ber of
Achieved failures
£ - £ - 0
£ - £ - 0
£ - £ - 0
£ - £ - 0
(%] £ 1,396,228.63 £ 2,792,457.25 2
V) £ - £ - 0
V] £ - £ - 0
(V] £ - £ - 0
Q £ - £ - 0
V] £ - £ - 0
Q £ - £ - 0
(V] £ - £ - 0
(V] £ - £ - 0
(V] £ - £ - 0
(V] £ - £ - 0
(V] £ - £ 418,784.84 1
£ 1,396,228.63 £ 3,211,242.09 3
Feb - 2023 Year-to-Date

Lower Upper Actual Estimated Bonus (All Estimated Bonus (All Number of
Terminals) Terminals) Bonus
410 450 [NSI99NN £ - f 0
4.20 4.50 _ £ - £ - 0
LR ORI 000 (£ 112614[f 00 232281 2 |
UV [ f 00 32603(f = 58670 2 |

13 145217 | £ 290,950 | 4 |

Heathrow

Making every journey better

Printed: 24 Mar 2023 at 16:39. For further information please click here
Or contact: operationalperformance@heathrow.com
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Classification: Public.
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