SQRB Monthly Summary (Queues) - 01 Aug 2021 - 31 Aug 202 Heathrow

Making every journey better

Opening | Closing | SQRs Total SQRs % To Total

S— 01 02 03 04 05 06 07 08 09 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31
Terminal 2 CSA 05:00 22:30 108 e 62 98.52% 0 0O 1 02 0 0 1 18 1 1 0 2 001 op@® 2 0 1 0 1
Terminal 3 CSA 05:00 22:30 108 SN 75 100% 0 0O 000 0 20 0 2 o " o 133 2 2 01 0 1 0
Terminal 4 CSA 05:00 22:30 108 O 108 100% 0 0O 000 O0O0O 0 0 0O 00 0O O0OO0OO0OO0OOTG OO 0 0O
Terminal 5 CSA North 05:00 22:30 108 B 25 98.70% 0 IEEEENE 4 1 06 06 75001 36 4 1 3
Terminal 5 CSA South 05:00 22:30 108 62N 46 97.14% 0 B o 1l 3o 3 2 oo 1 1@ 1 00 1 0@ 3 0 3
Terminal 5 - Total 05:00 22:30 216 45N 71 97.92% 0 11 3 0 513 4 0 7 3 0 61 713 6 0 0 2 310 7 1 6
Terminal 2 CSA 05:00 22:30 21 2 19 99.95% 0 000 0O0OOO0OTOOO0OOM 0O 00 0OO0OO0OO0OOOTOOODOOTO0ODO O
Terminal 3 CSA 05:00 22:30 21 o 21 100% 0 0O 000 0OO0OOTO0OOTG OO OO O 00 0OO0OO0OOOOTOOODOOTO0ODO O
Terminal 4 CSA 05:00 22:30 21 o 21 100% 0 0O 000O0OO0OOO0OOTO0ODTQO0OD O 0O 00 0O0O0OO0OOOOSOOOOO OO 0ODDO O
Terminal 5 CSA North 05:00 22:30 21 e 12 99.86% 0 100 00 O0OO0OOT1TO0O0OO 01 003 00O0O0O0O0O0T1TO0OO0OO0OTO0OTO
Terminal 5 CSA South 05:00 22:30 21 2 19 99.76% 0 0O 000 0OO0OOO0OOTO0OTGO0ODO O 00 0O0OOOOOTOOODOO OO 0ODO O
Terminal 5 - Total 05:00 22:30 42 [ 31 99.81% 0 100 00 O0OO0OOT1TO0OO 01 003 0O0O0O0O0O0OT1TO0OO0OO0OO0OTO
Terminal 2A Transfer Search 05:00 2230 108 A 81 9990% O 10001 100020211 0M21012101100 10310
Terminal 3 TEMP #REF! #REF! #REF!  #NAME?  #REF! 100% 0 H#H# H#H# HE HE HE B R S HE O O HE HE B HE HE HE B B B R R
Terminal 4 Transfer 05:30 22:30 105 O 105 100% 0 O 000O0O0OO0OOOOOOOOOOOOOOOOOOOOODOOOODOQO0ODO
Terminal 5A Transfer 05:00 22:30 108 22 86 99.26% 0 co102100O01TO0O0T1O0340003200O0O0O020209000
Terminal 5B Transfer Search 05:30 21:30 29 o 99 100% 0 O 000O0O0OO0OOOOOOOOOOOOOOODOOOOODOOOOODO0ODO
Terminal 5 - Total 05:00 21:30 207 228 185 99.26% 0 ol A of 21 o ©f o @f o o af o of =S Ay @f @ of Sf 21 o of 9 of @ 21 af 21 of of ©
Staff Search Areas 95% @ 10 Mins

Terminal 2 Departures Staff Search 04:15 21:30 106 #NAME? #NAME? 99.06% 0 H#H# H#H# HE HA HE HE R O S HE O O O HHE B HE HE HE B B B R R
Terminal 2 Arrivals Staff Search #REF! #REF! #REF!  #NAME?  #REF! #REF! 0 HH# H#HH H#HE #HA HH HE A A HE HE O O OHE OHE OHE OB B HE OHE HE OB B A R A
Terminal 2 Basement Staff Search #REF! #REF! #REF!  #NAME?  #REF! #REF! 0 HH# H#HH HE HA HH B R O P HE O O HE HE HE HE B HE B OB B R R
Terminal 2 - Total #REF! #REF! #REF!  #NAME?  #REF!  ###### 0 H#H# H## HE HE OHE B R R HE OO O HE B HE HE HE B B B R R
Terminal 3 Staff Search Departures 04:00 21:30 108 #NAME? #NAME? 99.58% 0 HH H#HH H#HE HA HE B R HE P HE HE HEOHE O OHE B HE B HE B HE HE B B4 R4 R O HE #
Terminal 4 Staff Search #REF! #REF! #REF!  #NAME?  #REF!  99.26% 0 H#H# H#H# HE HA HH HH R R S O O O HE B HE HE HE B B R R R S #
Terminal 5 Staff Search Departures 04:00 21:30 108 #NAME? #NAME? 99.86% 0 O O B B B R
Terminal 5 Apron North 04:15 15:15 18  #NAME? #NAME? 100% 0 HH# H#HH HE HA HE B R O P HE O O HE B B HE HE HE HE B B A R
Terminal 5 Apron South 04:00 21:30 108 #NAME? #NAME? 99.90% 0 H#H# H#H# HE HA HE M R S HE OO HE HE B HE HE HE B B B R R
Terminal 5 Loading Dock North 04:30 21:30 105 #NAME? #NAME? 100% 0 HH# H#HH H#HE HA HE B A HE P HE O O OHE OHE OHE B B HE OHE B OB B A R
Terminal 5 - Total 04:00 21:30 339 #NAME? #NAME? 99.92% 0 HH# H#HH HE HA HH B R O P HE O O HE HE B HE HE HE B B B R R S
CP5 05:00 22:00 105 S 100 100% 0 O 0o000O0OO0OO0OODOOOOOO2O0O0T1TO0T1TO0OO0O0OT1TOQO0OO0OO0OOQO0ODO
CP8 04:00 22:30 114 A 110 99.52% 0 O 0o00O0OO0O01T0O0OOOT1TO0OOOOOOOOOT1®TOOOOSOOOTO OO0 1
CP10 04:00 22:30 114 P8I 106 99.91% 0 o oo0o01t10O0O0OO0OO0O0T1T11T0O0OO0OO0OODO0OOT1?TT1TO0OO0OOOOI1TO0TQ 01
CP10A 04:00 22:30 114 IO 104 98.60% 0 O 0o000O0OO0OT1TOOO?20O0O0O0O0ODLDO0O0OO0OO0OLDO0S321T1000OQO00
CP16 06:30 22:30 99 o 55 100% 0 O 00O0O0OO0OOOOOOOOOOOOOOOOOOOOSDOOOOODO0ODO
CP18 05:15 22:00 103 e 85 100% 0 O T T 10 S0 50 SN 0 50 S0 S0 S 2 0 2 R0 0 0 0 N 0 S0 T 0 S0 0 2
CP19 04:00 22:30 114 A 100 99.60% 0 o1 00O030O0O0O0O0O0O0T1TO0OT11TO0OO0OT1TO0OT1TT1T1TO0O0T11T1TO01T0O00O0 1
CP20 04:00 22:30 114 _ 110 99.47% 0 ocoooooo1?®o11®oooO010O0O0OO0OO0OOOOT1TO0OOOOOOOOOQO0OO0
CP24 04:00 22:30 114 2N 112 99.86% 0 O o001 00O0O0OT1TO0O0OOOOOOOOOODOOOODOOOOOQODO
CP25A 04:00 22:30 114 2N 112 99.73% 0 O 0o00O0O0O0OO0OOOT1TOOOOOOOOOOOOOTTOOOOOOQODO
CTA 04:00 22:30 219 _ 210 99.52% 0 ooo0oo0o011 000O0O1O0O0OCO0OO0O00OCZ2O0O0T11T1T11T0O0T11" 0O0O0O0O0M"1
Cargo 04:00 22:30 342 P2O0WN 322 99.41% 0 cooo0oo011o00170117300O00O0OO0O0T11T 1T 322101001
EastSide 06:30 22:30 99 o E= 100% 0 O 000O0O0OO0OOOOOOOOOOOOOOOOOOOOOOOOODOQO0ODO
Terminal 5 00:00  22:30 331 [BEM 295 9968% O o211 13 "011011 112121111111 1200 03
SouthSide 04:00 22:30 114 2N 112 99.86% 0 O o017 0O0O0OO0OT1TO0O0OOOOOOOOOOODOOOCODODOOOODO

Published on the: 31 August 2023 at 11:15. For any queries, please contact: Integrated_Planning@heathrow.com



=i II\WVw.
Making every journey better

Classification: Public.
Heathrow

How are we performing?
March 2023

Terminal Terminal

Terminal Terminal

Below Above
Target Target

Security waiting
time < 5mins

% of queue times measured < 5 mins

Service Level Agreement (SLA): >95%
Based on 15min time periods measured

Security waiting
time < 10mins
97.95%

% of queue times measured < 10 mins

J

N

Service Level Agreement (SLA): >99%
Based on 15min time periods measured

Published on the: 31 August 2023 at 11:15. For any queries, please contact: OpsPerformance@heathrow.com



Classification: Public.

2 3 4 5 July
Security 5 min 93.42% 95.42% 99.04% 71.57%
Security 10 min 99.28% 98.71% 99.95% 91.78%
I

Central search Queue time < 5 minutes 895.00% 95.25%

Central search Queue time = 10 minutes 899 00% 99.69%
I
PSE General 99.00% IEES RN
PSE Priority SRRUL] 9944% | 9957% | |
' [ [ | |
Arrivals reclaim 99 00% EEEEEEE T
Stands sl  9977% [ 9984% | |
Jetties SRR 9988% | 99.88% | |
/[ | |
Pier service Passengers using pier 1141289 1231749 N
Pier service Passengers using remote stands 11252 59361 [ ]
. [ [ ] |
FEGP EE 10000% | 99.98% | |
Pre-conditioned air sefvl  100% | 100% | |
Stand entry guidance eefol™  100% | 100.00% | |
/' [ [ 1 |
Search Transfer search 95.00% [EEGEEEEZE N
Search Lo o Sl 0 9761% | 9760% | |
2 3 4 5
Security (5 min) Target Achieved 95.42% 99.04%
Security (5 min) Below Target 93.42% 71.57%
Security (5 min) SLA Target 95.00% 95.00% 95.00% 95.00%
Security (10 min) ~ Target Achieved 99.28% 99.95%
Security (10 min) Below Target 98.71% 91.78%
Security (10 min) SL/ Target 99.00% 99.00% 99.00% 99.00%
Count of EEA Red Column Labels
2
Row Labels August September October November December January
0 99.55% 99.86% 99.82% 99.86%  100.00% 99.96%
1 0.45% 0.14% 0.18% 0.14% 0.00% 0.04%
Count of Non EEA Column Labels
2
Row Labels August September October November December January
0 98.32% 95.46% 97.58% 98.61% 99.51% 99.51%

1 1.68% 454% 2.42% 1.39% 0.49% 0.49%



Classification: Public.

Saving Locations

31 \\lhrsvr063\group8\Q5 Service Quality\(

Border File Border_Force_Performance_Jul23
Security Dati Central_Security_Performance_Jul23
Not Added LHR SQRB W LHR_SQRB_Jul23

Campus Security Final - July 2023

99.33%
— 2023
[ oese% | sear% || ]
—oe7e% | 9949% || July 2023
I I | 2023
| 99.83% | 99.90% || 5 Target
et Ac Below Target
|
S 1956400 |
] 334350 |
- 1
[ 100% |  100.00% ||
- 100% |
_Let Ac Below Target
— /A 71.57% 95.00% 95.00% 95.00%
_—I\I/A 91.78% 99.00% 99.00% 99.00%
2 3 4

February August September October November December January February August
100.00% 100.00%  100.00% 99.96%  100.00% 99.96% 100.00% 100.00% 99.82%
0.00% 0.00% 0.00% 0.04% 0.00% 0.04% 0.00%  0.00% 0.18%

2 3 4

February August September October November December January February August
99.08% 99.64% 97.64% 98.66% 99.54% 99.87% 99.82% 99.33% 97.09%
0.92% 0.36% 2.36% 1.34% 0.46% 0.13% 0.18% 0.67% 2.91%


Q6
Q6

Classification: Public

Q6\2023\07 - July\Posters and PDFs\Website

Print Final Report

4 5

September October November December January February August September October
99.63% 99.91% 100.00% 99.96% 99.10% 99.42% 99.96% 99.91% 99.91%
0.37%  0.09% 0.00% 0.04% 0.90%  0.58% 0.04% 0.09%  0.09%

4 5

September October November December January February August September October
87.32% 97.45% 98.75% 98.57% 97.49% 97.91% 97.00% 87.13% 98.52%
12.68%  2.55% 1.25% 1.43% 2.51% 2.09% 3.00% 12.87% 1.48%



Classification: Public

5 Grand Total
November December January February

100.00% 99.96% 99.73% 100.00% 99.87%

0.00% 0.04% 0.27%  0.00% 0.13%

5 Grand Total
November December January February
98.84% 99.33% 97.54% 98.00% 97.58%
1.16% 0.67% 2.46% 2.00% 2.42%



