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Heathrow Performance Report July 2021 B Heathrows

Passenger Experience and Service Level Performance Service Level Performance
T2 T3 T4 T5 T2 T3 T4 T5

99.67%

Departure lounge seat availability* 4.49 4.62 PSE (General) 99.79% 99.72%
Ease of finding a seat Availability of Passenger Sensitive EqQuipment

Cleanliness* 4.46 4.56 . (General)

Control Post Security Search 99.08% 99.25% 100% 99.52% 99.24%

(0)
Based on 15min time periods measured 99.41%

TTS - One car
Track Transit System - one car availability

@ Overall cleanliness of the terminal PSE (Priority) 99.69% 99.83% 99.32%
0 Wayfinding* 446 446 . Availability of Passenger Sensitive Equipment
Ease of finding your way around the airport (Priority)
6 Flight information* 4.61 4.54 : Star?ds N 99.70% 99.72%
Accuracy and ease of finding flight information Availability of stands
Wi-Fi* 4.3 428 : FEGP 100%  100% 99.99%
Ease of using WiFi Availability Fixed Electrical Ground Power
@ Security* Jetties 99.94% 100% 99.55%
@ CSA queues - Times queue <5 minutes 96.12% 99.30% PCA N | 100%  100% | A
Based on 15min time periods measured Availability of Pre-Conditioned Air on-ops
@ CSA queues - Times queue <10 minutes 99.76% 100% SEGs | 99.99% 99.94% 99.86%
Based on 15min time periods measured Availability of Stand Entry Guidance
@ Staff Search ** 99.43% 100% 99.90% 99.90% Pier Service 999s7e 10076
Based on 15min time periods measured % Pier served passengers
@ Transfer Search 99 72% 100% Arrivals Reclaims 99.72% 100% 99.95%
Based on 15min time periods measured Bag reclaim belts availability
CTA Cargo  Eastside T5 Southside Aerodrome congestion
Based on 15min time periods measured

TTS - Two cars
Track Transit System - % time two cars available

Rebates: Bonuses:

T2 T3 T4 T5 Campus Estimated Rebate YTD Estimated Rebate YTD Number of Failures Lower Threshold Upper Threshold T2 T3 T4 T5 Estimated Bonus YTD Estimated Bonus YTD Number of Bonus
Departure lounge seat availability @ £0.00 £0.00 0
Cleanliness % £0.00 £0.00 0 4.10 4.50 £97,255.25 £623,041.48
Wayfinding £0.00 £0.00 0 4.20 4.50 £105,359.86 £692,943.69
Flight information % £0.00 £0.00 0 4.20 4.50 £68,889.14 £429,544.04
CSA Queues - Both £370,287.00 £370,287.00 1 4.40 4.50 £52,679.93 £307,974.97
Staff search % £0.00 £0.00 0 . £324,184.18 £2,053,504.18 28
Transfer search £0.00 £0.00 0  Credit Notes:
PSE (General) £0.00 £0.00 0
PSE (Priority) £0.00 £0.00 0 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
Stands £0.00 £0.00 0
FEGP £0.00 £0.00 0 passenger services in that month. N.B:
Jetties £0.00 £0.00 0
PCA £0.00 £0.00 0 Bonus: HAL is still involved in ongoing discussions with the airline community in regards to a
SEGs Y £0.00 £0.00 0 | |
Pier service £0.00 £0.00 0 All business units must exceed Lower Threshold possible alleviation for the rebate triggered by T5 Security performance in July
Arrivals Reclaims @ £0.00 £0.00 0 - ) < f ) 5 o Printed: 09:09:2021 1210 PM
inancial year is from January-December rinted: 09:09; :
Control Posts Search % £0.00 £0.00 0 Notes: For further information please contact:
TTS - % Both £0.00 £0.00 0 operationalperformance@heathrow.com
£370,287.00 £370,287.00 1

* SQRB calculation is based on a 12x month moving average for these metrics for T2 and T5, and 1x month for T3



Classification: Internal

Terminal 2 Performance Report July 2021 Heathrow

Passenger Experience and Service Level Performance Service Level Performance

Target  Jul-21  vs.Jun-21 Target Jul-21  vs.Jun-21

100%
4.5
V -0.13 W"\’ PSE (General) ENEN A 0.19%

¥ -0.03 W Jetties 99.94% WANNYYZ
40 Availability of Air-Bridges 98%

100% o —eo—w v v vV v vV —9o—9 @9

4.5

Departure lounge seat availability* 3.80 4.49
Ease of finding a seat 40 Availability of Passenger Sensitive Equipment (General) 039
100%
Cleanliness* 4.00 VIR 7 -0.09 PSE (Priority) 99.00% 99.69% WANNEY
Overall cleanliness of the terminal 0 Availability of Passenger Sensitive EqQuipment (Priority) 98%
100%
4.5
Wayfinding* . 446 AN e S UGS S S ¢ Stands RO A 0.28%
Ease of finding your way around the airport Jo T T T T T T m s m e Availability of stands 98%
100% o —eo Voo Vv —o v v Vv Vv v ¥
Flight information* . 4.61 ¥V -005 o __ FEGP 99.00% 100% % - - - - -- - T-T--------==
Accuracy and ease of finding flight information 40 Availability Fixed Electrical Ground Power 98%
100% V—N—o—w—v
A5 o I ..,
2
1

Wi-Fi* 4.23
Ease of using WiFi

Security* 4.4
Passenger satisfaction

CSA queues - Times queue <5 minutes AP 7 -1.30%

PCA 98.00% 100% AN
Availability of Pre-Conditioned Air

WV -0.05

Of & e e e e e e e e e e = . . = - —— . —— — — —
4.0 I8%

100% o —wo—e9——9o v v v —o—vv v 9

100%
SEGs SR A 0.01%

Based on 15min time periods measured 7 Availability of Stand Entry Guidance
90% 95%
100% 100%
CSA queues - Times queue <10 minutes 99.00% V' -0.19% 959 Pier Service CERCERZE A 0.33%
Based on 15min time periods measured % Pier served passengers
90% 95%
100% W—"N—H 100%
Staff Search ** 95.00% 99.43% WANKUELYA 059 - — L __ Arrivals Reclaims 99.00% 99.72% WANNEAYE
Based on 15min time periods measured Bag reclaim belts availability
90% 95%
100% @o—wo——Vv—wo—eo Vv —v—eo—9o 9 —9o—»
Transfer Search 95.00%  99.72% [ANE VA Iy

Based on 15min time periods measured Notes:

) Printed: 09:09:2021 12:10 PM
0% * SQRB calculation is based on a 12x month moving average for these metrics for T2 and T5 ~ For further information please contact: operationalperformance@heathrow.co..




Terminal 2 Performance Report July 2021

Financial Report - Bonus and Rebates

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

Bonuses:

Departure lounge seat availability
Cleanliness

Wayfinding

Flight information

Credit Notes:

Classification: Internal

Jul-21

Year-to-Date

Target Estimated Rebate Estimated Rebate Number

Achieved

OIS

Measure Lower

£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00

Upper

Threshold Threshold

MAA 4.10
MAA 4.20
MAA 4.20
MAA 4.40

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-December

4.50
4.50
4.50
4.50

of Failures

£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00

O O O O O O O O O OO o o o o o

Jul-21 Year-to-Date

Actual Estimated Bonus Estimated Bonus

(All Terminals) (All Terminals)

4.49 £97,255.25 £623,041.48
4.46 £105,359.86 £692,943.69
4.46 £68,889.14 £429,544.04
4.61 £52,679.93 £307,974.97

£324,184.18

£2,053,504.18

Number
of Bonus

Hea

Printed: 09:09:2021 12:10 PM
For further information please contact: operationalperformance@heathrow....
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Classification: Internal

Terminal 3 Performance Report July 2021

Passenger Experience and Service Level Performance

Target Jul-21 vs. Jun-21
Departure lounge seat availability* 3.80 462 PENEAY
Ease of finding a seat
Cleanliness® 4.00 ZIT A\ 4.56
Overall cleanliness of the terminal
Wayfinding* A 446
Ease of finding your way around the airport
Flight information* A 454
Accuracy and ease of finding flight information
Wi-Fi* 428 WL
Ease of using WiFi
Security* UEE A 453
Passenger satisfaction
CSA queues - Times queue <5 minutes S V7 -0.70%
Based on 15min time periods measured
CSA queues - Times queue <10 minutes 99.00% 0%
Based on 15min time periods measured
Staff Search ** 95.00% 0%
Based on 15min time periods measured
Transfer Search 95.00% 0%

Based on 15min time periods measured

4.5

4.0

4.5

4.0

4.5

4.0

4.5

4.0

4.5

4.0

4.5

4.0

100%

95%

90%
100%

95%

90%
100%

95%

90%
100%

95%

90%

Service Level Performance

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

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

Stands
Availability of stands

FEGP
Availability Fixed Electrical Ground Power

Jetties
Availability of Air-Bridges

PCA
Availability of Pre-Conditioned Air

SEGs
Availability of Stand Entry Guidance

Pier Service
% Pier served passengers

Arrivals Reclaims
Bag reclaim belts availability

Notes:

* SQRB calculation is based on a 1x month moving average for these metrics for T3

Target  Jul-21 vs. Jun-21
100%
NP/ -0.19%
98%
100%
PN NI RV V' -0.15%
98%
100%
CENPEN A 0.63%
98%
100%
99.00% 100% 0%
98%
100%
100% 0%
98%
100%
98.00% 100% 0%
98%
100%
PRV A 0.08%
95%
100%
Q02 A 100%
95%
100%
99.00% 100% 0%
95%

L R A IR JRENE JEERD AN (RN AREND IR RN SRR 4

Printed: 09:09:2021 12:10 PM

For further information please contact: operationalperformance@heathrow.co...



Terminal 3 Performance Report July 2021

Financial Report - Bonus and Rebates

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

Bonuses:

Departure lounge seat availability

Cleanliness
Wayfinding
Flight information

Credit Notes:

Classification: Internal

Jul-21

Target
Achieved

OIS

Measure Lower

£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00

Upper

Threshold Threshold

MAA 4.10
MAA 4.20
MAA 4.20
MAA 4.40

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-December

4.50
4.50
4.50
4.50

Actual

Year-to-Date

Estimated Rebate Estimated Rebate

£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00
£0.00

Jul-21

Estimated Bonus
(All Terminals)

£97,255.25
£105,359.86

£68,889.14
£52,679.93
£324,184.18

Hea

Number
of Failures

O O O O O O O O O OO o o o o o

Year-to-Date

Number
of Bonus

Estimated Bonus
(All Terminals)

£623,041.48
£692,943.69
£429,544.04
£307,974.97
£2,053,504.18

Printed: 09:09:2021 12:11 PM
For further information please contact: operationalperformance@heathrow.com
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Classification: Internal

Terminal 5 Performance Report July 2021 Heathrow

Passenger Experience and Service Level Performance Service Level Performance

Target  Jul-21  vs.Jun-21 Target Jul-21  vs.Jun-21

100%
4.5
V -0.11 w\\. PSE (General) LY ¥ -0.05%

Availability of Passenger Sensitive Equipment (General)

Departure lounge seat availability*
Ease of finding a seat

4.0 98%
100%
4.5 W‘\‘\.
Cleanliness* ¥V -0.12 PSE (Priority) 99.00% 99.32% RRNARIELLA
Overall cleanliness of the terminal A0 Availability of Passenger Sensitive EqQuipment (Priority) 98%
100%
4.5
Wayfinding* V -0.07 ./0—’—‘\0—0\._‘/’\‘/’\‘ Stands CRE A 0.16%
Ease of finding your way around the airport 4o T T T T T T T T oo Availability of stands 98%
100% v\H/v—v—v O —o—o—v—o—"
45 Gt T,
Flight information* ¥V -009 FEGP 99.00%  99.99% [N Ok -
Accuracy and ease of finding flight information 40 Availability Fixed Electrical Ground Power 98%

100% k—w—v—v—v\o\H

4.5
V¥ -0.13 Jetties 99.55% [INZRVRIIZ
0 ‘—‘/’\‘/‘\./’_“‘/’/‘\‘ Availability of Air-Bridges 98%

100% eo——w v v v v v v v @

Wi-Fi*
Ease of using WiFi

4.5
Security* WV -0.05 PCA 98.00% 100% 0%
Passenger satisfaction 40 Availability of Pre-Conditioned Air ¥%  —mmTmT oo T o T T T ST T s
100% 100% o —wo—@—v—9 9o oo —v—v—v—9¢
CSA queues - Times queue <5 minutes PRI VT -2.14% 050, SEGs PRI VT -0.12%
Based on 15min time periods measured ’ Availability of Stand Entry Guidance
90% 95%
100% 100% o —eo——eo—v—vo—o—eo 9o 9o v —o 9
CSA queues - Times queue <10 minutes 99.00% YV -115% 959 Arrivals Reclaims 99.00% 99.95% PANEIIZE
Based on 15min time periods measured Bag reclaim belts availability
95%
90%
100%
Staff Search ** 95.00% 99.90% INAEVKIL 959
Based on 15min time periods measured
90%
100%
Transfer Search R NEVECY I V' -1.58% oo,

Based on 15min time periods measured Notes:

) Printed: 09:09:2021 12:11 PM
0% * SQRB calculation is based on a 12x month moving average for these metrics for T2 and T5 ~ For further information please contact: operationalperformance@heathrow.co..




Classification: Internal

Terminal 5 Performance Report July 2021 Heathrow

Financial Report - Bonus and Rebates

Rebates: Jul-21 Year-to-Date

Target Estimated Rebate Estimated Rebate Number

Achieved of Failures
Departure lounge seat availability @ £0.00 £0.00 0
Cleanliness % £0.00 £0.00 0
Wayfinding £0.00 £0.00 0
Flight information % £0.00 £0.00 0
CSA Queues - Both £370,287.00 £370,287.00 1
Staff search % £0.00 £0.00 0
Transfer search £0.00 £0.00 0
PSE (General) % £0.00 £0.00 0
PSE (Priority) £0.00 £0.00 0
Stands % £0.00 £0.00 0
FEGP £0.00 £0.00 0
Jetties % £0.00 £0.00 0
PCA £0.00 £0.00 0
SEGs % £0.00 £0.00 0
Arrivals Reclaims £0.00 £0.00 0
TTS - % Both Q £0.00 £0.00 0

Bonuses: Jul-21 Year-to-Date

Measure Lower Upper Actual Estimated Bonus Estimated Bonus Number

Threshold Threshold (All Terminals) (All Terminals) of Bonus
Departure lounge seat availability MAA 4.10 4.50 4.34 £97,255.25 £623,041.48
Cleanliness MAA 4.20 4.50 4.40 £105,359.86 £692,943.69
Wayfinding MAA 4.20 4.50 4.39 £68,889.14 £429,544.04
Flight information MAA 4.40 4.50 4.50 £52,679.93 £307,974.97

£324,184.18 £2,053,504.18 28

N.B:

HAL is still involved in ongoing discussions with the airline community in regards to a

possible alleviation for the rebate triggered by T5 Security performance in July

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. Printed: 09:09-2021 12:11 PM

. _ _ For further information please contact: operationalperformance@heathrow.com
Financial year is from January-December
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Printed: 09:09:2021 12:11 PM
For further information please contact: operationalperformance@heathrow.com



