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Heathrow Performance Report June 2022

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

Based on 15min time periods measured

Based on 15min time periods measured

Staff search **

Based on 15min time periods measured
Transfer Search

Based on 15min time periods measured

00000ee

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

TTS - % Both

Credit Notes:

CSA queues - Times queue <5 minutes

CSA queues - Times queue <10 minutes

T2 T3 T4 T5

77.28% | 83.23% | 96.80% | 50.16%

93.81% | 92.52% | 99.61% | 95.37%

CTA

EastSide

92.88% | 99.36% 100% 83.61% | 96.21%

Cargo 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:
Jun - 2022 YTD
T2 T3 T4 T5 Campus Estimated Rebate Estimated Rebate F;T:?ls Ter::;\e;I d

£ - £ - 0 4.10

f - f - 0 4.20

£ - £ - 0 4.20

£ - £ - 0 4.40
(%] (%] (V) (%] £ 2,426,320.25 £ 9,042,989.63 1
(%] (%] (V] (V] f 49424209 £  494,242.09 2
(%] (%] (V) (%] £ 1,212,432.41 £ 2,105,411.13 5
v} V] v} V] £ - f - 0
v V] v} V] £ - f - 0
V) (V] @ (V] f - £ 192,932.20 4
v} V] V] V] £ - f - 0
v} V] V] V] £ - f - 0
v} V] v} V] £ - f - 0
v} V] V] V] £ - f - 0
V] V] V] £ - f - 0
V) V] V] V] £ - f - 0
(%] £ 994,549.27 £ 1,989,098.53 8
(V] f - f - 0
(V) £ - £ - 0
Total f 5,127,544.02 £ 13,824,673.58 30

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.

Upper
Threshold
4.50
4.50
4.50
4.70

*SQRB calculationfor T4
is based on 3 months of data

Heathrow

Making every journey better

T2 T3 T4 T5
L L
o o L L

Bonuses:
Jun - 2022 YTD
™ T3 T4 5 Estimated Estimated Total Pass
Bonus Bonus

445 | 427 | 454 | 419 |f 87680 |f 1060862 7
435 | 425 | 440 | 434 [t esar  ssaas0] 8
437 | 430 | 430 | 431 ¢ 1s083[f i34tse7] 8
451 | 448 | 450 | 447 |t osan0c  s97,%0] &

Total £ 383,886 £ 4,154,668 31

Bonus: All business units must exceed Lower Threshold.

Financial year is from January 2022 - December 2022

Printed: 07 Oct 2022 at 09:02. For further information please click here
Or contact: OperationalPerformance@heathrow.com



Terminal 2 Performance Report June 2022

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

e O

Staff search

Based on 15min time periods
measured

0.

Transfer Search

Based on 15min time periods
measured

o

Notes:

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

Target

95.00%

99.00%

95.00%

95.00%

93.47%

93.81%

89.47%

Jun-22 vs. May-22

w-0.03

w-0.03

w-0.02

w-0.03

w-0.02

w-0.06

2.01%

w2.87%

6.61%

470

4.50 -+

4.30
4.10
3.90
3.70

4.50 -

4.30

4.10

3.90

4.50

4.40
4.30 -
4.20 -
410 |--

4.00

4.60

4.50 +

4.40

4.30 -

4.20

4.50

4.30

87%
85%

Classification:

Sep Oct Nov Dec Jan Feb Mar Apr May

Jul  Aug Jun

Internal

EService Level Performance

|
|PSE (General)

:Availability of Passenger
[sensitive Equipment
1(General)

|
IPSE (Priority)

1
| Availability of Passenger
:Sensitive Equipment (Priority)

11
:Stands
|Avai|abi|ity of stands

I
\FEGP
|Availability Fixed Electrical

“|1Ground Power
1

|
!Jetties

1
|Avai|abi|ity of Air-Bridges

1
|Availability of Pre-Conditioned
:Air

'SEGs

. |Avai|abi|ity of Stand entry

:guidance

' Pier Service
|% Pier served passengers

‘Arrivals reclaims
|Bag reclaim belts availability

Heathrow

Making every journey better

Target Jun-22 vs. May-22 Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

100%

LY/ 4. 0.08%  99%

98%

100%

CERCP L/ 4. 0.03%

99%

98%
100% -

99%

w-0.11%
98% -

97%

100% -

100.00% P NUEERD

99%

98%

100% -

99% |

99.00% 99.63% P AWEL

98%

100% -

99%

98.00% @ 99.98% |\ LUEH

98% |

97%

100% -

ORIIEZ8 .2 0.00%  99% -

98%
100% -

98%

98.46% j GANAR

96%

94%

100%

99.51%

w-0.02%  99% -

98%

Printed: 07 Oct 2022 at 09:02. For further information please contact: operationalperformance@heathrow.com or click here.



Classification: Internal.

Terminal 2 Performance Report June 2022 Heathrow

Making every journey better

Financial Report - Bonus and Rebates

Jun - 2022 Year-to-Date
AE:S:: d Estimated Rebate Estimated Rebate N;?n?ﬂ:f
Departure lounge seat availability £ - £ - 0
Cleanliness £ - £ - 0
Wayfinding £ - £ - 0
Flight information £ - £ - 0
CSA queues - Both (%] £ 639,290.88 £ 2,557,163.50 4
Staff search (%] f 242,754.13 £  242,754.13 1
Transfer search (%] £ 319,453.69 £  319,453.69 1
PSE (General) (V) f - f - 0
PSE (Priority) (V) £ - f - 0
Stands (V) £ - £ - 0
FEGP (V) 3 - 3 - 0
Jetties (V) £ - £ - 0
PCA Q £ - f - 0
SEGS (V) 3 - 3 - 0
Pier Service (V) £ - £ - 0
Arrivals reclaims (V) £ - £ - 0
£ 1,201,498.69 £ 3,119,371.31 6
Jun - 2022 Year-to-Date
Lower Upper Actual Estimated Bonus (All Estimated Bonus  Number of
Measure Threshold Threshold Terminals) (All Terminals) Bonus
Departure lounge seat availability MAA 4.10 4.50 [44SR ¢ 87,680 AN EFEFZEIN N
Cleanliness MAA 420 450 | NCESSEN N e
Wayfinding MAA 420 450 SN TN E A A
Flight information MAA 440 470 |G Y= 1Y) R
£ 383886 [f 3722482 24 |

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 2022 - December 2022

Printed: 07 Oct 2022 at 09:02. For further information please click here
Or contact: operationalperformance@heathrow.com



Classification: Internal. 0
Heathrow

Making every journey better

Terminal 3 Performance Report June 2022

Passenger Experience and Service Level Performance EService Level Performance

Target Jun-22 s May-22 470 Jul Aug Sep Oct Nov Dec Jan  Feb Mar Apr May Jun | Target Jun-22 s, May-22 100% Jul  Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun
Departure lounge Y |
P - %‘ 4.50 |PSE (General)
seat availability 430 , o
Ease of finding a seat w-0.07 4.10 'Availability of Passenger w-0.10% 9% |
3.90 ISensitive Equipment
3.70 i(GeneraI) 085
4.70 1 100%
1
. 4.50 PSE (Priorit
Cleanliness* ! ( y) o
. w-0.03 430 - ' CEPE N 4.0.09% 9% -
Overgll cleanliness of the 10 - |Availability of Passenger
terminal ) 'Sensitive Equipment (Priority)
3.90 | 98%
4.50 ' 100%
4.40 - I
Wayfinding* 4.30 - |:1Stands
i 9 - 9 99% -
Ease of finding your way w-0.03 4.20 - iAvaiIabiIity of stands 99.62% \LURERY
around the airport 410 +-- i
4.00 i 98%
4.70 ! 100% -
4.60 - |
Flight information* 4.50 - 'FEGP
9 w001 0 e ectrca 99.99% PRI AEE S
Accuracy and ease of finding - |Availability Fixed Electrica
flight information 4.30 - :Ground Power
4.20 | 98%
4.50 . 100% -
Wi-Fi* 430 + !Jettles : . )
1 - 99%
Ease of using WiFi W 0.00 4.0 A |Availability of Air-Bridges 99.00%  99.86% ) GVRUE
1
3.90 i 98%
. ! 100% -
IPCA
Security* 0.05 : L 0.00% 99% -
Passenger satisfaction v -l . |Avai|abi|ity of Pre-Conditioned . 2 ' ° 8% -
:Air
| 97%
— 100% -
|
CSA queues - Times -|'SEGs
9 . 95.00% 2.89% ' w-0.13%  99% -
queue <5 minutes !Availability of Stand entry
Based on 15min time periods iguidance

measured 98%

99%

' Pier Service

| % Pier served passengers
1

|
‘Arrivals reclaims
|Bag reclaim belts availability

CSA queues - Times

queue <10 minutes
Based on 15min time periods
measured

95.98% K XL/ N

95%

99.00% | 91.57%

e O

93%
100%

Staff search

Based on 15min time periods
measured

A .0.02% 99%

95.00% 2.54%

0.

98%

Transfer Search

Based on 15min time periods
measured

O51009%N 77.47 % R4EXIO

o

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

Printed: 07 Oct 2022 at 09:02. For further information please contact: operationalperformance@heathrow.com or click here.



Terminal 3 Performance Report June 2022
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: Internal

Jun - 2022
AIE:S:: d Estimated Rebate
£ -
£ -
£ -
£ -
(%] £ 662,291.38
(%) f 251,488
(%) £ 330,947.03
V) £ -
o £ -
V) £ -
V] £ -
V) £ -
V] £ -
V) £ -
o £ -
V) £ -
£ 1,244,726
Jun - 2022
Lower Upper
Actual

Measure Threshold Threshold

MAA 4.10 450 [ERIN

MAA 4.0 450 4B
MAA 4.40 470 AEE

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 2022 - December 2022

f
f
f
f
£
£
£
f
f
f
f
f
f
f
f
f
£

Heathrows

Making every journey better

Year-to-Date

Estimated Rebate Nun_1ber of
failures

- 0

- 0

- 0

- 0
1,986,874.13 3
251,487.97 1
661,894.06 2

- 0

- 0

- 0

- 0

- 0

- 0

- 0

- 0

- 0
2,900,256.16 6

Year-to-Date

Estimated Bonus (All Estimated Bonus (All Number of

Terminals)

£ 87.679.92

MAA 4.20 450 2SI 65,734

£ 383,886

Terminals) Bonus
1,032,424.31
800,381
1,117,186
772,490
3,722,482

Printed: 07 Oct 2022 at 09:02. For further information please click here
Or contact: operationalperformance@heathrow.com



Terminal 4 Performance Report June 2022

Passenger Experience and Service Level Performance
Target

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

A 454

& 440

A 430

& 450

A 428

Security*

Passenger satisfaction A 421

o

CSA queues - Times

queue <5 minutes
Based on 15min time periods
measured

=3.20%

95.00%

CSA queues - Times

queue <10 minutes

Based on 15min time periods
measured

99.00% @ 99.04%

e O

Staff search

Based on 15min time periods
measured

95.00%

CERY B2 920.39%

0.

Transfer Search

Based on 15min time periods
measured

95.00%  99.80% | JUWARK

o

Notes:
SQRB calculation for T4 is based on 3 months of data

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

Jun-22 vs. May-22

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

4.30

4.10

Classification:

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May

::::ﬁ::ﬁ::::::::::::::I:I::ﬁ:;

Internal

EService Level Performance

[
iPSE (General)

1

1Availability of Passenger
Sensitive Equipment
1(General)

IPSE (Priority)

1
|Availability of Passenger
!Sensitive Equipment (Priority)

IStands

iAvaiIabiIity of stands
|
I
1
1
I

'FEGP

1

|Avai|abi|ity Fixed Electrical
1Ground Power

1

|
!Jetties

1

|Availability of Air-Bridges
|
I
1
1
I
1
1

'SEGSs

!Availability of Stand entry
iguidance

' Pier Service

| % Pier served passengers
1

\Arrivals reclaims

IBag reclaim belts availability
1

Heathrow

Making every journey better

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

100% -

Target Jun-22  vs. May-22

CLRIE/ 8 w-0.45%  99%

98%

100% -

CER YW Ww-0.11%

99%

98%

98%
95%
92%
89%
86%
83%
80%

A.3.72%

100% -

0.00%

99%

98%

100% -

LRV w-0.08%  99%

99.00%

98%

100%

SOEN9 0.00%  99%

99.00%

98%

100%

98% -

95:00%% 100% PUeRuOL

96% -

94%
100%
99.92%

w-0.08%  99%

99.00%

98%

Printed: 07 Oct 2022 at 09:02. For further information please contact: operationalperformance@heathrow.com or click here.



Terminal 4 Performance Report June 2022
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: Internal.

Heathrows

Making every journey better

Jun - 2022 Year-to-Date
Ta.rget Estimated Rebate Estimated Rebate N"rf‘be’ of
Achieved failures

£ - £ - 0

£ - £ - 0

£ - £ - 0

£ - £ - 0

(V] £ - £ - 0

(V] £ - £ - 0

(V] £ - £ - 0

(V] £ - £ - 0

(V) £ - £ - 0

(V] £ - £ 192,932.20 4

(V) £ - £ - 0

(V] £ - £ - 0

(V] £ - £ - 0

(V] £ - £ - 0

(V] £ - £ - 0

(V] £ - £ - 0

£ - £ 192,932.20 4

Jun - 2022 Year-to-Date
Lower Upper Actual Estimated Bonus Estimated Bonus Number of
Measure Threshold Threshold (All Terminals) (All Terminals) Bonuses

MAA 410 450 [NASANN £ 87,679.92 EECEYEZET
MAA 420 450 [AEORNEINEREZY A TN
MAA 420 450 |ASONN FAECY VN A A
MAA 440 470 | EEESONN ECYE N 7Y

£ 383,886 | £ 3,722,482 | 24 |

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 2022 - December 2022

Printed: 07 Oct 2022 at 09:02. For further information please click here
Or contact: operationalperformance@heathrow.com
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Making every journey better

Terminal 5 Performance Report June 2022

Passenger Experience and Service Level Performance
Target Jun-22 s May-22 Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun |

450 '
|PSE (General)

1

1Availability of Passenger
Sensitive Equipment
1(General)

IPSE (Priority)

EService Level Performance
Target Jun-22  vs. May-22

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

100%

Departure lounge

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

4.30

w-0.03 4.10
3.90

£.0.22%

3.70 98%

100%

4.50

4.30

CLREt /N w-0.03%  99% -

w-0.02

1
4.10 |Availability of Passenger

terminal 1Sensitive Equipment (Priority)
3.90 i 98%
4.50 ! 100%
4.40 + |
Wayfinding* 4.30 - |:Stands
- _ 0, % -
Ease of finding your way w-0.01 4.20 - iAvaiIabiIity of stands v-0.32% %
around the airport 410 +-- -[
4.00 i 98%
4.60 ' 100% -
4.50 - [
Flight information* FEGP
9 w-0.01 440 - ! vailability Fixed Electrical (ODRIEZ 4. 0.01%  99% -
Accuracy and ease of finding 30 - |Ava| ability Fixed Electrica
flight information ’ 1Ground Power
4.20 | 98%
4.50 . 100%
Wi-Fi* 430 | Jetties
0, 0, _ 0, % -
Ease of using WiFi W 0.00 4.10 iAvaiIabiIity of Air-Bridges 99.00% LR/ 9-0.08% 99
. e e Hii
3.90 i 98%
. ! 100% —O—0—0—0—0—0—0—0—0—0—0—=0
Security* 0.04 50 !PCA 98.00% 99.92% 0.06% p S SO S SN SO S S S S
Passenger satisfaction v -0 | |Availability of Pre-Conditioned SRR 9270 AR 98%
:Air __________________________________________________________________________
97%

! 100% 1—5==O—O0—0—O0—0—O0—O0—0—0—0—0

I b
CSA queues - Times 'SEGs
queues 95.00% 23.06% : v-0.01% 9% -
queue <5 minutes . !Availability ofStandentry | BEEEEEEEE |
Based on 15min time periods 1guidance
measured | 98%
1
1
|
CSA queues - Times o
q . 99.00% }
queue <10 minutes .
Based on 15min time periods 1
measured 60% I
100% - : 100% -
98% - |
Staff search 96% - --[iArrivals reclaims
0, o, [¢) 0, 0] % -
Based on 15min time periods 95.00%  95.37% )RR 94% - |Bag reclaim belts availability 99.94% EEEIL %
measured 92% - .
90% | 98%
| 100%
1
90% - | :
Transfer Search 20% A \TTS - One car
[) (") o, ") () _ 0 ]
Based on 15min time periods 93.00% " 47.52% \LFEPAL |Track Transit System - one 99.00% PRGN w-0.26% 99%
measured 50% 1 “"|\car availability
30% | 98%
1 100%
! 99%
|TTS - Two cars 5 ° 210, 9%
1Track Transit System - % 97.00% 99.42% A GUEIRL 97%
Notes: [time two cars available 96%
’ ! 95%

*SQRB calculation is based on an
10x month moving average for these metrics for T3 Printed: 07 Oct 2022 at 09:02. For further information please contact: Operationalperformance@heathrow.com or click here.



Classification: Internal

Terminal 5 Performance Report June 2022
Financial Report - Bonus and Rebates

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

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

Lower Upper

Measure Threshold Threshold

Departure lounge seat availability MAA 4.10 4.50
Cleanliness MAA 4.20 4,50
Wayfinding MAA 4.20 4.50
Flight information MAA 4.40 4.70

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 2022 - December 2022

Target
Achieved

00 0000000808

Jun - 2022
Estimated Rebate
£ -
£ -
£ -
£ -
£ 1,124,738.00
£ -
£ 562,031.69
£ -
£ -
£ -
£ -
£ -
£ -
£ -
£ -
£ -
£ 1,686,769.69
Jun - 2022

Estimated Rebate

N Fh Fh Fh FIh A Fh Fh Fh Fh Fh Fh Fh Fh

f
f
£

Year-to-Date

4,498,952.00

1,124,063.38

5,623,015.38

Number of
failures

OO0 OO0 OO0OONOMOOOO

SO O

Year-to-Date
Estimated Bonus (All Estimated Bonus (All Number of
Terminals)

87,679.92

Terminals)

Bonus

Heathrow

Making every journey better

Printed: 07 Oct 2022 at 09:02. For further information please click here
Or contact: operationalperformance@heathrow.com



Classification: Internal.
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