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Let’s consider the challenges set through the interchange 

evaluation process….

Key Challenges:

• Heathrow has many access points

• Distances at Heathrow can be long

• Infrequent visitors may find Heathrow a challenge

• There are many ways of getting to London

Getting to a five star rating:

• Trolley parking

• Seating

• Disabled passengers

• Signage

• Travel choice – Hex is not always the answer
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Heathrow has some interesting quirks..

• Heathrow is really three distinct campuses

– Terminal 5

– Central Terminal Area (Terminal 2 & 3)

– Terminal 4

• Although 33% of all our passengers connect, 
less than 2% of these move between terminals 
landside.

• 25% of all coach users from Heathrow are 
non-flying passengers



Classification: Internal

Heathrow does have many access points
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Most people express a level of confidence when travelling through an 

airport which they haven't used before…

Airport behaviour - confidence

Base: Total sample
QB2: How confident do you feel when travelling through an airport that you haven’t used before?
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In general people find navigating through an unfamiliar airport fairly 

easy, although there is more difficulty felt by the Japanese

Ease of navigating through an airport

QD1: How easy do you find navigating through an airport that you’re not familiar with after landing at your destination? 
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In general people find airport signage directing them to the exit or 

onward travel fairly clear and easy to follow

Airport behaviour – how clear is signage

Base: Total Sample
QD3: In general how clear and easy to follow do you find signage to help you find your way through an airport, to the exit or onward 

travel within an airport?
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Overwhelmingly people follow signs rather than people when 

making their onward journey…

Signage is mainly used for reassurance

Less confident travellers follow people rather than signs

Base: Total sample
QD2: And to find where you need to go in an airport after landing to get to your transport for onward travel, to what extent do you….

Total
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Our vision: To give passengers the best airport 
service in the world

Passengers don’t see their journey in this way so 
we shouldn’t either…. And we should be data led 
too.

Surface 

Access
AirspaceTerminals



Classification: Internal

We also look at the end-to-end journey to 
develop our plans…

• Journey phase

• Touchpoints

• Channels

• Emotional Journey

• Pain Points

• Gain Points

• Opportunities

• Data / Evidence
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We are looking at things end-to-end

Departures

Arrivals

file:///C:/Users/LHRPanayiT/Documents/Departures T5 - generic.pdf
file:///C:/Users/LHRPanayiT/Documents/Arrivals T4 - Generic.pdf
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Transforming the proposition
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Trolleys – The battle between 
supply and demand

A better pick-up regime from lift areas and near 
the Underground Station in place
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Seating near the Underground

Seek to introduce seating near Underground 
Station in CTA
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Support our passengers that need 
special assistance

We continue to develop 
and deliver our support 
to disabled passengers
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We will be transforming our experience in 
Terminal 5
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We will be transforming our signage in 
Terminal 4
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A brand new journey planner for 2018… 
Always starting with destination not mode of transport.
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We believe we can meet the challenges set through the 

interchange evaluation process….and get that 5 star rating

Key Challenges:

• Heathrow has many access points 

• Distances at Heathrow can be long

• Infrequent visitors may find Heathrow a challenge

• There are many ways of getting to London

Getting to a five star rating:

• Trolley parking

• Seating

• Disabled passengers

• Signage

• Travel choice


