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A totally free and open news and analysis 
service dedicated to outstanding airline 
network planning intelligence, produced 
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european countries. member airports handle 
90% of commercial air traffic in europe, 
welcoming nearly 1.5 billion passengers 

each year. its suite of publications and events 
offer an extensive reach into the worldwide 

airports community. 
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neil pritChArD, lonDon heAthroW 

AirsiDe operAtions mAnAGer

heAthroW leADs the WAy 
in runWAy sAfety

number of items of real significance, such  
as an occasion on which a Tarsier alarm 
alerted the airside team to a large 
amount of debris, containing items of 
appreciable risk which the team were 
able to clear quickly and efficiently.

There is a fantastic two way relationship 
between Heathrow and QinetiQ. We 
have been working together since the 
system’s introduction and trust QinetiQ 
to support the installation and help us 
realise the full value of the investment.

The industry now appears to be following 
Heathrow’s lead, with a recent Advisory 
Circular from the FAA recommending 
airports in the US to consider installation 
of automatic FOD detection. Of course for 
the travelling public, the biggest benefit will 
come when this kind of safety equipment is 
ubiquitous, reducing risk at every airport. 
Right now, however, Heathrow is proud  
to be leading the way.

> As the world’s busiest international 
airport, handling over 60 million passengers 
each year, the safety responsibilities of 
Heathrow’s Airside Safety Department 
(ASD) are immense. The safe passage of 
every one of those travellers is paramount 
in everything the airport does, and with 
growth beginning to return to the industry, 
the size of this task is set to increase.

The safety record at Heathrow is 
one of which we are proud, and we 
continuously look to set the standard 
across the industry. We implement, and 
often lead on, industry best practice in 
risk management and safety operation, 
and we always look to use the latest and 
best in class equipment to support this.

For any airport operator, the area of 
highest risk is the runway, and ensuring 
safe and efficient runway operations, in 
partnership with our colleagues in the ATC 
tower and the airline pilots, is the primary 
role of ASD. Risks can range from a disabled 
aircraft stranded on the runway, through 
a roosting flock of birds to a single item of 
debris, such as the metallic strip which led to 
the Concorde tragedy in Paris ten years ago. 
At Heathrow, runways are inspected visually 
four times a day, twice the internationally 
recommended standard, however the 
incident at Charles de Gaulle showed that 
even the biggest airports with the most 
rigorous procedures can carry a residual 
risk. And short of inspecting the runway after 
every arrival or departure, visual inspections 
can only go so far in reducing this risk.

It is for this reason that Heathrow took 

the decision to install an automatic debris 
detection system in 2008. The system 
selected, QinetiQ’s Tarsier, had already 
been in service at other airports including 
Vancouver International since early 2007. 
The philosophy behind the purchase was to 
maintain the visual inspections but operate 
Tarsier as an additional safety measure, 
reducing risk on the runway beyond that 
practical through visual inspections.  
This plays to Heathrow’s approach of 
pre-empting safety risks, and reducing 
that risk before it becomes an incident 
rather than reacting after the event.

The results since installation have been 
pleasing. The radar element of the system 
constantly scans the runway and sounds 
an alarm in ASD on detection of potential 
debris. The high zoom camera then pans 
to display an image of the object, allowing 
the operator to confirm the item and 
assess the risk it poses. Detected items 
can sometimes be decidedly low risk 
– leaves and grass cuttings. However, 
good safety management tells us that by 
acknowledging and managing these low 
risk items, we reduce the chance of ever 
having a high risk event or an accident. 

And in with these daily finds have been a 
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> Morgan describes the £4.8 billion 
modernisation of Heathrow as like 
“building a boat in a bottle”. BAA is 
spending around £70 million every 
month on a major programme of 
modernisation across the airport.

Heathrow is being redeveloped with no 
impact on its busy operation. Although BAA 
is in effect rebuilding an airport within an 
airport, innovative construction techniques 
and careful planning mean that passenger 
journeys should not be interrupted.

A key challenge with the new Terminal 
2 is building a facility in the middle of 
an operating airport that is comparable 
with Terminal 5. “The new Terminal 2 is a 
modern facility designed to reduce stress for 
passengers. In the interim, while we build 
the new terminal – and undertake other work 
elsewhere – we are mindful that there must 
be no impact on travellers or the airlines,” 
explained Morgan. “We are also mindful 
that the Olympic Games will take place in 
the middle of the construction period.”

The idea is to replace old, end-of-lifetime 
facilities with ‘greener’ alternatives. The 
new Terminal 2, for example, will produce 
significantly less carbon than the buildings it 
is replacing – measures include photovoltaic 
panels, extensive use of natural light and 
an energy plant. “A specific requirement 
of the design is that the new terminal is a 
‘green’ terminal. A sustainable source of 
energy will be used to heat the building. 
We looked at sustainable aspects of 
the design before we looked at how we 
would construct it,” explained Morgan.

This ethos continues into construction: 

“We are taking concrete from the old 
buildings, crushing it, recycling it, 
and using it on the new projects.”

BAA is initially constructing the main 
Terminal 2A building and the T2B satellite 
building, and there are plans to ultimately 
build a second satellite – T2C. Ground has 
been broken on the first phase of the main 

the trAnsformAtion 
of heAthroW

bAA is strivinG to mAKe heAthroW the europeAn 

hub Airport of ChoiCe AnD AttrACt business to 

the uK. investinG in infrAstruCture AnD proviDinG 

pAssenGers With WorlD-ClAss fACilities is 

essentiAl to this, As steven morGAn, bAA CApitAl 

DireCtor, explAineD to ross fAlConer.

the principal contractor on the redevelopment of terminal 
4 is vinCi Construction uK. the design solution for terminal 
4 was to extend the existing building forward by 25m, 
introduce a new full height glazed façade, and upgrade the 
existing building services and check-in facilities.

Terminal 2A development – cement is being 
poured and the steel frame is going up.

The new Terminal 2 will be a 21st century 
transport experience: “Heathrow is very 
important for the UK economy – the airport 
cannot lose its status as an international 
hub. Our competition is not Manchester 
airport; it is Paris, Amsterdam and Frankfurt 
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airports. We are striving not to lose that 
edge,” said Morgan. “In building this new 
terminal we are emphasising value and 
quality. 90% of contracts awarded at the 
airport are by competition; contractors 
have to earn the work. Almost everything 
is subject to competition,” said Morgan.

Under NEC3 Engineering and Construction 
Contract Option C, BAA is sharing the 
cost control risk with the contractor, 
resulting in an incentive to reduce costs. 
Morgan described it as sophisticated 
contracting, which will deliver value and 
quality to high predefined standards.

Terminal 2 is one element of the 
investment programme underway across 
the airport. “At Terminal 4, a refurbishment 
has gone very well, with passenger ratings 
very high. We will provide a facelift to the 
ceilings and walls, and we are upgrading 
the car park as well. To a large extent, it will 
look like a new terminal,” said Morgan.

Terminal 5C – the second satellite in the 
Terminal 5 development – is progressing 
well and will open in 2011. The fit-out is 
underway and the Track Transit System (TTS) 
cars have been lowered into place. Fit-out 
of the baggage tunnel has also begun.

“And we are just as busy under the 
ground, building a network of tunnels 
that will speed passengers’ bags from 

one terminal to another or simply from 
check-in to the aircraft,” said Morgan.

The wholesale modernisation of Heathrow 
represents one of the largest and most exciting 
construction programmes currently underway 
in the UK. All of the airport’s terminals will 
benefit and passengers are already able 
to experience the results. Completion of 
the investment programme will deliver 
world-class infrastructure and transform 
the customer experience at Heathrow.

terminal 5C – the second satellite 
in the terminal 5 development – 
is progressing well and will open 
at the end of this year. the fit-out 
is underway and the track transit 
system (tts) cars have been 
lowered into place.

steven morGAn
“And we are just as busy 
under the ground, building 
a network of tunnels that 
will speed passengers’ 
bags from one terminal 
to another or simply from 
check-in to the aircraft.”
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Security & Detection Systems L-3com.com

where nonstop screening really matters

High-throughput, regulator-approved hold baggage solutions from L-3.

From small airports to large international hubs, implementing the right screening 
solution means understanding your environment — and what fits you best. At L-3, 
our comprehensive portfolio of hold baggage systems includes every throughput  
class, from the compact  eXaminer™ SX to the only high-speed screening system that’s 
TSA-certified, the eXaminer XLB.

The L-3 family of TSA-certified and EU-approved Explosives Detection Systems (EDS). 
Comprehensive. Networked. Reliable. Solutions you can count on to keep things moving.

Learn more at: NonstopScreening.com 



Is communications core to your business? 

Whilst you think about that, consider if it would be best placed in reliable trusted hands …

AirRadio with: 
 • a broad portfolio of mission critical mobile communications 
 • a secure private network with capacity for growth, business continuity & contingency plans 
 • the ability to undertake collaborative decision making with airport partners
Could be your answer

With over 30 years experience providing communications solutions for the aviation industry, 
our portfolio of communications services, radio, cellular and mobile data applications, deliver 
an integrated communications solution to meet your needs and exceed your customers’ expectations.
 

Together, we’ll help your business take off.
 
 

AirRadio Ltd, Duval House, High Street, Harmondsworth, West Drayton, UB7 0BT United Kingdom
Telephone: +44 (0) 845 330 0782.  Facsimile: +44 (0) 20 8283 0859
Email info@air-radio.com.  www.air-radio.com

> AirRadio are suppliers of operational 
radio communications across the UK 
and to British Airways (BA) worldwide 
including T5.  As well as involvement in 
the design and commissioning of a new 
radio infrastructure (trunk network) during 
construction of Terminal 5, AirRadio moved 
BA’s operations control centre and Ground 
to Air two-way radio solution to T5.

Today, AirRadio continues to provide 
service support and scheduled preventative 
maintenance routines to ensure that 
ground radio communications for BA are 
delivered in line with customer service 
level agreements, operating a replace 
and repair service from their base just 
outside the perimeter of Heathrow.

The trunk network platform allows one-
to-one or group radio calls so BA can share 
operational messages effectively across 
the terminal.  Being a community solution 

it means ground service providers, such 
as catering, fuelling and security, can be 
part of dedicated groups which liaise with 
BA Operations Control as well as their own 
Management Control. The trunk network 
can also carry data, allowing British Airways 
to deploy task allocation applications to 
specify the use of resources – both human 
and mechanical – in real-time.  The resulting 
operational data then becomes audit trails 
and management information for use in 
enhancing performance during operations, 
especially aircraft the turnround process.

An airport is a mission-critical environment 

where delays waste time, cost money and 
damage an airline’s reputation with its 
customers. Growing security concerns have 
increased the need for mobile staff to be in 
touch at all times and take action rapidly 
when required.  When emergencies occur, 
prompt, efficient, reliable communications 
can help save lives and minimise disruption. 
AirRadio’s experience at running and 
managing communications networks means 
clients can focus on their core business 
whilst knowing their operations backbone is 
being monitored and supported by experts 
driven to provide the highest levels of service. 

proviDinG operAtionAl 
CommuniCAtions At t5 
AirrADio ltD
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terminAl 2 At the 
heArt of heAthroW’s 
trAnsformAtion
the £2.2 billion terminAl 2 – neW home to the stAr AlliAnCe 

CArriers – Will ultimAtely ACCommoDAte 30 million pAssenGers 

per yeAr. the neW terminAl is At the very heArt of heAthroW’s 

extensive moDernisAtion proGrAmme. DunCAn piCKArD, senior 

proGrAmme leADer – terminAl 2, spoKe to ross fAlConer.

> The redevelopment of Heathrow 
represents one of the largest and most 
exciting construction programmes currently 
underway in the UK. The stunning new 
Terminal 2 is central to the airport’s 
comprehensive modernisation plans. BAA 
is committed to delivering the new facility 
safely, on time and to the highest quality 
while maximising value for money.   

Although BAA is effectively rebuilding 
‘an airport within an airport’, innovative 
construction techniques and a 
considerable investment in planning 
mean that passenger journeys through 
its terminals should not be interrupted.

“We have spent time carefully planning 
how we will build this new terminal 
without an impact on passengers. Not only 
have we taken learning from Terminal 5, 
but the design of the building has been 
informed by how it will be built, tested 
and commissioned. As a result, the 
construction, testing and commissioning 
should be carried out as effectively and 
efficiently as possible,” said Pickard.

The first phase will see the creation of 
a 180,000sqm terminal building on the 
site of the old Terminal 2 and Queen’s 
Building and a new multi-storey car park. 
Construction is scheduled for completion 
in late 2013, with the first phase of the 
terminal large enough to handling 20 million 
passengers per year. Pickard explained that 
the airlines will move in during 2014 after 
comprehensive operational readiness trials.

> phAse tWo
Phase two will start once the Star Alliance 

airlines have moved in and will see the 
new building extended into the Terminal 
1 site. This phase, which also includes 
the construction of a second satellite 
building, is set to increase the capacity 
of Terminal 2 to 30 million passengers a 
year. Terminal 1 will close to passengers 
when phase two is complete towards 
the later part of 2019; it will, however, 
remain open throughout construction.

“We’re building in quite a sensitive part of 
the airport. The construction site is located 
above the London Underground so it’s 
been important to work closely with them 
to ensure there is no impact on the busy 

the stunning new £2.2 billion terminal 2 
is central to the airport’s comprehensive 
modernisation plans. it will be the new home to 
the star Alliance carriers.

DunCAn piCKArD
“We’re building in quite 
a sensitive part of the 
airport. the construction 
site is located above the 
london underground so 
it’s been important to 
work closely with them to 
ensure there is no impact 
on the busy tunnels.”
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the first structural pour happening on 4 June. 
Demolition of the old Terminal 2 building 
is well underway and will be complete 
in November 2010. The first structural 
columns were put in place during August 
and September. By December the first part 
of the roof will start to be constructed.

As with Terminal 5, a satellite building, 
T2B, will run in parallel with the main 
terminal. The first part of the satellite 
is already in use. It is set to provide 
Heathrow with 16 additional stands 
and eventually will be connected via an 
underground link to the main terminal.

“The new Terminal 2 will mean a 

major improvement to the passenger 
experience at Heathrow particularly 
for transfer passengers. With the 
Star Alliance carriers under one 
roof, transferring passengers will be 
able to change flights much more 
efficiently,” said Pickard. Currently, 
the Star Alliance member carriers 
offer 190 daily flights to 72 destinations 
in 41 countries from Heathrow.

“This is a major undertaking, however I 
am confident that it will be delivered on 
schedule and on budget; and we remain 
unwavering in our commitment to the 
highest standards of health and safety.”

the first phAse will see the 
creation of a 180,000sqm terminal 
building on the site of the old terminal 
2 and Queen’s building and a new 
multi-storey car park. Construction is 
scheduled for completion in late 2013, 
with the first phase of the terminal 
large enough to handle 20 million 
passengers per year.

tunnels,” said Pickard. “The construction 
sequence is modelled, so we understand 
how the tube tunnels will move. Above 
ground, the sight lines from the control 
tower and the airport’s radar systems have 
also influenced the method of construction 
and the type of cranes that can be used.”

Offsite prefabrication – one of the many 
notable successes of the Terminal 5 
project – is being used extensively in the 
construction of the new Terminal 2. It is a 
highly efficient method as complex elements 
can be manufactured concurrently and then 
assembled onsite. Manufacturing offsite 
results in a better quality end product, 
and factory conditions are invariably 
safer than those on a construction site. 
In addition, first-run studies, whereby 
complex parts are built offsite so that 
challenges can be better understood and 
mitigated early, will also be undertaken.

The majority of mechanical and electrical 
plant is being constructed offsite. “We are 
manufacturing approximately 300 main 
core modules offsite. All units have been 
sized to be transported on the back of a 
standard articulated truck without the 
need for a police escort. Relatively simple 
things, such as pouring concrete and 
erection of the main frame and envelope 
will be done onsite,” said Pickard.

Construction started in June this year, with 
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Mott MacDonald provides market leading integrated 
advisory services to the aviation industry, including demand 
forecasting, revenue and cost modelling, masterplanning, 
facilities planning, engineering design, construction 
monitoring and operational assessments.

This technical expertise underpins ongoing major advisory 
commissions at airports around the world including 
Heathrow, Hong Kong, Los Angeles and Toronto, together 
with work for private and public clients across industrialised 
and emerging markets from Japan to Canada and 
South Africa to Russia.

THE WORLD’S BEST 
ON YOUR DOORSTEP

www.aviation.mottmac.com

> Mott MacDonald has played a significant 
role in shaping Heathrow and BAA’s other 
airports. At the UK’s principal airport, 
the company helped deliver Terminal 5, 
designing basements and foundations, 
baggage handling, new road and rail 
tunnels, taxiways and aprons. The company 
currently has major roles on BAA’s Heathrow 
Terminal 2 redevelopment programme.

Developing Heathrow presents some major 
challenges as construction activity cannot 
be allowed to disrupt airport operations. 
To manage risks effectively, operational 
and technical expertise is essential. Mott 
MacDonald tackles this by combining 
aviation industry staff alongside its technical 
experts, creating integrated multidisciplinary 
project teams. Whether a major new 
build programme, an upgrade of existing 
facilities, an operational review or financial 
due diligence audit, Mott MacDonald 

and Glasgow Airports, making the most of 
scarce resources and developing flexible 
solutions that respond to the sensitive 
business environment of smaller airports. 
The company brings global experience 
of traffic forecasting and inception-stage 
facilities planning, master planning and 
schematic design, detailed design and 
construction, helping deliver solutions 
that provide best customer value and 
optimum whole life performance.

mott mACDonAlD’s 
mAjor role in heAthroW 
Development

draws from its global resources to produce 
solutions tailored to customers’ needs.

T5 is one of many high profile projects 
worldwide to be successfully undertaken by 
Mott MacDonald – Hong Kong International 
Airport, the new high altitude airport in Quito, 
Ecuador, and redevelopment of Indira Gandhi 
International Airport in Delhi are among 
the landmarks. The Delhi International 
Airport redevelopment is the largest airport 
project in the world to be delivered through 
a concession structure with project finance. 
It comprises a new 4.43km runway, built in 
14 months, and a new 35 million passenger 
capacity combined international and domestic 
terminal building, built in 38 months.  
Mott MacDonald was responsible for 
scoping and planning of the whole project 
together with developing the design. 

For BAA, Mott MacDonald has recently 
carried out planning work at Edinburgh 

ADvertisinG feAture



> The £2.2 billion Terminal 2 
is at the very heart of Heathrow’s 
modernisation plans. The design 
asserts what Summersgill terms the 
“Heathrow look”, so the passenger 
gets a sense of continuity when moving 
from one terminal to another.

Designs for the new Terminal 2 show 
a 21st century transport experience that 
will support Heathrow’s vision to become 
Europe’s most popular hub airport. It will 
be a spacious facility, extensively lit by 
natural light and characterised by airport 
views and intuitive wayfinding. It should 
provide passengers with an experience 
that is memorable as much for its clarity 
as for the architecture that contains it.

The 11,300sqm of floor space will 
accommodate self-service check-in 
machines, fast bag drops, traditional 

check-in desks and 15 security search 
lanes. 10m-high windows in the two-level 
departure lounge will provide panoramic 
views of the airfield, while of the nine 
new aircraft parking stands, a third will 
be configured to accommodate new 
generation aircraft such as the A380.

The fact that construction of the new 
terminal is taking place in phases has 
presented an unusual design challenge. 
“We need to provide a terminal in 
Phase 1 that looks – and effectively is – 
complete, and then to complete Phase 
2 while Phase 1 is operational,” said 
Summersgill. “Phase 1 is designed to 
allow for the terminal to be extended – the 
check-in, security and baggage halls, 
for example, are all arranged so that 
they can be easily extended. This should 
enable an easy transition to Phase 2.”

terminAl 2’s 
‘totAl DesiGn vision’
bAA is puttinG in plACe WhAt  

mArtin summersGill, DesiGn DireCtor, DesCribes 

As A “totAl DesiGn vision” for terminAl 2.

> CleAr orientAtion
There is a logical, rational 

arrangement to the internal spaces 
to facilitate a smooth passenger 
journey through check-in, security 
and into the departure lounge.

“The concept includes what we are 
calling a ‘wave roof’; with three waves 
that run from east to west, providing 
passengers with clear orientation. 
It is a characteristic roof that will be 
distinct to Terminal 2 – passengers 
will know they are arriving in Terminal 
2,” explained Summersgill.

The waves are designed to dip as 
passengers complete a key process 
in their journey, rising again as they 
arrive at the next stage; for example, 
as they travel from check-in to security 
and then into the departures lounge.

Departing passengers will enter check-
in on the top floor of the terminal, either 
travelling up from the rail stations in lifts, 
or from the car park via link bridges. 
Passengers then walk forward into the 
security search area, which will have 
15 lanes, and then into the Departures 
lounge. From here passengers will 
board their aircraft via open gate rooms 
that form part of the main lounge; 
this means there will be no corridors 
leading to enclosed gate rooms.

12



Arriving passengers will be directed 
to immigration via a glazed corridor 
with fantastic views of the airfield. 
Baggage reclaim, which will have 
nine reclaim belts, and Customs are 
on the same level as immigration.

The arrivals hall will have a glass 
façade providing outside views and 
encouraging natural light. Escalators and 
lifts can take passengers down to the 
existing London Underground Piccadilly 
Line or Heathrow Express stations. A 
1,400-space multi-storey car park is to 
be located opposite the new terminal. 

Designs for the new 
terminal 2 show a 
21st century transport 
experience that will 
support heathrow’s vision 
to become europe’s most 
popular hub airport. it 
will be a spacious facility, 
extensively lit by natural 
light and characterised  
by airport views and 
intuitive wayfinding.

mission CritiCAl 
systems support

> After handling more than 
316 million passengers in its 
lifetime, including the beatles, 
heathrow’s terminal 2 closed to 
make way for a new £1 billion 
replacement – but not before 
servicetec’s team of engineers 
and technicians de-installed all 
of the remaining it equipment 
(approximately 800 items),  
and cleaned, wrapped and 
delivered it all to an off-site 
storage location.

> t2b, the first phase of the 
lhr redevelopment, became 
fully operational on january 12, 
thanks in part to the hard work 
undertaken by the servicetec 
team who successfully 
completed the desk and imuse 
installs on time. paying tribute 
to the servicetec team’s 
performance, phil rackstraw - 
heathrow strategic relationship 
manager, ArinC - said: “the 
lhr servicetec team were faced 
with not only maintaining the 
daily operation, but delivering 
2 major projects: installing 
the imuse kit for the new t2b 
gates and decommissioning 
the whole of terminal 2. they 
rose to the challenge, meeting 
the customer’s target dates - a 
great team effort.”

> servicetec has been 
providing support and 
maintenance services to lhr 
for many years and has a 
permanent team of engineers 
and support staff on-site in all 
terminals. over 3,000 calls per 
month are successfully resolved 
within the stringent slA criteria 
of london heathrow and ArinC. 
servicetec’s reputation for 
supporting mission critical 
systems was a major reason 
why the company was originally 
selected to deliver such crucial 
maintenance and support. 

> servicetec has also played a 
pivotal role in providing support 
for the continued development 
of london heathrow. As well 
as providing future support 
for terminal 5’s iris system, 
servicetec has been involved 
in critical system moves and 
changes. it support services are 
critical to the continued efficient 
processing and movement of 
passengers and as a key service 
provider, servicetec plays 
a core role in ensuring that 
equipment is in peak condition.

> CArbon effiCienCy
The new Terminal 2 will be one of the 

world’s most environmentally efficient 
airport terminals, and will produce 
significantly less carbon than the 
buildings it is replacing. Large north-
facing windows in the roof will flood the 
building with natural light, reducing 
the need for artificial lighting without 
generating uncomfortable levels of heat 
in the building. Photovoltaic panels 
on the roof will further reduce the 
dependency on energy supplies, while a 
new energy centre, partially fuelled by 
renewable resources, will provide heating 
and cooling for the building. “A lot of 
design measures were implemented 
to ensure a reduction in carbon 
emissions,” explained Summersgill.

He believes the new terminal will 
achieve the twin aims of operational 
efficiency and a visually attractive 
facility, and the shell of the building will 
indeed be striking. “There will be high 
quality finishes – it is about getting the 
details right. We are working closely 
with the Star Alliance on this on a 
daily basis, focusing on aspects of the 
passenger journey,” said Summersgill. 
“The new Terminal 2 is the next 
generation – the next iteration in the 
way Heathrow is being reinvented.”
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an anna.aero partnership with:

The newly refurbished
Route Shop now has over 
125 airport customers.

THE ROUTE SHOP

U N S E R V E D

1402

www.therouteshop.com

“The Route Shop is 
valuable because I can 

see with a click of a 
mouse which routes 

the airports themselves 
feel are the most 

important. Plus there 
is data there, such 

as catchment areas, 
that is tough to get on 
corporate websites  

or Google.”

BRIan CounCIl
Manager, 

International  
Route Planning

“Several airports 
wanting services to 
India’s major cities 
have come to our 
attention through 

The Route Shop. It is 
interesting to read 

about the incentives 
they offer.”

ElSa DSIlva
General Manager, 
network Planning

“I use The Route Shop 
because it shows me 

which airports  
are really hungry  

for growth.”

KEn o’ToolE
Director of new Route 

Development



> Having worked alongside BAA since 
the inception of Terminal 5, Vanderlande 
Industries is currently developing what is 
already one of the most modern and efficient 
baggage handling systems in the world in 
preparation for the operational opening of 
Terminal 5’s second satellite building in 2011.

“In Terminal 5, we’ve been working within 
a four-hour window each night where we 
have to update and test the system and 
then restore operations before the end of 
that window,” Porter explained. “Each of 
the individual processes has been designed 
to fit within these operational constraints 
and each stage of the development is tested 
offline before they go live within the system.

“One of the complexities is ensuring 
that the existing system remains 
operational, so we’ve had to maximise the 
independent commissioning of each of 
the systems involved. The links between 
T5A and B and T5C were already in 
place, though, so that helps to simplify 
the overall physical integration.”

> WorlD-ClAss fACilities
Reducing the missed bag rate has been 

at the heart of the development of Terminal 
5’s sophisticated baggage handling system 
and targets are not just being met, but 
also exceeded. Within five months of the 
terminal going live in March 2008, the 
missed bag rate had been reduced by 80% 
and, Porter explained, “we’re now beating 
the second year targets by a further 70%”.

Work is also ongoing on the planning 
of the state-of-the-art baggage handling 
facilities for Terminal 3, which is due 

DeliverinG An inteGrAteD 
bAGGAGe solution

to go live in 2013 and will be integrated 
into the Terminal 5 system. One of the 
options currently being considered is to 
implement a ‘pull’ method, as opposed 
to the traditional ‘push’ approach.

Porter explained: “The ‘push’ method is 
the conventional method; to move bags as 
quickly as possible from the check-in area 
to other parts of the baggage system. With 
the ‘pull’ method, what you would see is that 
all of the bags will enter a storage system 
as soon as possible – with the exception of 
time critical baggage. Using this method, 
the bags would only leave the bag store and 
go through the system when required.”

> neW teChnoloGies, neW 
philosophies

Once complete, the Terminal 3 and 
Terminal 5 systems will be connected 
via a ‘baggage backbone’ tunnel and, 
ultimately, the entire system will be able 
to handle 120,000 bags per day with the 
ability to transfer baggage between the 
two terminals at up to 30mph (48kph).

Porter said: “The Terminal 3 baggage 

the bAGGAGe hAnDlinG system in terminAl 5 is one of the 

lArGest AnD most Complex in the inDustry yet the terminAl’s 

misseD bAG rAtes Are AmonG the best in europe. the extension 

of the fACility to ACCommoDAte t5C Will be folloWeD by the 

inteGrAtion of the terminAl 3 system – A uniQue projeCt 

thAt Will see the CreAtion of A sinGle fACility to serve both 

terminAls. ryAn Ghee spoKe to niCK porter, GenerAl mAnAGer 

for vAnDerlAnDe inDustries in the uK.

handling system is about new technologies 
and new philosophies to deliver significant 
improvements and to optimise the overall 
baggage operations. By linking the two 
systems and managing them as one 
integrated unit, there can be much faster 
transfers between Terminal 5 and Terminal 3.

“It’s a really exciting project to be working 
alongside BAA throughout the Western 
Campus and through working closely 
with the airlines and the airport, we will 
ensure that we continue to provide the 
best baggage performance in Europe.”

vanderlande is currently developing 
the baggage handling system in 
preparation for the opening of t5C.

porter: “the terminal 3 baggage handling system 
is about new technologies and new philosophies 
to deliver significant improvements and to 
optimise the overall baggage operations.”
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effiCient, inteGrAteD 
bAGGAGe hAnDlinG

bAGGAGe hAnDlinG Developments Are tAKinG plACe ACross heAthroW’s terminAls. All projeCts 

Are AliGneD With the Key strAteGy to hAve four terminAl bAGGAGe systems thAt Are fully 

inteGrAteD, As Dr Chris millArD, bAGGAGe proGrAmme DireCtor, explAineD.

> Baggage improvements are a central 
element in the overall modernisation of 
Heathrow. While the most visible projects 
are occurring above ground, such as the 
spectacular new Terminal 2, BAA is just as 
busy below ground, building a network of 
tunnels that will speed passengers’ bags 
from one terminal to another or simply from 
check-in to the aircraft. We are investing 
significantly in baggage over the five-year 
regulatory period from April 2008 to the 
end of March 2013. The T5C baggage 
handling system is currently going through 
commissioning and the software cut-ins are 
being completed. The system will go live in 
Q1 2011. The Terminal 3 baggage system is 
being redeveloped; work is being undertaken 

to improve the Terminal 4 control systems and 
add capacity for airline fleet changes – there 
is a growing volume of A380 traffic at Terminal 
4; while BAA is also updating the Terminal 
1 control systems and extending aspects 
of the system capacity. Security screening 
machine technology is also being updated.

> bAGGAGe bACKbone tunnel
The Post Terminal 5 Transfer Baggage 

System (PT5TBS) project involves tunnelling 
underneath the world’s busiest international 
airfield to link Terminal 5 to Terminal 3 and 
on to Terminal 1. Ferrovial Agroman Airports 
Limited is the principal contractor for the 
project, while Vanderlande Industries is 
the supplier of the baggage system. More 

than 250 services were negotiated during 
the course of tunnelling with the team 
at times only metres from the Heathrow 
Express and London Underground lines, 
and working directly underneath the 
four million litre capacity fuel farm.

Millard said: “The ultimate aim of the 
programme is to integrate the terminal’s 
baggage systems and to transport most 
transfer bags underground using the same 
technology as in Terminal 5. This will mean 
bags are tracked for the full length of their 
journey, making the transfer experience 
quicker and more efficient. The scale of 
the project is vast and demonstrates the 
commitment Heathrow has to making 
the passenger experience better.”

the post terminal 5 transfer baggage system 
(pt5tbs) project involves tunnelling underneath 
the world’s busiest international airfield to link 
terminal 5 to terminal 3 and on to terminal 1.

the t5C baggage handling system will 
go live in Q1 2011.
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> from ‘push’ to ‘pull’ ApproACh
Importantly, there has been a change 

of philosophy with the Terminal 3 system 
with a change from a ‘push’ to a ‘pull’ 
approach. A significant proportion of 
Terminal 3’s passengers are attributable 
to transfer traffic, meaning there are 
both early and late bags. The ‘pull’ 
approach means the vast majority of 
bags will go directly to the bag store and 
are only moved when they need to be. It 
is a controlled and managed system.

“When check-in opens, bags arrive at 
the rate in which they are checked-in. 
Passengers don’t all arrive at the same 
time – some arrive early, some late, and 
most arrive around 90 minutes before 
the flight,” explained Millard. “The early 
bag store takes the bags into the system 
– we’re making that bag store an integral 
part of the system. Every bag goes into 
that and we ‘pull’ the bags from there, 
so we are in control of when the bags 
enter the system, at an appropriate rate. 
It improves the end-to-end experience 
and performance of the system.”

He concluded that having an end-to-
end product is critical to the success of 
the system, as is having ample time for 
training and validation before going live. 
More than 30 airlines were moved around 
Heathrow in 2009 and 1,500 handlers 
were trained. There was not one missed 
bag throughout all of those moves.

transfer traffic accounts for a large proportion 
of heathrow’s total. 1.5 million bags are handled 
weekly, of which 30%, or 500,000, are transfers.

He explained that during 2009, boring of the 
tunnel was the largest construction risk. “We 
worked within three metres of the Piccadilly 
Line and Heathrow Express – we could hear 
the trains within the tunnel, and bored under 
the corners of Terminal 3 and Terminal 1. 
The project was completed to schedule in 
September 2009, with no disruption to the 
airport. It was our safest tunnel project 
ever completed – there were no reportable 
accidents within 1.5 million man hours.”

Transfer traffic accounts for a large 
proportion of Heathrow’s total. 1.5 million 
bags are handled weekly, of which 30%, 
or 500,000, are transfers. “The baggage 
backbone tunnel allows absolute 
predictability of transfer performance,” 
explained Millard. “Importantly for 
passengers, we will be taking 7-20 
minutes off the transfer time for bags. 
Having this capability allows us to retrieve 
bags that otherwise may have missed 
on very tight or late aircraft connections. 
It’s fundamental to a hub airport.”

A clear, joint objective with the airlines 
is to reduce the number of lost bags and 
technology has been put in place to measure 
performance. BAA has more than halved the 
number of misconnect bags in two years. 
This success is clearly highlighted by the 
figures for Terminal 5. The original in-system 
target was to miss only one in 1,000 bags; due 
to the system’s success, that was reduced 
to 0.5 bags and is currently down to 0.33.

there has been a change of philosophy with the 
terminal 3 system with a change from a ‘push’ 
to a ‘pull’ approach. A significant proportion 
of terminal 3’s passengers are attributable to 
transfer traffic, meaning there are both early 
and late bags. the ‘pull’ approach means the vast 
majority of bags will go directly to the bag store 
and are only moved when they need to be.
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siemens: eAstern CAmpus 
bAGGAGe inteGrAtion
bAA hAs AppointeD siemens As the eAstern CAmpus bAGGAGe inteGrAtor At heAthroW 

Airport. the sCope of the WiDe portfolio of projeCts inCluDes the DesiGn AnD 

instAllAtion of bAGGAGe hAnDlinG systems for the neW terminAl 2, in ADDition to speCifiC 

upGrADes AnD enhAnCements Within terminAl 1 AnD 4, All of WhiCh Will be CompleteD by 

DeCember 2013. ross fAlConer spoKe to Dr. thomAs bAyer, DireCtor, siemens.

> Terminal 2 will provide the new 
passenger facing technologies of the 
baggage handling system including 116 
check-in desks and eight international 
and two domestic arrivals carousels. 
After check-in, departure bags will be 
conveyed to the existing screening and 
sortation system located in Terminal 1 
by using a new bag collector system, 
also to be installed by Siemens.

In order to cope with the future demand of 
Terminal 2, the existing Terminal 1 system 
will also be upgraded, the throughput 
capacity improved and both systems 
integrated into one IT environment. With 
these measures, the Terminal 2 and 
Terminal 1 baggage systems will become one 
fully integrated end-to-end baggage facility.

“As the baggage integrator, Siemens 
has the task of delivering value for money, 
selecting the right supplier and checking 
that everything works,” explained Bayer. 
“The task is pretty complex at Terminals 1 
and 4 as they are fully operational – they are 
being modernised during live operations.”

> upGrADeD tunnel 
bAGGAGe system

As part of the ongoing Heathrow airline 
relocation process, airlines will move from 
the Central Terminal Area to Terminal 4. 
In order to facilitate this move, Siemens is 
responsible for the upgrade of the Terminal 
4 baggage handling system through the 
installation of additional flight build and 
make-up capacity with additional conveyor 
lines ensuring that the existing system is 
able to balance the increased bag flow.

Integral to the implementation of a fully 
integrated Eastern Campus baggage system 
between Terminals 1, 2 and 4 is the upgrade 
of the existing tunnel baggage system 
that connects Terminal 1 and Terminal 
4. With a fully upgraded tunnel baggage 
system, additional integral functional 

elements can be introduced such as a 
shared bag store to allow all passengers 
within the Eastern Campus the ability to 
check-in up to 24 hours in advance.

Bayer said: “The mechanical systems are 
separated, but all terminals are connected 
via a cross-terminal IT system, so that they 

can communicate with each other. There are 
also tunnels connecting the terminals.”

Siemens will also replace 20 hold baggage 
screening machines in Terminal 1 and 
Terminal 4. This will enable Heathrow 
to achieve compliance with the new 
screening legislation stipulating that 
the next generation of hold baggage 
screening machines must be utilised. This 
legislation will come into effect in 2012.

The portfolio of projects is running 
according to schedule. Bayer explained that 
the last third of the project will involve run 
time dedicated to operational readiness 
testing. This live testing is comparatively 
straightforward in the new Terminal 
2, while proving operational readiness 
in the live environment of the other 
terminals presents more of a challenge.

bAyer: “As the 
baggage integrator, 
siemens has the task 
of delivering value 
for money, selecting 
the right supplier 
and checking that 
everything works.”
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mAjor Western CAmpus 
reDevelopment

£16 million has been spent on terminal 3’s 
check-in area in a refurbishment programme 
that was completed in summer 2009. As well as 
modernising the space, 30 self-service kiosks 
have been installed.

With terminal 3, the emphasis this year is 
on major refurbishment of the 50-year-old 
terminal. “the extension of the forecourt and 
introduction of the illuminated canopy has made 
a huge difference to the external approach to the 
building,” explained foster.

> A Chartered Engineer by background, 
Foster looks after Terminals, 3, 4 and 5 in 
terms of development and infrastructure. He 
explained that with Terminal 3, the emphasis 
this year is on major refurbishment of 
the 50-year-old terminal. “The extension 
of the forecourt and introduction of the 
illuminated canopy has made a huge 
difference to the external approach to the 
building. Inside we have used the Terminal 
5 palette of materials and finishes for the 
check-in area, to maintain the consistency 
of the ‘Heathrow Look’,” said Foster. “This 
year is a very important one for Terminal 
3 as we continue to deliver facilities that 
will enhance the passenger experience. 
£16 million has been spent on Terminal 
3’s check-in area in a refurbishment 
programme that was completed in summer 
2009. As well as modernising the space, 30 
self-service kiosks have been installed.”

Work is continuing across the rest of the 
terminal, with the security search area 
being refurbished and extended to create 
the largest search area at Heathrow Airport. 
“There are two additional security lanes in 
Terminal 3. We are now enhancing the space 
aesthetically to provide a great environment 
for our passengers,” explained Foster.

In addition, more than £22 million is 
being spent on renovating Terminal 3’s 
immigration, baggage reclaim hall and 
flight connections centre in order to create 
clean, crisp and modern spaces. The work 
is scheduled to be fully complete by 2011.

AlthouGh the neW terminAl 2 represents A substAntiAl 

proGrAmme of WorK, it’s not the only Development 

unDerWAy At heAthroW. bAA is investinG £700 million on 

mAjor improvements to terminAls 3 AnD 4, While terminAl 5 

Will soon see its seConD sAtellite builDinG, t5C, open.  

ross fAlConer spoKe With juliAn foster, proGrAmme 

DireCtor, Western CAmpus.

> terminAl 4
Terminal 4 is a major success story, with 

the check-in area having been extended and 
completely modernised in a challenging 
programme of work that has transformed 
a dated design into a 21st century airport 
facility. £100 million has been spent on 
creating an additional 6,000sqm of space 
with floor-to-ceiling glazing that provides 
an elegant, light and modern finish.

The check-in area was completely 
remodelled to change it from a facility used 
by 12 airlines to one that can accommodate 
more than 45 airlines, as part of the ongoing 
airline relocation programme that has seen 
the SkyTeam alliance and non-aligned 
carriers move in to Terminal 4. There are 
now 127 check-in desks – 33 of which are 
completely new, while 40 self-service check-
in machines have also been installed. New 
ceilings, floor and wall linings throughout 
give a contemporary feel to the terminal, 
while security has also being extended 
and refurbished – the security search 
area being increased from 8 to 13 lanes.

Work is also being undertaken 
in immigration and in the transfer 
area, while two new A380 stands 
became operational in 2009.

“This year our focus is on refurbishing 
part of the Arrivals journey and facilitating 
the final airline alliance co-location into 
the terminal,” said Foster. A £100 million 
investment will include enhancements 
to the arrivals concourse, piers and 
gates, as well as providing additional 
A380 belts in the baggage reclaim hall.
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> Controlling climate and air quality in 
airport terminals has never been an easy 
task. With modern architecture and increasing 
standards, problems multiply. Also, the vision 
of architects to build light and open structures 
leaves no space for standard air diffusers. 

The ideal air diffusion system is one 
that cannot be seen or felt but creates 
the best air quality possible. But this 
demands new approaches in air diffusion.

In the early planning stages, the air 
diffusion system has to be defined and 
integrated into the plans; therefore close 
cooperation between architects, design 
engineers and an experienced supplier 
of air diffusion systems is essential.

German manufacturer Strulik, specialist 
in non-standard air diffusion systems, was 
this experienced partner for Heathrow 
Terminals 5 and T2B. Strulik supervised 
the whole construction process, from the 
first drafts of the air diffusion system and 
air diffusers, to manufacturing the custom 
made air terminal devices. To ensure that all 

struliK’s innovAtive Air 
Diffusion systems

planned requirements are met, tests were 
carried out, starting with a CFD building 
simulation in the planning stage through 
acoustic and airflow tests of all diffuser 
prototypes to the verification of the system 
by final CFD-studies. Strulik engineers made 
regular site visits to ensure that every design 
detail was adhered to and complied with. 

Ultimately, the Strulik Service and 
Supply System led to a full new range of 
sophisticated air diffusion solutions. Air 
terminals supplied from the walls and floors 
were located, sometimes fully invisible, 
behind wall claddings or inside conveyor belt 
openings or were integrated into column 
casings, counters, baggage drops or under 
escalators. The approach of accompanying 
cooperation not only enables a perfect 
compromise of function and design but 
also has an important side effect: it is cost 
saving. Not only does it avoid interface 
problems during the construction process 
but also proves a well integrated air diffusion 
system as most efficient on energy cost.

Air Diffusion Systems For AirportsAir Diffusion Systems For Airports  

Your Your partner partner in in   
planning, constructing,planning, constructing,  

air flow simulating air flow simulating andand manufacturing  manufacturing   
air diffusion systems for air diffusion systems for special applicationsspecial applications  

Strulik GmbH - Division Air Diffusion Systems - Am Alten Viehhof 34 - 47138 Duisburg - Germany 
Phone +49 (0)203 42 94 60 - Fax +49 (0)203 42 94 666 - duisburg@strulik.com - www.strulik.com 
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additional 12 pier-served aircraft stands – 
eight of which will be able to accommodate 
new generation aircraft such as the A380.

Terminal 5C was always due to open 
after the main building and first satellite, 
however parts of the building such as 
its basements were constructed while 
the main development was underway. 
The Track Transit System (TTS), which 
transports passengers underground 
between existing buildings, is already 
in place so that the service can be 

“The Departures space in Terminal 4 gives 
the impression of a brand new terminal – it is 
a great space. There is a natural flow through 
check-in and security into the departure 
lounge. It’s not about more signage – it’s 
about de-cluttering space and intuitive 
wayfinding. Importantly, feedback from our 
passengers shows that they are delighted.”

The key challenge in delivering these 
projects is ensuring there is no impact on 
the airport’s operation. “We have always 
to be mindful that there are passengers 
using the airport – effectively we have to be 
the ‘invisible builder’,” explained Foster.

Parts of the terminal were closed so that 
refurbishment work could take place. This 
was done in a phased, rotational basis 
which brought about significant programme 
and cost efficiencies. ‘Concern & Counter 
Measure’ schedules were developed and 
monitored to reduce the impact of the 
works on stakeholders such as airlines, 
and regular consultation meetings ensured 
that inconvenience was minimised.

> terminAl 5C
The Terminal 5C satellite building – 

described by Foster as “a landmark 
project with an investment of a third of 
a billion pounds” – will open in 2011, 
completing the Terminal 5 development. 
The main building – T5A, and first 
satellite – T5B opened in March 2008.

The three buildings run in parallel in 
what is known as a ‘toast rack’ formation. 
This is designed to provide the most 
number of pier-served aircraft stands, 
which means passengers can walk directly 
from the terminal to their aircraft.

The satellite building echoes the iconic 
roof profile and finishes which characterise 
Terminal 5; it is predominantly glazed 
which means passengers will enjoy a 
stunning outlook onto the airfield.

T5C will provide Terminal 5 with an 

leading public services  
provider Amey is a growing 
facilities management (fm) 
provider for the aviation sector, 
delivering bundled packages 
of services at heathrow and 
airports across the uK.
Amey is delivering hard and  
soft services at terminals 4  
and 5 at heathrow, on the 
heathrow express train  
network; and at southampton, 
Glasgow, edinburgh, Aberdeen 
and belfast Airports. 
services include mechanical 
and electrical engineering,  
asset management, grounds 
and buildings maintenance, 
cleaning, security, energy 
management, operating 
helpdesks and even  
distributing the clear plastic  
bags for customers’ liquids.

Graham blair, business 
development director of Amey’s 
built environment division, 
said: “As a result of our work 
at airports across the uK, we 
have developed a thorough 
understanding of how to fulfil 
the needs of airport operators 
– large, complex organisations 
which serve millions of 
customers every year. We  
have also developed good, 
long-term relationships with 
our customers.”
Amey’s improvements are 
designed to provide a better 
experience for the travelling 
public and help airport 
operators generate good 
results under the service 
Quality rebate (sQr) scheme, 
operated by the Civil Aviation 
Authority (CAA).

Amey’s AviAtion business tAKes off

easily extended when T5C opens.
Most of the work on Terminals 3, 4 

and 5 will be complete in 2011, with the 
aim of providing a common passenger 
experience and a consistent look and 
feel. “We have lifted the bar over the 
last 18 months – by deploying best-in-
class programme management. 

“This is a very busy and exciting year, 
one which will move us big steps forward 
to transform Heathrow into Europe’s 
Hub of Choice,” concluded Foster.

the terminal 4 check-in area has been 
completely remodelled to change it from a 
facility used by 12 airlines to one that can 
accommodate more than 45 airlines, as part 
of the ongoing airline relocation programme 
that has seen the skyteam alliance and non-
aligned carriers move in to terminal 4.
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For 80 years ARINC has revolutionized the 
way airports, airlines and travel operators 
move passengers and baggage to their 
destinations. We offer unparalleled 

expertise in shared systems and 
networking—integrating the entire 
airport enterprise for check-in and 

boarding, baggage handling, 
passenger self-service and 
more. ARINC’s dedication sets 

the standard for common-
use technologies to speed 
passenger flow, streamline 

operations, reduce 
costs and strengthen 
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> Langsdale’s role is to ensure IT is used 
to deliver value to all stakeholders. “The 
strategy has been agreed with the BAA 
board. We are using technology to make 
Heathrow a real-time airport, a collaboration 
airport,” he said. “We are using IT very 
actively in capital construction work. There 
is an opportunity to design new terminals 
and move airlines around. IT is also being 
used to modernise the back office.”

BAA puts a high premium on technologies 
that are proven and work off-the-shelf. 
“The technology has been driven largely on 
a terminal-by-terminal basis. One of the 
things we’re looking at is moving towards 
a common platform – making Heathrow a 
single, real-time airport,” said Langsdale.

BAA is striving to make the passenger 
process simple and more convenient 
in collaboration with the airlines. As 
part of the consultation process, BAA 
established a stakeholder board, which 
meets monthly to update on the projects.

> Common use strAteGy
With a new terminal project such as the 

new Terminal 2, IT requirements are taken 
into consideration from the very earliest 
planning phases. BAA is currently at the 
next stage of working with the Star Alliance 
to establish their needs. “We see this as an 
active time, although the terminal opening 
is not until 2014,” explained Langsdale. 
“We have agreed the common use strategy. 
We are trying out ‘open gate’ with the Star 
Alliance, rolling out automatic check-in, 

bAA is mAKinG An investment of £128 million in it in the Current QuinQuennium, or five-yeAr 

perioD, As Well As ArounD £300 million on CApitAl it – the systems elements of  

the ConstruCtion proGrAmmes. philip lAnGsDAle, Chief informAtion offiCer, bAA, outlineD 

the innovAtive it plAns to ross fAlConer.

passport control – it has been working. A 
new terminal provides more or less a blank 
canvas. Terminal 2 will piggyback onto 
Terminal 1 in terms of baggage. We recently 
started engaging with the Star Alliance.”

A big process being undertaken currently 
is the decision to move to an intelligent 
client mode for IT; there is a large 
procurement process for IT outsourcing 
and project capability, as well as niche 
products. “We have established a technical 
architecture and set of preferred standards, 
driven by simplification and commercial, 
off-the-shelf products, where available. It 
is a competitive process that is religiously 
adhered to,” explained Langsdale.

A complex series of airline moves has 
been ongoing over the last 12 months, 
with airlines moving from Terminal 3 
to Terminal 4 – there has been a move 
every two weeks. “From an IT point of 
view, it is a complex piece of systems 
integration. Stakeholder involvement is 
crucial. We’re learning a lot of lessons in 
how to manage complex integrations in 
the field. An immense level of attention 
to detail is required,” said Langsdale. 
“Heathrow is, by nature, a collaborative 
place with lots of stakeholders – we have 
to be careful to manage the requirements 
of all of those stakeholders.”

The total IT investment of around 
£420 million will ultimately make the 
passenger process simpler and more 
convenient, cementing Heathrow’s 
reputation for IT innovation.

mAKinG heAthroW A 
sinGle, reAl-time Airport

it: 

langsdale: “We are using technology  
to make heathrow a real-time airport,  
a collaboration airport.”

bAA is striving to make the passenger process 
simple and more convenient in collaboration 
with the airlines. As part of the consultation 
process, bAA established a stakeholder board, 
which meets monthly to update on the projects.
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> time - the essentiAl QuAlity
Ask any aviation enthusiast what 

keeps an Aircraft in the air and they’ll 
probably tell you “laminar flow” if they’re 
technically minded or “wings” if they’re 
not! Few would give you the simplest, yet 
often most overlooked answer of all – it is 
the Airport that keeps Aircraft in the air.

In this article, we set out to look at 
the interaction between the traveller – 
The Customer – and the Airport, from 
the point of view of time, Personal 
Time as well as Calendar Time.

> firstly let’s tAKe the 
CAlenDAr time forWArDs

5 years should do it – so what does 
the passenger experience of 2015 look 
like? Unsurprisingly, in many ways much 
like today! The Buildings, Locations & 
overall Passenger Process are pretty 
much as they were in 2010, linked to the 
national and international transport & 
travel networks much as they always 
have been, to a greater or lesser extent.

> so, if All thAt is the sAme, 
hAs the pAssenGer experienCe 
ChAnGeD At All?
•	 yes – and very much for the better.
•	 Personal stress levels are lower.
•	 Professionally, the services 

are more joined up.
•	 Collectively, the Airport is a nicer place 

to be in and earning more than ever.

> so WhAt hAppeneD to mAKe 
this trAnsformAtion?

Part of the answer is as simple as the 
device that is in our hands every day – the 
unobtrusive and ubiquitous mobile phone 
– empowered by the technologies put in 
place at the beginning of the decade. Let’s 
take a look at the experience for one of our 
Passengers in 2015 and see how the key 
stakeholders have been empowered  
by innovation.

> GetAWAy – leAvinG home
For the Customer in 2015, the 

connected airports along with the 
airlines have very much extended their 
reach beyond the perimeter fence.

E-Tickets are the accepted norm and are 
almost wholly distributed to the passenger’s 
handset in addition to their email inbox. Real 
time mapping provides the traveller with best 
routing information, giving a choice of travel 
modes for the passenger to get to  
the terminal.

Once the traveller has made their choice, 
their personal decision is integrated with 
the national and international transport 
infrastructure to provide an up to the 
moment guide to the best time to leave 
home or work, in order to arrive at the flight 
departure gate with sufficient margin to 
meet the traveller’s needs – but without 
the costly and frustrating delays.

This integrated technology will 
provide a wake-up call and prompt 
any changes that the Passenger may 
need to make to their travel plans – 
based on real-time information.

Once the traveller is on their way, the 
location based features of the real time 
mapping can keep Airlines informed of 
their Customer’s progress, allowing mobile 
check-in along with automated advice 

& guidance for wait-listed flyers. As the 
passenger approaches the airport, guidance 
is sent to the handset in visual & audio 
formats as to which terminal building and 
which zone the passenger is heading for. 

Thanks to the power and voice of social 
networks and informed advertising that took 
place as the new intelligent infrastructures 
were being rolled out, all but the most 
retiring of people have been reassured and 
have confidently adopted the technology.

> enterinG the 
terminAl builDinG 

One immediately notices that the check-
in terminals have mostly disappeared – 
replaced by zoned communications which 
reads & notes the passenger’s presence, 
checking them in at the same time and 
directing them to the baggage drop or 
departures gate as appropriate. Thanks to 
new smart tag technology incorporating 
biometric data, the luggage and the 
passenger can be linked in real-time to their 
presence in Departures as well as their 
destination, ensuring that they all make it 
to the correct aircraft at the correct time.

The main Departures gate has been 
transformed, from a costly and time 
consuming manual process, to a fully 
automated and significantly parallel 
process, in which queuing can be as low as 4 
seconds – all the time it takes for the eGate 
to let the passenger through to the Airside 
Security Areas & Departure Lounges.

Our passenger moves through to security, 
confident that the biometric checks were 
carried out and working to ensure their safe 
passage through the airport. The eGates 

GAteWAy & GetAWAy 
A vision for 2015
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have also quickly and quietly validated 
their E-Ticket and updated Emigration 
records before letting them through.

> ArrivinG Air siDe
Real time mapping, enhanced by zoned 

communications, continues to assist our 
Passenger with gate information at the 
same time as providing a walking guide to 
the gate - along with an indication of how 
much time they have to relax, allowing 
them to browse the shops, food areas, and 
currency providers - even helping to find 
the rest rooms easily. Even though our 
Passenger may not be consciously aware 
of it, the advertising carried on the Digital 
Screens is more informative and relevant, 
thanks to SmartCatch video analytics 
running in the airport data centre behind 
the scenes. Zoned communications give 
the Merchandiser Partners the opportunity 
to offer targeted benefits which are 
driven by customers logged preferences 
providing only what is of real interest.

That same video analytics function 
in this airport has been equipped with 
facial recognition technology, allowing 
security and airline staff to recognise & 
find a passenger in real time, allowing 
accurate localisation of audio, visual & 
wireless messaging and saving time trying 
to find lost or snoozing passengers. 

> GettinG to the GAte 
The Passenger gets a message when the 

gate opens, giving them sufficient time to 
get to the gate area, but there’s a follow up 
alert when it really is time to board, ensuring 
a smooth journey to the departure gate.

Once the passenger arrives their 
presence on the zoned communications 
net checks them into the area 
seamlessly, with airline records being 
updated automatically at the same time. 
With full knowledge of who is in the 
gate area, local boarding can commence 
with an orderly process through the 
exit gate and on to the aircraft.

> this is no DreAm 
All the main advances in passenger 

satisfaction either can be or have been 
achieved by NEC, one of the world’s 
most trusted providers of airport 
solutions that will make the journey of 
the future quicker, easier, and  
more secure.

Today, NEC provides the biggest 
and fastest networks in the world 
along with the software to handle the 
application needs of tens of millions 
of users simultaneously.  Our mobile 
technology, networking expertise and 
digital signage can be combined to 
ensure that information is available to 
the right people at the right time in a 
secure environment. Our biometrics 
solutions allow transition through Gates 
in as little as 4 seconds compared with 
today’s norm of 24 seconds or more. 

Perhaps more than any other company 
we recognise that technology advances 
at an astonishing pace as does the 
support services for that technology. 
NEC constantly refreshes and renews 
its programmes to deliver future proof 
solutions which users can trust for  
their business. 

> GAteWAy – your next DestinAtion
If you’d like to read more about the 
Departure Story; discover how our passenger 
experiences the Airport in the Arrivals Story; 
or perhaps take a look Behind the Scenes 
where you can find out more about how 
the security, computing, communications, 
displays, handsets & information sub-
systems please visit www.nec.com/security.
thank you for reading neC’s 2015 vision for 
the Airport – empowered by innovation.
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> Once complete, the project will see 
each of Heathrow’s terminals dedicated 
to a specific alliance and the idea behind 
it is to vastly improve the passenger 
experience – particularly that of the transfer 
passenger – while also increasing the 
efficiency of the airlines’ operations.

“It has been a massive project and 
something that Heathrow had never 
done before,” Jenner said. “Terminal 5 
gave us the most fantastic opportunity 
because with BA moving nearly all of their 
operations, this freed up a lot of space 
and we suddenly had the opportunity 
to move the other airlines around.”

So far, 50 of the 54 airline relocations 
have been successfully completed over a 
period of just 18 months. While Terminal 
5 is home to British Airways, Terminal 1 
and 3 house the Star Alliance, before it 
ultimately moves to the new Terminal 2, 
while oneworld will be based in Terminal 
3 and the SkyTeam alliance in Terminal 
4. Some airlines not part of an alliance 
will also be located in Terminal 4.

> ‘metiCulous plAnninG’
In order to ensure a smooth transition, the 

dedicated Airline Relocation Working Group 
was established to prepare each airline, and 
its associated personnel, for the move. “This 
group quickly became very much a team 
of people that jointly resolved any issues,” 
Jenner said. “It has been about meticulous 
planning and working closely with everyone 
involved, including those people on the front 
line who will be working in a new terminal. 
I’m immensely proud that we have managed 
to reach everyone on the front line and that 
we’ve managed to contact about 7,500 people 
through familiarisation training, process 
training and communications programmes. 
They all knew about this programme and 
they all understood what was coming and 
when, and this has ensured that there 
have been no surprises along the way.”

the AlliAnCe perspeCtive
the GroupinG toGether of Airline AlliAnCes is A projeCt thAt hAs reQuireD DetAileD plAnninG, 

yet the reloCAtion of A number of Airlines hAs AppeAreD smooth AnD seAmless. sAlly jenner, 

the CommissioninG teAm’s people teAm leADer, explAineD to ryAn Ghee just hoW this hAs been 

AChieveD AnD hoW it Will benefit both the Airlines AnD their pAssenGers.

> prouD AChievement
The relocation of each of the airlines is 

made even more impressive by the fact that 
the day-to-day operation of the airport has 
remained unaffected. Jenner said: “If you 
take an airline like United, for instance, 
we had to make sure that they could still 
operate out of Terminal 3 on the night of 
July 3 and then take their first flight from 
Terminal 1 on the morning of July 4.

“The logistics involved in this were 
significant and ranged from moving aircraft 
and equipment overnight so they were ready 
for the first day of operations, right through 
to staff knowing where they were going on 
their first morning; knowing how to work 
in their new environment, and details such 
as ID cards swiping to allow access to car 
parks and their workplace. All of this was 
essential to ensuring that passengers were 
unaffected by the change. I’ve been working 
for BAA for 26 years and I feel proud to 
have been part of a project like this.”
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The way airports and air navigation service providers manage 
aeronautical information is set to change.

Traditional, manual paper-based systems will become a thing of 
the past. A new, automated way of managing aeronautical 
information is now a reality. 

An automated solution dramatically increases efficiency and 
removes data entry errors. Processes that previously took 
many days take just a few seconds. Data is of a higher quality 
and integrity. 

Our automated aeronautical information management system 
is called Nucleus.  It’s modular and flexible to meet your own 
specific needs and backed by expert resources. And it’s the only 
solution on the market today that meets the latest ICAO 
standards on data management.

To find out more 
call:  +44 (0)208 750 3600 
email:  AIM@nats.com
or visit:  www.natsservices.com

Just ask how

How will you 
manage 
aeronautical 
data in the 
future?
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effiCient AirfielD operAtions
there is A GreAt Amount of WorK Currently unDerWAy At heAthroW to mAximise 

effiCienCy At every pArt of An AirCrAft’s journey, As Colin WooD, DireCtor of 

AirsiDe operAtions, explAineD to ross fAlConer.

> A key element of airfield development 
is a new system called A-CDM (Airport 
Collaborative Decision Making), which 
collates information from different and 
relevant sources into a single database, 
allowing for improved performance and 
therefore a better passenger experience. 
Heathrow is also committed to reducing 
the environmental impact of the airport 
and is working on minimising taxiing 
times, reduced engine use while taxiing 
and maximising the use of fixed electrical 
ground power while on stand.

“A-CDM is a real step-change in how 
information is shared among the 400+ 
companies that operate airside at Heathrow. 
This is continuing to be adapted and is at the 
core of future plans to maximise efficiency,” 
explained Wood. “Our ongoing investment 
in state-of-the-art equipment continues 
and we work closely with our construction 
colleagues to deliver improvements 
through infrastructure developments.”

For example, changes have been made 
to taxiways, stands and runway access 
to improve the flow of aircraft on the 
ground. In addition, the technology behind 
allocating stands for aircraft is being 
redeveloped and this will reduce the 
time taken from pushback to take-off.

In terms of safety on the airfield, BAA is 
leading an initiative called Heathrow Safe, 
to reduce accidents, ensure safer working 
practices and make for a cleaner and 

more efficient airfield. There are a range 
of new directives, incentives for doing 
well and penalty points for infringements 
of airside byelaws and regulations.

> CommuniCAtinG With Key 
stAKeholDers

Maintaining a close relationship with 
key stakeholders is essential to managing 
operations at Heathrow. Regular 
meetings with key stakeholders are held 
to ensure a high level of communication 
and cooperation. This in turn helps to 
identify issues before they arise and 
develop effective solutions quickly.

“To make a real difference, it is 
absolutely essential to collaborate with our 
stakeholders at the airport, be it airlines, 
NATS, ground handlers and/or caterers 
for example,” said Wood. “Recently, the 
aviation industry came together to create 
the UK’s first ‘perfect flight’ for the regular 
Heathrow-Edinburgh service. Every factor 
within the journey – from pushback from 
the stand and taxiing to an optimised flight 
profile and continuous descent approach 
– was calibrated to achieve minimal 
emissions and delay. This was achieved 
successfully and while such regular flights 
remain a long-term aim, it is a great 
example of what can be achieved when 
the aviation industry works together.”

The relocation of airlines based on 
alliance membership is of course 

Changes have been made to taxiways, stands and runway access to improve the flow of aircraft on 
the ground. in addition, the technology behind allocating stands for aircraft is being redeveloped 
and this will reduce the time taken from push back to take-off.

Colin WooD
“our £5.2 billion 
investment in new 
infrastructure means 
we must ensure that 
we can deliver the 
new terminals and 
taxiways, but at the 
same time operate 
safely and effectively”.
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a complex process. The relocations 
planning process is very robust, with 
collaborative studies and evaluation 
carried out many months prior to any 
operational changes commencing. 
“This supports passengers, airlines and 
handlers alike and provides the airline 
moves programme with an extra level of 
resilience. These measures have meant 
that over 40 airlines have already moved 
without any disruption,” explained Wood.

Heathrow continues to grow as a hub 
and remains at the forefront of aviation, 
continuing to integrate new carriers, 
new types and changing fleet mix which 
has to be supported sustainably and 
without disruption to all. “Our £5.2 
billion investment in new infrastructure 
means we must ensure that we can 
deliver the new terminals and taxiways, 
but at the same time operate safely 
and effectively,” concluded Wood.

heathrow continues to grow as a 
hub and remains at the forefront 
of aviation, continuing to integrate 
new carriers, new types and 
changing fleet mix which has to be 
supported sustainably and without 
disruption to all.





HeatHrow pods 
preparing for take-off

HeatHrow airport’s brand new personal rapid transit (prt) 

system will be tHe first commercial system of its kind to 

be implemented anywHere in tHe world and final testing is 

currently ongoing to prepare it for everyday operations. 

ryan gHee spoke to david Holdcroft, prt manager, baa.

> The first phase of the implementation 
of the PRT system – which will be known 
as the Heathrow pod - will see 21 vehicles 
operate concurrently, each navigating around 
a 4km guideway at speeds of up to 25mph. 

Providing a direct link between the Terminal 
5 Business car park and the main terminal, 
the vehicles will normally be waiting at 
designated berths and once the passenger 
has selected a destination, the central control 
system will instruct the nearest vehicle to take 
them there non-stop, ensuring that each pod 
is only is use when required.

“As it’s a world first, it has been quite a 
complex project as we’ve had to explore 
everything from scratch, in terms of technology 
and research,” Holdcroft explained.

“We are currently testing the system to 
make sure that we have got everything 
correct and when we are satisfied that all of 
the testing has been successfully completed, 
we will be ready for the system to go live.”

> energy and cost efficient
The most unique facet of the system 

– which has been under development 
by ULTra PRT since 1995 – is that all of 
the vehicles are driverless. Combining 
dozens of computers, CCTV cameras 
and radio communication devices, 
each pod is entirely automated.

In addition to its easy to use passenger 
interface, research suggests that the 
widespread implementation of the system 
could reduce operating costs by up to 
40%, while also reducing the travel time 
for the passenger by 60%, therefore 
easing congestion around the airport.

Holdcroft said: “The biggest benefit 
is the improved passenger service that 
the system offers. The other positive 
aspects are that it’s environmentally 
friendly as it’s being powered by 
electricity and it will also take 50,000 
bus journeys off the roads each year.”

> positive response
Throughout the testing process, BAA 

has worked tirelessly to ensure that every 
aspect of the Heathrow pod is perfectly 
prepared to enter operations.

“We’ve done mock-ups and trials to see 
how the public will react to the system,” 
Holdcroft explained. “We’ve had a very 
good reaction to these trials and a lot of 
people have been extremely impressed 
and asked why this type of system hasn’t 
been introduced in the past.”

Currently, the PRT system is limited to 
one area of Heathrow Airport and BAA’s 
immediate focus is now on ensuring a 
smooth introduction of the Heathrow pod.

Holdcroft said: “We need to get to a 
point where we have proved the success 
of this system – and I’m confident that 
we will do so – and then we’ll be in a 
position to explore a more widespread 
roll-out.”

© www.ultraprt.com
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> Airport construction and development 
projects face ever challenging time,  
budget and safety targets; yet, the reliance 
on technology and systems to automate 
people and process is constantly increasing.   
The challenges associated with the  
delivery of technology, during complex 
construction programmes, is one of 
the major risks to on-time, on-budget 
delivery into operational service. 

The Heathrow Eastern Campus 
redevelopment is now well underway and 
due for completion in 2013; the delivery 
and integration of the Information and 
Control Systems (ICS) will be critical 
to the success of the programme.

Building on BAA’s considerable 
experience from Terminal 5, an ICS 
strategy is being implemented which will 
embrace the lessons learnt for design, 
delivery and integration of approximately 

heAthroW moDernisAtion 
Airport informAtion AnD 
Control systems 

40 discreet systems, delivering 
hundreds of software applications.  

The scoping and specification, concept  
and scheme design has been undertaken by 
a BAA led team.  For detailed design,  
delivery and commissioning the systems 
are being packaged for delivery by ‘The 
best placed contractor’. Integration 
and transfer to operational trials will 
bring these solutions back together as 
a single suite of integrated systems.

This approach will minimise the issues 
associated with delivering technology 
solutions within the construction 
programme, deliver optimum efficiencies 
(cost and time), whilst ensuring that 
the individual pieces remain focused 
on the campus-wide design intent 
and integration prior to handover.

By differentiating the systems scope 
between Physical work (equipment installed 

on-site) and Functional work (software 
and product configuration, off-site) BAA 
will get the right people, doing the right 
packages, at the right time.  However, 
this approach also increases the reliance 
on Interface Management between the 
many contractors and suppliers.

To assist BAA in the management of 
this strategy, a Design:Manage:Integrate 
Consultant (DMI) has been appointed. Mott 
MacDonald and Firstco, the latter working 
as Technical and Interface specialists, have 
been awarded this role and the first of 
three phases commenced in May this year.
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> terminAl 5C
Terminal 5’s second satellite building 

is due to open during summer 2011, 
ultimately completing the Terminal 5 
development. When the 51,000sqm T5C 
project is finalised, it will see the addition 
of 12 pier-served stands – eight of 
which will be able to accommodate new 
generation aircraft such as the A380 – 
meaning that 95% of all BA services from 
Heathrow will be served by an air bridge.

Furthermore, having been designed 
in the same mould as the main building 
and T5B, its predominantly glazed 
exterior will optimise the use of natural 
light, while also providing passengers 
with extensive views of the airfield. 

While the opening of the terminal is 
still a number of months away, Murphy 
explained that the major components of the 

terminAl 5: ‘A huGe 
CAtAlyst in moDernisinG 
heAthroW Airport’

folloWinG on from the openinG of heAthroW’s terminAl 5 in 

mArCh 2008, the next step in the terminAl’s mAster plAn Will 

see the introDuCtion of t5C, WhiCh is sCheDuleD to beCome 

operAtionAl in miD-2011. ryAn Ghee spoKe to the mAn responsible 

for both the strAteGiC DireCtion AnD the DAy-to-DAy runninG of 

the terminAl, mArK murphy, operAtions DireCtor for terminAl 5.

murphy: “in a job like this you’ve never finished 
so there are things that we’re striving to improve. 
for instance, we’re making changes to the 
wayfinding process as some of the feedback we 
have received has highlighted this as an area we 
could improve. you always have to find ways to 
further improve customer service levels.”

murphy explained that the success of terminal 5 can 
be measured through the level of performance that 
british Airways achieves and its customer satisfaction 
scores. “the scores are high and the baggage 
performance continues to go beyond expectations, 
so overall there has been some real success for both 
ourselves and for bA,” he said.

> Having stepped into his current role just 
weeks after the opening of the £4.3 billion 
facility, which is used exclusively by British 
Airways, Murphy has first hand experience 
of the impact that Terminal 5 has had on the 
everyday operation of Heathrow Airport.

“There have been some very significant 
successes, not least with putting some 
very clear light between the coverage we 
received upon the opening of the terminal 
and the experience that the vast majority 
of passengers have now,” Murphy said. “I 
would measure the success of the terminal 
through the level of performance that 
British Airways achieves and their customer 
satisfaction scores. The scores are high and 
the baggage performance continues to go 
beyond expectations, so overall there has 
been some real success for both ourselves 
and for BA. The feedback has been extremely 
positive about the overall Terminal 5 
experience and we recently participated in 
the ASQ (Airport Service Quality) Survey and 
the results showed that Terminal 5 – which 
was considered in its own right – was rated 
as the highest in Europe, alongside Zurich.”
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ultra electronics Airport 
systems was appointed systems 
integrator for the prestigious 
terminal 5 project.  future 
flexibility was key in both 
technical and operational 
spheres and it was important to 
bAA to keep pace with industry 
developments. ultra achieved 
this by implementing open 
and industry it standards and 
by supplying an integration 
broker, which ensured that the 
variety of it systems were able 
to communicate in a loosely 
coupled, service oriented 
architecture, minimising the 
number of separate interface 
designs and reducing costs.
ultra was responsible for 
the design and fit-out of the 
terminal service Centre, 
supplying building systems 
integration utilising a common 
user interface allowing staff 

access to heating, ventilation, 
lighting, CCtv, security and 
other systems, centralising 
alarm management and 
automating interaction between 
systems. Additionally, ultra 
designed and installed the new 
display features in the terminal.
Continuing to work in 
partnership with bAA, ultra 
is now looking at extending 
the messaging functionality 
provided to the baggage 
systems, meeting bAA’s aim to 
have a fully integrated baggage 
operation within five years. this 
has proved to be a successful 
co-operation with bAA; 
integrating key it systems within 
the new terminal, resulting in 
a significant project which has 
been expertly executed, on time 
and within budget, and perhaps 
most importantly, with future 
flexibility in mind.

ultrA eleCtroniCs enjoys suCCessful  
bAA CollAborAtion

project will be finalised far in advance of 
the operational opening of the facility. “The 
terminal itself will be substantially complete 
in the New Year before it undergoes a full 
commissioning,” he explained. “The baggage 
system is largely complete and is in testing 
before being integrated into the existing 
baggage system in the rest of Terminal 5. 
Terminal 5’s light rail system – the Track 
Transit System (TTS) – is already in place 
to transport people between T5A and T5B. 
The addition of T5C requires additional cars 
to be added to the track in order to cater 
for the increase in passenger numbers.”

In June 2010 three new cars, weighing 
16 tonnes each, were delivered 
in preparation for the opening of 
the second satellite building.

> listeninG to the pAssenGer
As part of his responsibilities to ensure 

the continued development of Terminal 
5, Murphy also outlined that passenger 
feedback will continue to play a vital role in 
planning further improvements. He said: 
“In a job like this you’ve never finished 
so there are things that we’re striving 
to improve. For instance, we’re making 
changes to the wayfinding process as 
some of the feedback we have received 
has highlighted this as an area we could 
improve. You always have to find ways to 
further improve customer service levels.”

> A neW benChmArK
While the introduction of Terminal 5 

has made an immediate impact on the 
effectiveness and efficiency of operations 
for British Airways, Murphy also outlined 
that it has set a benchmark that will 
positively impact on the operation of 
every terminal, and therefore every 
airline, throughout Heathrow Airport.

“A number of the things we have used 
in the construction and operation of 
Terminal 5 are now being applied to 
the refurbishment of Terminal 4 and 

can be seen in the development of the 
new Terminal 2 as well. This is true 
of the aesthetics of the terminal, the 
equipment used, the use of natural light, 
the techniques used for the reduction of 
noise and so on,” Murphy explained.

Another aspect is the focus on 
environmental efficiency and how 
Heathrow can be further improved and 
upgraded in a way that is compatible 
with reducing emissions. In Terminal 
5, the harvesting of rainwater and the 
implementation of grey water systems are 
examples of such practices. Furthermore, 
the offsite construction techniques, 
which have been used throughout the 
development of the facility, have inspired 
similar strategies across the airport.

Murphy said: “Terminal 5 really has set 
a benchmark and it has enabled us to 
trigger the massive investment that we 
have been undertaking in other terminals 
across the airport. It has created space 
for the airline alliances to be put together 
and space has been created for what is 
ultimately the new Terminal 2. Terminal 
5 has been a huge catalyst in enabling 
the redevelopment of Heathrow Airport.”
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Service is our passion. People, our strength

Enhancing people’s journeys

Amey combines more services to deliver greater efficiencies

At Amey, we don’t just provide standard 
FM solutions.  We provide intelligent, total 
facilities management solutions which generate 
efficiencies for our customers.  Amey currently 
deliver hard and soft services at Terminal 4 and 
5 at Heathrow, Heathrow Express train network, 
Southampton, Glasgow, Edinburgh, Aberdeen and 
Belfast Airports.

We have the unique ability to integrate our offering 
both horizontally, across different services, and 
vertically, from design to delivery.  Coupled with 

the fact that we self deliver a high proportion 
of our services, our model helps eliminate 
inefficiencies and create best value, with our 
clients benefiting from having one partner, 
one continuous relationship and one point of 
accountability.

To find out more about how we innovate to deliver 
more for less, go to: 
 
www.amey.co.uk



environmentAl innovAtion

> BAA’s dedication to delivering a 
more sustainable Heathrow Airport is in 
evidence in every individual aspect of the 
airport’s redevelopment. Ranging from 
the more common techniques to reduce 
energy consumption to the most innovative 
of practices, BAA is making every effort 
possible to reduce the environmental impact 
of the world’s busiest international airport.

“The three big issues for the airport are 
climate change, noise and air quality,” 
Gorman explained. “We’ve set long-term 
goals to reduce our carbon emissions. 
Our aim is to cut carbon emissions from 
energy use at the airport by 34% by 2020, 
compared to 1990 levels.” In addition to 
this, the Heathrow Noise Action Plan has 
been developed to ensure that the airport is 
limiting disruption to the local community. 
The airport is also working to cut air pollution 
through its ‘Clean Vehicles Programme’ 
and by developing new standards to limit 
the use of aircraft ‘auxiliary power units’.

> ‘hiGh on the AGenDA’
During the construction of Terminal 5, 

the weight of importance placed on the 
environment was highlighted by the Twin 
Rivers Diversion Scheme, which saw the 
diversion of the Longford River and the 
Duke of Northumberland’s River around 
the western perimeter of the airport. 
Now, with the development of the new 
Terminal 2, an equal focus has been placed 
on ensuring that the construction work 
satisfies BAA’s stringent ‘green’ criteria.

Gorman said: “Environmental issues 
are very high on the agenda. When you’re 
building or redeveloping a terminal you 
need to consider a whole list of issues, 
but the environment is very high up. Our 
environmental performance is in the 
spotlight so you would expect that.

“It’s important to design the right 
environmental performance into the 
terminal from the very beginning to help 
us meet our long-term goals – ensuring 

During the construction of terminal 5, 
the weight of importance placed on the 
environment was highlighted by the twin 
rivers Diversion scheme, which saw the 
diversion of the longford river and the 
Duke of northumberland’s river around 
the western perimeter of the airport.

from the initiAl plAnninG stAGes, riGht throuGh to the Completion of eACh 

of the projeCts thAt mAKe up the mAjor reDevelopment of heAthroW Airport, 

environmentAl effiCienCy AnD sustAinAbility remAin At the very forefront 

of bAA’s thinKinG. mAtt GormAn, CorporAte responsibility AnD environment 

DireCtor, DisCusseD heAthroW’s environmentAl strAteGy With ryAn Ghee.
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that the building that will optimise energy 
and water use for example. Cutting waste 
during construction and ensuring that the 
materials used comply with environmental 
policies are also very important aspects.

“During the demolition of the old Terminal 
2, we have set ourselves a target to recycle 
and reuse 95% of the materials from the 
old building that we’re knocking down.”

Furthermore, the new Terminal 2 will 
be 40% more efficient than building 
regulations require, while 20% of the 
terminal’s energy will be provided by 
renewable power sources by way of a 
biomass power plant, which makes use of 
resources such as woodchip and timber 
sourced from the south east region.

“We are also working with the UK’s 
‘Building Research Establishment’ to develop 
a version of their ‘BREEAM’ green buildings 
classification scheme which is tailored to 
airport terminals,” explained Gorman.

> WorKinG toGether
In order to improve its environmental 

performance, BAA has developed a number 
of specific initiatives. The company is a 
founder member of Sustainable Aviation 
which has brought together the UK’s 
airlines, airports, manufacturers and air 
traffic controllers to help develop a strategy 
for the long-term sustainability of the UK 
aviation industry. The ‘Aircraft on the Ground’ 
initiative is also being implemented at 
Heathrow to explore how emissions can be 
reduced when the aircraft is not in the sky.

Gorman said: “One of the biggest 
challenges has been how we best work 
with all of the other companies to improve 
the overall environmental performance. 
Heathrow Airport is like a small city – over 
70,000 people come to work here every day 
for over 300 companies. As the operator 
BAA only controls a small percentage of the 
airport’s environmental impacts directly, so 
a big challenge is how we can work closely 
with all of those other companies to improve.

“One of the exciting initiatives we have 
just launched is called the Heathrow 
Sustainability Partnership, led by the 
CEOs of 15 companies representing all of 
the main sectors at the airport. Through 
this we’ll be able to work closely with all 
of the different companies involved in the 
everyday operation of the airport and you’ll 
be hearing more about our plans shortly.”

> the ‘perfeCt fliGht’
On 10 July, BAA collaborated with BA and 

NATS in a so-called “perfect flight” in which 
every aspect of the flight was optimised 
to achieve minimal delays and emissions. 
Gorman explained: “BA ran a flight between 
Heathrow and Edinburgh with no delays on 
the ground at Heathrow and NATS allowed 
it to follow its perfect flight trajectory in 
the air and then it had a clear landing at 
the other end of the route. The idea was 
to highlight what can be achieved if every 
single part of the flight is optimised.”

With the data from the flight currently 
being analysed, it is anticipated that 
the “perfect flight” may have saved as 
much as a quarter of a tonne of fuel, 
translating to nearly one tonne of CO2.

> lonG-term vision
While BAA has taken a number of steps in 

recent years to ensure that the redeveloped 
Heathrow Airport sets a benchmark for 
environmental efficiency within the industry, 
Gorman explained that a long-term plan 
is very much in place to make sure that 
the development of the airport does not 
come at a cost to the environment.

He said: “Our aim is to cut carbon 
emissions by 80% by 2050, so this is 
getting a lot closer to the idea of achieving 
carbon neutrality. To do this, we will ensure 
that we use less energy, but we will also 
explore lower carbon energy supplies at 
the airport. Investment in new systems 
and new technologies will provide us 
with real opportunities to do that.”

Gorman: “We’ve set long-term goals 
to reduce our carbon emissions. our 
aim is to cut carbon emissions from 
energy use at the airport by 34% by 
2020, compared to 1990 levels.”
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Wilson jAmes 
bAA’s ConstruCtion loGistiCs 
inteGrAtor (Cli)

> Wilson James Limited coordinates 
the logistics support to Heathrow’s £4.3bn 
Capital Investment Plan. This includes 
projects ranging from a new terminal to 
baggage tunnels, most of which are being 
delivered in the most sensitive, complex 
and demanding of environments. Wilson 
James provides services which range 
across eight main functions.  Although most 
project support is a blend of these, each 
can be delivered on an individual basis:

> mAteriAls Delivery  
Material deliveries are tightly controlled.  

Traffic regulation is provided to all projects 
and vehicle flow is managed through BAA’s 
Delivery Management System – Airbuild. 

> ColnbrooK loGistiC Centre  
The CLI operates and maintains BAA’s 

Construction Logistics Centre which provides 
projects with a consolidation capability 
as well as significant storage capacity.

> seCurity  
The CLI’s security operation looks after 

all aviation specific airside duties on 
construction sites, plus the traditional 
security for landside locations.

> WAste AWAy  
The CLI provides a waste away 

service to all construction sites. 
Focusing on value, compliance and 
maximising recycling opportunities.

> CAr pArKinG AnD bussinG 
 The CLI ensures the adequate provision 

of parking and provides secure bussing 
between sites and the N2 Car Park 
Construction Worker Screening Facility.

> route CleArAnCe  
Heathrow is a very complex place to access.  

The CLI team brokers the most effective 
routes along which to move material, 
waste and workers to and from sites.

> WelfAre AnD CAterinG  
The CLI is the custodian of BAA Capital’s 

Welfare and Catering Standards and 
it monitors these across all projects. 
It can also provide these services. 

> ACCommoDAtion  
The CLI provide a construction workers 

accommodation booking service from 5 Star 
to B&B, that attracts significant discounts.

The CLI provides BAA with the confidence 
that individual projects, either singly or 
through lack of coordination, will not 
inadvertently impede the operation of the 
airport.  It provides constructors with the 
confidence that they can get on with the 
complex business of building in the world’s 
busiest airport without worrying about 
hindering their client’s core business.

new ways of  thinking, new ways of working

For more information 

call 01702 346222 

or visit www.wilsonjames.co.uk

Wilson James creates 

solutions tailored for the 

aviation environment.  

We offer our customers fully 

integrated packages and a 

wide range of individual and 

value-added services. 

•  Security & Screening

•  Logistics & Support Services

•  Waste Management

•  Welfare & Catering

•  Car Parking & Bussing

•  VIP Services

•  Accommodation Services

•  Training & Consultancy
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the trAnsformAtion of heAthroW Airport inCluDes the moDernisAtion of retAil fACilities. 

terminAl 5 set A neW benChmArK AnD further retAil Developments hAve either been 

CompleteD or Are beinG rolleD-out ACross terminAls 1-4. ross fAlConer spoKe With 

briAn WooDheAD, DireCtor of retAil ConCessions, bAA.

> Woodhead explained that there are two 
elements to the modernisation of Heathrow’s 
retail facilities. Firstly, it is important 
to continually review the merchandise 
mix in the terminals according to the 
mix of passengers and their needs. “The 
profile of passengers across Heathrow’s 
terminals has changed over the last couple 
of years due to the programme of airline 
moves. This has led to some retailers 
underperforming as passenger needs 
are not met. The Terminal 3 master plan 
development is a key example where this 
has been reviewed and is being addressed,” 
said Woodhead. “Secondly, passengers 
expect high quality retail facilities at 
the airport. Units where refurbishment 
is required often underperform in 
comparison to expectations. A recent 
refurbished outlet at Heathrow traded in 
excess of 40% up year-on-year, including 
a record-ever sales week for the unit.”

At Terminal 1, BAA is working on creating 

A WorlD-ClAss 
retAil experienCe

additional space for WHSmith to improve 
passenger accessibility and experience. It is 
also opening Harlequin Ale House in the old 
departure lounge, a new concept that has 
been developed specifically for the space 
and will showcase British ales and food. 
The new Terminal 2 is under construction 
and scheduled to open in 2014; the 
merchandise planning process is underway 
and Woodhead explained that BAA will start 
talking to retailers in late 2011/early 2012. 
A new retail master plan will be developed 
over the next two years for Terminal 3; this 
includes clarifying adjacencies – luxury and 
high street zones, introducing mid-market 
fashion, introducing larger food & beverage 
units as anchors, larger WHSmith and 
Boots, reconfiguration and refurbishment 
of the World Duty Free walkthrough store, 
and the introduction of new luxury brands. 
Meanwhile, at Terminal 4 an airside and 
landside redevelopment was completed in 
2009, with new retail concepts and stores.
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Are You
in control &
in the blAck?

www.airlockaviation.com

RISK MANAGEMENT AND SECURITY 
QUALITY ASSURANCE SERVICES
ISO9001:2008 accredited

®

We can help you evaluate the risks, set standards and measure 
performance. Our reputation has been built on honesty, integrity 
and commitment to high quality services at cost-effective prices. We 
specialise in balancing risk, security measures and customer service in 
public venues.

Do you understand the risks 
facing your business?

is your security performance 
effective?

Are you getting value for 
money from your suppliers?
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> An airport, in common with other businesses, faces 
competing requirements placed on it by its shareholders, 
its customers, its staff and the regulators. Such demands 
can, at times, appear mutually exclusive. There is skill 
required to create a balance that satisfies everyone. 

Nowhere is this dilemma more clearly illustrated than 
in the field of airport security.  The shareholders need 
reassurance that the Board is adequately managing the 
risks but are spending no more than is absolutely necessary, 
the customers want to be safe but not inconvenienced, 
the staff (of whom security now represents the largest 
sector) want recognition and reward but also a quiet life 
and the regulators make ever increasing and expensive 
demands for which they make no financial contribution.

Airlock has been helping BAA and its customer airlines to 
develop Heathrow since 1998. From assisting in the design 
of the new facilities for hold baggage screening and VIPs in 
Terminal 5 to developing similar systems in the other terminals, 
we strive to balance risk with cost-effective mitigation 
strategies and excellent customer service.  We understand the 
need to screen bags effectively and efficiently in an environment 
that is not unpleasant for the staff, provides value for money 
for the customer airlines and is compliant with regulations. 

Overseeing the delivery of effective security that represents 
value for money is a key element in building confidence for 
all the stakeholders however, measuring the effectiveness 
of security is not as straightforward as it might at first seem. 
Airlock specialises in offering clients a comprehensive 
and bespoke security management service that includes 
risk assessment, programmes, systems, procedures and 
quality assurance that includes design, development, 
planning, training, delivery, analysis and reporting. 

It is important to ensure that security remains in balance  
with economic sustainability and customer service as  
well as being compliant.

AirloCK’s 
seCurity 
solution
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> CommerCiAl lAyout strAteGy
A considerable amount of research is 

undertaken with passengers each year at 
Heathrow. This has enabled BAA to build 
a detailed understanding of passenger 
requirements and behaviour. More than half 
of passengers use flight information screens 
or maps first after security, clearly showing 
that effective flight and terminal information 
is crucial to a good passenger experience.

Almost a quarter of passengers visit shops 
or catering straight after security – before 
viewing flight information. “The primary 
drivers of this are newsagents, pharmacy, 
duty free shop and food & beverage. Thus, 
passengers meet their most essential 
needs first, before moving on to more 
discretionary shopping, such as fashion 
and technology,” explained Woodhead. 
“As a result, the ideal commercial layout 
strategy is to give passengers simple and 
direct access to WHSmith, Boots and World 
Duty Free. The quicker passengers can 
make their transactions in these units the 
more time they will have for incremental 
spend and indulgent opportunities.”

The core requirement of food & beverage 
leads to a different strategy for the ideal 
terminal layout. Restaurants and coffee 
shops can be used as anchor units, providing 
they are easily accessible and clearly visible/
signed. This means that passengers pass 
by and build awareness of the retail offer 
to encourage subsequent purchasing. 
“Our research has shown that passengers 
will seek out catering units, but that retail 
outlets must be on main passenger flows 
to ensure their success,” said Woodhead.

The Terminal 2 retail offer will build further 
on the most successful elements of the 
retail mix at Heathrow today, coupled with 
a detailed understanding of the passenger 
mix and their requirements. The mix will 
range from the mid-market to accessible 
luxury brands, with the main World Duty Free 
store covering in excess of 20,000 sq ft. The 
retail proposition includes a ‘Brand Room’ 
– a collection of affordable luxury fashion 
brands in one area with a unique design 
and feel. Catering outlets make effective 
use of the two levels of Terminal 2, with a 
Champagne bar in the double height space 
and restaurants on the upper level with views 
over the departures area and the airfield.

“We are fortunate to have some fantastic 
brands and business partners to work 
with as they provide what our passengers 
are looking for. However, the challenge 
is available retail space. Heathrow is first 
and foremost a transport hub and not a 
shopping destination as such. But within 
the space we have, we will always look 
to provide as full an offer as possible 
and always make the appropriate trade-
offs between airport operational needs, 
passenger preferences and commercial 
considerations,” concluded Woodhead.

While terminal 5 does set a new benchmark,  
the passenger mix is different across 
heathrow’s terminals and Woodhead 
emphasised the need to provide them with a 
tailored offer to suit their needs.

> A tAiloreD offer
Terminal 5 has been a great success 

and set a new benchmark, providing 
innovation and delivering in line, and 
in many cases ahead of, commercial 
expectations. Receiving the Best Airport 
Shopping in the World award from Skytrax 
is clear recognition of this, voted for by 
more than 9.8 million passengers.

“The spend per passenger has been the 
real success and our opportunity is to drive 
the penetration into stores further and our 
marketing activity is now centred around 
this, in particular through our in-house 
Journey Team who assist passengers 
with their travel needs and make them 
aware of retail offers across all of our 
terminals,” commented Woodhead.

While Terminal 5 does set a new 
benchmark, the passenger mix is different 
across Heathrow’s terminals and Woodhead 
emphasised the need to provide them with 
a tailored offer to suit their needs. “So the 
way in which we will use Terminal 5 to inform 
future retail developments is to ensure 
that we listen to passengers and provide 
what they are looking for in an imaginative 
setting, and ensure the visibility of the 
offer is clear and appropriate,” he said.

terminal 5 has been a great retail success 
and set a new benchmark, providing 
innovation and delivering in line, and in many 
cases ahead of, commercial expectations.
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Global Managed IT Services for Airport and Airline Systems 

ServiceTec has been providing 
comprehensive Managed IT Services 

to LHR since 1996. 

With over 2 million service hours 
experience at the world’s largest 

airports, ServiceTec is proud to be 
involved in ‘Modernising Heathrow’. 



> Carillion has played a significant role 
in the modernisation of Heathrow for many 
years. Services have ranged from highway 
design for the Eastern Perimeter Road, to 
design of A380 aircraft stands, to bundled 
FM services at Terminals 1 & 3, to large-
scale terminal construction at Terminal 5.  

TPS, the design and project management 
company of Carillion, has worked in 
partnership with BAA at Terminal 5 for the 
past 12 years, delivering the civil engineering 
design for the earthworks, aircraft 
pavements, airside services and landside 
access roads. It also carried out the design 
for the diversion of two man-made rivers 
and provided security consultancy advice. 

Landside, TPS provided design leadership 
for T5 and supported the highways 
infrastructure, ancillary buildings and 
external services coordination.  

The landside projects comprised a 4,000 
space multi-storey car park, a 600-bed hotel, 
multi-modal passenger interchange plaza, 
forward coach park, control posts, terminal 
basement delivery access, landscaping, a petrol 
filling station and over 10km of carriageway. 
The multi-storey car park accommodates a bus 
station at ground level and spans the Piccadilly 
Line and Heathrow Express T5 rail station.

More recently, Carillion is on site building 
Terminal 5C following the completion of 
the CBI framework selection process. The 
project involves the construction and fit out of 
a 12 pier, satellite, airport terminal building 
linked to the existing Terminal 5 complex 
(T5A & T5B). The new building will provide 
12 pier-served aircraft stands with fixed 
link bridges and nodes serving the aircraft 
stands which, in turn, will have air bridges 
linking the nodes to the aircraft of which 2 
air bridges will serve the new Airbus A380. 

Carillion will also provide facilities 
management services at Heathrow 
Airport for a minimum of 10 years. The 
first two contracts awarded to Carillion 
under the framework are for the 
provision of bundled service solutions 
for Terminal 1 and Terminal 3. Carillion 
will use its first-class capabilities 
and industry-leading best practices to 
ensure compliance with operational and 
statutory requirements of these critical 
public environments. The services to be 
provided will comprise both hard and soft 
facilities management, including planned 
and reactive mechanical, electrical, and 
building fabric maintenance, together with 
cleaning, compliance and pest control. 

CArillion’s mAjor Contribution 
to heAthroW moDernisAtion
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Ability to deliver tailored solutions
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What if threats 
are not labelled ?

www.smithsdetection.com

aTiX highlights threats that 
visual inspection can’t reveal

• Simultaneous detection of multiple threats

• Real-time online operation

• Liquids: Designed to meet upcoming
 EU and US Bottled Liquid Scanners (BLS) 
 requirements

• Explosives: EU Standard 2 or better

• EU and US approved TIP system

• Multi view: EU approved "laptop in bag" 
 field test ongoing
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