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Expansion – where are we??????
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IT Service & Support facts and figures 
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Experience

Supported by

Enabled by

IT Vision

The best airport service in the world powered by the 
best IT team

Resilience and Flexibility

Sustainability and Operating Model

Digital Culture

Seamless Passenger 

Journey

Data, mobility & 

collaboration
AutomationSmart Airport



Classification: Internal

2018 IT Growth Priorities
MOJO Transform customer service

Beat the plan Sustainable growth

Built on the foundations of exceptional service and outstanding delivery
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Three Simple Discussions

• Optimise

• Enhance

• Extend



7

Classification: Internal

7

How can we optimise what we have?
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Consolidation to Data-Driven Platforms..

Happy Passengers..

With their Bags..

On-Time..
AODB?

Salesforce (with Adobe)

Run Analyse

Airport Labs?

Vibes

+Salesforce

Integrate

+MX ESB?

Corporate 

Performance
Oracle (ERP) +Oracle

Technology 

Foundations Microsoft

TBD for T2
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Cisco HP
Remedy

• Transition from a culture of multiple ‘Best in Class’ systems to integrated 

platforms with common data sets, skills and high levels of automation. 

• Each platform focussed on the appropriate business area.
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Platforms need continuous change:-

Automated 

test 

capability

Local 

development 

teams

Regular 

releases

Automated 

monitoring. 

Self healing

Business 

ownership & 

leadership

Standard 

Architectures
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Tower 2:

Managed Security Services

Rio - Our partners

July 11th – the big switch over

We’ve conducted a competitive tender to selected new partners who are passionate about working with Heathrow and 

committed to delivering an exceptional service. Our IT services are now split into five towers:

Tower 1:

End User Experience

Tower 5:

Network & Telecomms

Tower 3:

Application Management

Tower 4:

Infrastructure & Hosting

On-site engineering 

support, IT Service Desk 

and online portal for 

colleagues to access IT 

services and support.

Takes the lead on support 

for networks, Wi-Fi and 

telecoms across 

Heathrow.

Takes the lead on 

supporting all 

applications across 

Heathrow.

Takes the lead on 

supporting servers, data 

centres and storage 

across Heathrow.

Monitors Heathrow's 

systems and infrastructure 

and protects Heathrow 

from cyber threats.

Heathrow IT Service Delivery
Responsible for integrating the services across towers to deliver an exceptional experience

FROM JULY 2018 FROM MARCH 2018 FROM FEBRUARY 2018 FROM FEBRUARY 2018 FROM JANUARY 2017
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Enhance our capabilities
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Automation – the 4th Industrial Revolution
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Next Generation Security – changing the passenger experience
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Enhance Terminals 5 and 3
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Extending our business
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Extending our Capabilities

1. Digital radio

2. 4/5G

3. Copperless connectivity

4. SDN

Exploit new capabilities 

1. Integrated and digitised ground 

operations

2.Automated ground operations

3.Automated passenger experience

Think Differently

The Future

1. Automation

2. Connectivity

3. Situational awareness
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