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Digital Heathrow

Stephen Glenfield

Heathrow Commercial Telecoms Customer event — 22 May 2018

Heathrow

Making every journey better



HEATHROW: KEY FACTS AND FIGURES 2017

NUMBER OF PASSENGERS ARRIVING AND DEPARTING:

PERCENTAGE OF PASSENGERS:
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DESTINATIONS AND AIRLINES

Number of airlines:

o @

Destinations served:
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Destinations Countries

1 Mew York (JFK)

: Most popular destinations:
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Ll Hong Kong

BUSIEST DAY EVER RECORDED:

e 207
30

259,917

PASSENGERS

BUSIEST YEAR EVER RECORDED:

78m

PASSENGERS

PASSENGER VOLUME BY TERMINAL:

17.8m

(118,435 flights)

TERMINAL 2

FLIGHTS

Mumber of flights:

474,033

ZA 1,299
AVERAGE 7 per day

32.3m

(213,179 flights)

18.7m

(91,327 flights)

9.2m

(48,137 flights)

TERMINAL 4 TERMINAL 5

AIRCRAFT STANDS

The number of aircraft stands
served by an airbridge

Number of remote stands

MNumber of cargo stands

PEOPLE EMPLOYED
ACROSS HEATHROW:

.o

SHOPS AND LOUNGES
AT HEATHROW:

300+ E

Heathrowwy

76, 500
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CARGO VOLUME:

1.70

MILLION

Metric tonnes

SIZE

Total size of Heathrow Airport:

® 1,227......

Length of ru

Northern runway Southern runway
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Digital disruption is happening everywhere

amazon Frime
e

30-Day FREE TRIAL

Tk -y : UBER
. 8y s, A deliveroo

FREE 2-Day 40,000 Movies 300,000 Books
Shipping & TV Episodes to Borrow




Journey mapping — Walking in the foot steps of the passenger

You've got to start with the customer
experience and work back toward the
technology - not the other way around.

(Steve Jobs)




Know your audience

Core passenger segments

UK Leisure
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Connecting International Connecting Long
Business Haul Leisure

The passenger journey segments and care groups were built on internal data, and then explored and validated across
the qualitative and quantitative phases of research.



Our digital goals

Raise pre-awareness
of products &
services

=  Heathrow Boutique

= Emails

= Heathrow.com & App

= Social Media

= Contact Centre

= Digital Media &
Advertising

Provide real-time
service & travel
updates

Flight information
Journey Planner
Mobile App

Trigger emails & mobile
notifications

Social media

Contact Centre

Inform and engage
customers
throughout their
journey

In-app maps/wayfinding
Beacons

Digital Kiosks

Wi-fi triggers

Social Media

Know the customer:
Personalised service
& information
through data led
targeting

Deliver engaging on-
airport experiences

= CRM = Pop-ups
=  Heathrow Rewards = Digital Experiences
= Personal Shopper = Augmented Reality

= Website personalisation

Heathrow

Making every journey better



BUILDING OUR OMNI-CHANNEL CUSTOMER EXPERIENCE

Building our omni-channel customer experience

Email Wi-Fi Websites App Kiosks Social Media

Screens Call Centre Mobile loT APIs
H Workforce i i

E-commerce

& Loyalty Marketing Insight




Seamless digital experience

Deliver an integrated end-to-end experience, which unites all
aspects of the business around a central view of the passenger

IN AIRPORT EXPERIENCE

TICKET APP RETAIL WELCOME BACK LOUNGE ACCESS PARKING

CONFIRMATION  DOWNLOAD RECOMMENDATIONS f h ~y A ’ MESSAGE AT NEXT VISIT OFFER
BEFORE———————— > Hea sy — » AFTER
PARKING RESTAURANT NEW RETAIL
INFORMATION OFFER WI-FI GATE SERVICES OFFER
PROMPT ALERT

DUTY RESERVE &
FREE OFFER COLLECT




The new Heathrow E-Commerce Marketplace

BRANDS PRODUCTS SERVICES

EE=  EXPLORE OUR BRANDS
=GP  Discover the range of brands at the airport
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BOSS

HUGO BOSS

Heathrow

BOUTIQUE

FREE RESERVE & COLLECT
Reserve up 1o 24 hours before you fly

BVLGARI

CONTACT US FOR MORE
We can help if you don't see what you want

TED BAKER Dollii
<

Embroi

idered Cut Out Dress

Frequently bought together

TED BAKER
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theawy
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Amazon Alexa flight information

‘Alexa ask Heathrow about flight....

Heathrow

Making every journey better



Food & Beverage pre-order

1:58
17:47

Checkout
1 < Wondertree

info ¥ Ready in 10-15 Min Q T2LEVEL S

Grilled Chicken, Fig & Brie Burger Buy w
£12.25+ Enter your contact info
Stephen v
STARTER SMALL PLATES

Pre-order your food and

Glenfield v ‘
drink for collection using

e
the Heathrow App STARTER SMALL PLATES 4407079 862005 ==
Mini Mezze stephen.glenfield@heathrow.com v
1 Airport Guide > iz p Save my information in the Heathrow Airport app for
kshouka pepper £4.95 future orders
p Book Car Parking >
e Boolca Minjeab > Smok‘ed Salmorf Bruschetta Continue
B Sshopping > L £7.45 By continuing you agree to our Tarms & Conditions. Please read our Privacy
i Policy to learn about our use of Information, contact methods and your
rights (including opting out).
®|| Food & drink > Happy Caesar Salad
e s s e Powered b
= Heathrow f > £6.25 i
X Airport Alert > Chicken Satay Skewers

() () ()

Download the App Choose your food Order & pay

Heathrow



Geo location and beacons

“Af‘ Adobe Mobile Services
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Heathrow App Produci

Manage App Settings

Provide Feedback
> Usage
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Location (down to 1 m) Launches $
61107 Items

| Powered by Leaflet | Terms ¢
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Classification: Confidential

Heathrow

Level 1 >

Upper departures

Get Directions
E‘re1_A Manrger

gale_zsr .

Est. 18 minutes
4671 meters / 1512 feet

b};l AuMél;Qer

S'e-curily Ch-e-ék;:oi nt
Le\}uei. 1 fUpper Hepartures

Gate25s

Heathrow
Making every journey better

Classification: Confidential



Heathrow Terminal maps

Single source of truth....

HEATHROW PLATFORM

(I 1

o
Digital Team
Operations Team
Property Team
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High Fidelity Point of Interest
Indoor Maps Data

‘Blue-dot’

Existing GIS > )
Location services

Existing CMS

PARTNERS - SDK from Locus Labs in 3" party apps

ADELTA virgn arlanric@

UNITED )

URKISH ].)

. N N T
Lufthansa Group  AmericanAirlines g AIRLINES PRIORITY PASS™

HEATHROW DIGITAL TOUCHPOINTS

i

On-Premise  Responsive
Touchscreens Web Mobile

PARTNERS’ DIGITAL TOUCH POINTS

— - O

) In-Flight
Mobile App Entertainment

‘ Export to Apple maps

il s cone. Open standards

INTERNATIONAL

AIR FRANCE KLM
e

@ SKYTEAM



Classification: Internal

Update once, publish everywhere. . .

No SIM = 4 No SIM = No SIM =

{ Back

WHSmith
The Curator

Pret A Manger

World Duty Free

Paul Smith

Bulgari
World of
Whiskies

Louis Vuittan
Rolling Luggage ~3°

Jack Wills

Q Search for a place or address

Browse LHR

Directions

American Airlines App Heathrow Airport App Delta Air Lines App Apple Maps

Heathrows

Making every journey better



Classification: Internal

Apple blue-dot terminal map experience

all 02-UK =

Cath Kidston

Ted Baker

2, Search for a place or address

Browse LHR

Heathrows

Making every joLrney better




Augmented Reality

MR. MEN. =
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Social media

onTime
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e m a galaxy far, far away
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c3|>o Delayed
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11:20
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Jakku
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BBS Delayed

11:40
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FN-2187 on Time

14:00 Kashyyyk ~ woo E ked in
Extra secunty at gate All crossbows milsf'bicﬁff_ NS
e On Time

12 35 Takadona

Gate Open

15:15 Endor

16:05
1820
Aircraft change.

A|deraan

HAN5010 Next lnfo 25/05/18

s than 12 parsecs

Kessel
Flight duration now les

9A5  DesthStar  TE-11382 Gate Open

Allow extra time for boarding ... possibly a trap

@mzm GREAT Britain @

sky Sky News @&

Heathrow marks May the 4th with 'Star Wars

@ Travel + Leisure @

Heathrow posted a hilarious departure board
full of 'Star Wars' jokes for #MaytheFourth .
tand|. me/ZJUQZne

flights' #MayThe4thBeWithYou .
#StarWarsDayQ

5 minutes

A1-A5

GA?G'AZG 5 minutes
35'1.,;!?49
Pleasealow

15 minutes

Here's a round-up of some of the best Staciy
tributes from around the UK

Sky News
4.62m followers

Trave‘ + Le|sure

Star Wars Day: Heathrow celebrates with fake ﬂlgh!s to Alderaan and Death S...

-
¥ Exciting new route launches for

athrowAirport today. Fantastic
oppo'tumty for |nteuga!act|c tourism and
trade. # e4thbe I

#StarWar

ﬁ-AS 5 minutes

5 minutes

A16-A26
B31-B49

via walkway

L geeem———
== 0859

15 minutes

4.05m followers

@ Star Wars &

Your #StarWarsDayQ will be fully
operational again soon, Pete! We're sending
Lord Vader to put your flight back on
schedule.

° Mellssa Chane Follow )
Not only can you pick up Fortnum &
Mason jam, you can head to Endor at
@HeathrowAirport. Yet another reason
why it's my favorite airport in the world.
#MayTheFourthBeWithYou

#StarWars Day:‘

Anaheim, CA

(L el R R

Star Wars
3.91m followers

.tr: au \"cl ESfC @HeathrowAirport today.
and trade.

@ CNET @

Heathrow wins the award for best way to
celebrate #StarWarsDay €}

Follow

and the Death Star.




The experiential airport
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Heathrow

Making every journey better



‘Heat hrc.n..l
Building for the future



