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Digital disruption is happening everywhere 



Journey mapping – Walking in the foot steps of the passenger



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.
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Know your audience



Our digital goals



BUILDING  OUR OMNI-CHANNEL  CUSTOMER  EXPERIENCE

IT, Security, Governance and Compliance 

Email Wi-Fi Websites App Social Media

ScreensSMS txt APIsIoTCall Centre Mobile 

Workforce
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& Loyalty

Content & 

Marketing
E-commerce

Analytics & 

Insight

Building our omni-channel customer experience

Kiosks



Seamless digital experience



The new Heathrow E-Commerce Marketplace



‘Alexa ask Heathrow about flight….

Amazon Alexa flight information



Food & Beverage pre-order

Choose your food Order & payDownload the App Collect



Geo location and beacons
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Single source of truth….

High Fidelity 

Indoor Maps

+

On-Premise

Touchscreens

Responsive

Web

HEATHROW PLATFORM

HEATHROW DIGITAL TOUCHPOINTS

In-Flight

Entertainment

Point of Interest 

Data

Mobile App 

PARTNERS’ DIGITAL TOUCH POINTS

Digital Team

Operations Team

Property Team

Existing GIS

Existing CMS

Export to Apple maps

Mobile

PARTNERS – SDK from Locus Labs in 3rd party apps Open standards

‘Blue-dot’

Location services

Heathrow Terminal maps
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Update once, publish everywhere. . . 

American Airlines App Delta Air Lines AppHeathrow Airport App Apple Maps
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Apple blue-dot terminal map experience



Augmented Reality



Social media



The experiential airport




