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Acting upon your feedback 

Key areas of focus from the 2018 Property

Customer Survey:

• Greater engagement between Property

and Engineering teams.

• Refurbishment of Property buildings.

• Maintenance of communal areas.

• Improve fault reporting process.



Looking after the safety of passengers and colleagues 

Heathrow Property Fire Safety Plan:

• 100% accommodation has an up to date

Fire Risk Assessment.

• Fire Evacuation Plans are in place and

communicated to all colleagues.

• Colleagues are trained and competent in

fire risk assessment.

• Fire safety infringements are promptly

reported and acted upon.



Delivering a ‘connected’ airport

• Cellular 4G across the Heathrow campus

• Fast free passenger Wi-Fi

• Telecom common infrastructure

• Migration of analogue radio to TETRA

• Faster, more secure Broadband



One Team for all your needs

Roberto Segala – Head of Property Portfolio and Telecoms



Property Portfolio and Commercial Telecom Team



Delivered over the last 12 months



Coming Soon … 



Commercial Telecoms

Rob Pengilley – Head of B2B Services 

Automate… Innovate… Evolve…



What we do?

We deliver fast, consistent, high quality end-

to-end infrastructure and communications 

solutions to over 350 customers at Heathrow 

Airport.

With our in-depth knowledge, consultancy, 

and 24/7 on-site support, we help make IT 

services as simple as possible. 



Products & Services



Who we serve ?



How we deliver ?

01 – Pre bid 
activities

02 - Scoping 03 – Quoting
04 –

Solutioning & 
Deployment

05 – Invoicing 
& Billing

06 – Job 
Completed

Sync

08.00am Sync

15.00pm



Who we are ? 



Customer Satisfaction

“In the current climate of IT we are all too quick in complaining or not appreciating the behind the 

scenes activities in order to complete sometimes quite complex tasks. I recently requested three 

different scopes from your team and mentioned at the time that they were important to me as they were 

part of another fluid larger project. All three jobs have been completed well in advance of the requested 

date and also with good communication throughout. From a customer’s perspective it is so good to 

know that SITA have a team that can deliver”.

Garieth Wade -



Navigation  Improvements - Making the browsing journey easier for visitors 

and the ability to check order status (using STA numbers)

Service Desk Updates - Important update on who and how to contact 

following the changeover of the service desk to Computacenter

Online Customer Satisfaction Survey - Reducing the steps customers 

need to take to send their feedback

eNewsletters - New template & combined Commercial Telecoms & Property 

newsletter. Wider coverage of news across the two business units – with the 

theme of One team to meet our customers’ business needs

Improvements – Portal Updates ………

www.heathrow.com/telecoms



• Over 1800 Common Beacons deployed across the 4 Terminals

• Locus map integration with way points added

• Beacon registry and published APIs

• Omniserv – 1st customer (PRM provider)

• Retail cage Proof of Concept planned 

Innovate – Beacon Infrastructure ………

T2

T3



Enhancements to the Broadband infrastructure will provide:

▪ New Bandwidth Options from 5mb to 100mb

▪ Increased Capacity to support more customers

▪ Improved resilience and performance

▪ Highlights ………..

▪ Focus on Fully Managed  Options

▪ More Flexibility on Bandwidth Increments

▪ Ability to add  optional security features

▪ Threat prevention  (content filtering)

▪ URL filtering  (ability to block  specific  web sites)

▪ Current Status …………

▪ Higher capacity connectivity – Completed  

▪ Infrastructure upgrade – Completed 

▪ Enhanced Broadband – Migrations from September

Evolve - Enhanced Broadband …………….



Evolve - CCTV………

Enhancing the existing CCTV offering;

▪ Leverage HAL investment in CCTV 

▪ High capacity image video streaming

▪ Soft client offering for CT customers

▪ T2 CCTV upgrade October 2019

▪ New Pricing from 1st July 2019



Heathrow’s Private 4G Network across the airfield;

▪ Airfield and perimeter location coverage

▪ Fixed location and vehicular options

Innovate - WAMD 4G…………..

• A fully  managed service with equipment, SIM cards 

and support provided. 

• 4G coverage in the external areas and remote 

places across the Heathrow estate where network 

coverage is poor or lacking. 

• A similar solution to the Heathrow Wireless LAN 

(WLAN) Network with interface to the main Heathrow 

Data Network.

• WAMD helps turn your existing managed network 

solution into your mobile data network; connecting all 

your operational areas while working seamlessly. 



Classification: Internal

2019 Property & Telecom 

Customer Event

Heathrow Engineering

15th May 2019 



Classification: Internal

Facilities Management;

Meet The Team

Alan Russell

Head Of Engineering & Facilities 

Management
(e): alan-c.russell@heathrow.com

(t): 07900052906

Matthew Hay 

Engineering & Facilities Manager 

Terminal 5
(e): matthew.hay@heathrow.com

(t):  07770647894

Nicholas Eckert

Engineering & Facilities Manager 

Terminal 3
(e): Nicholas.eckert@heathrow.com

(t): 07912979139

David Whalley

Engineering & Facilities Manager 

Terminal 4 & Estates
(e): david.whalley@heathrow.com

(t): 07917001090

Steven Mearns

Engineering & Facilities Manager 

Terminal 2
(e): steven.mearns@heathrow.com

(t): 07912979217

mailto:alan-c.russell@heathrow.com
mailto:matthew.hay@heathrow.com
mailto:Nicholas.eckert@heathrow.com
mailto:david.whalley@heathrow.com
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Classification: Internal
Facilities Management ; 

Key Contacts 

Engineering Help Centre

(t): 0208 976 6555

(e): oneeng@heathrow.com

Operations Managers;

Terminal 2 - Alex Oakley 

(e): alex.oakley@heathrow.com

(t):  07808115984

Terminal 3 - James Cook

(e): james-eng.cook@heathrow.com

(t):  07701320486

Terminal 5 - Mark Skyrme

(e): mark.skryme@heathrow.com

(t): 07712239932

Terminal 4 - Luke Richards

(e): luke.richards@heathrow.com

(t): 07808115917

Estates - Danny Bratcher

(e): danny.bratcher@heathrow.com

(t): 07725640838

mailto:alex.oakley@heathrow.com
mailto:james-eng.cook@heathrow.com
mailto:mark.skryme@heathrow.com
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Classification: Internal

Facilities Management;

Our 2019 Priorities 

Delivering through our Service 

Signatures; 

Notice & Care, Share What You 

Know & Make Things Better.

• Safe Environment For All.  

• Improve Quality Of Service.

• Maintenance Excellence.

• Right First Time.

• Grow Our Team To Improve. 



Commercial Delivery & Approvals
James Wright – Head of Commercial Projects 



Heathrow

Commercial 

Delivery & 

Approvals Team 

Unlock world class 

solutions through 

collaborative delivery



Range of Projects, Change control and technical assurance



Recent new openings:



Recent new openings:





Safety First

1. Safety

2. Quality 

3. Programme

= Cost effective 

/ value for money



Commercial Contractor Induction: Mondays (am & pm)



















Best before Feb 2019

Its already 

5 years old



In your “basket” from from Spring 2019






