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Predictable and efficient end-to-end journey
times are extremely important to passengers.
For instance, the flight from Heathrow to
Frankfurt lasts only 11⁄2 hours, but the office to
office journey time from the City to Frankfurt
will be closer to 5 hours. For outbound
passengers, delays can occur on the journey
to the airport, at check-in and at security, as
well as to take-off. For the inbound passenger,
there can be delays whilst the plane circles
waiting for a landing slot, in securing access
to a ramp, at immigration, at baggage reclaim
and on the journey to their end destination.

Improving performance across the end-to-end
journey and understanding the pinch points in
the system is critical if the UK is to maintain
and improve its competitiveness in the face of
continued growth in international trade of
services and goods.

The UK aviation industry is one of the most
competitive in the world. Multiple organisations
are involved with delivery and regulation of the
aviation end-to-end journey. They have different
responsibilities, and the extent to which
government can influence different stages of
the journey varies considerably. 

This information pack lays out some of the
quantitative and qualitative data currently

collected by Department for Transport (DfT) and
our strategic partners to give a picture of what
the end-to-end journey experience looks like
for passengers using Heathrow, the UK’s
largest airport. In this regard, our special thanks
go to Civil Aviation Authority (CAA); BAA; British
Airways and NATS (who are responsible for air
traffic control services in UK airspace) for their
willingness to share information on end-to-end
journeys and user experiences.

The data collected is a series of snapshots
through the journey, not a continuous
assessment of what happens to an individual
passenger. Further, it does not include delays
incurred landing at the international
destination airport or travelling beyond. These
parts of the journey are outside the scope of
this analysis. This is the first step in better
understanding the end-to-end journey and
user experience.

In the medium to long term the aims are to
have a more systematic evaluation of end-to-
end journeys including by airport and by
airline and to commission a full suite of data
gathering to underpin policy development as
set out in the Department for Transport’s
discussion document Towards a Sustainable
Transport System.

Preface
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Transparent data across the end-to-end
journey can help all those organisations
involved improve the passenger experience.

In analysing the air passenger end-to-end
journey the Department is looking specifically
at transport issues and passenger throughput.
For example, a lack of terminal capacity can
mean that there is not sufficient space for
check-in desks forcing passengers to queue.

The air passenger end-to-end journey
Figure 1 illustrates the stages of the end-to-end journey. The boxes below each stage show who
is responsible for providing and operating the service, and the third row shows the regulatory
responsibilities. This information pack takes each stage of the journey in turn. The second
section of this document looks at some of the many improvements promoted by the Department
and our strategic industry partners that are already under way or in the pipeline and which will
help improve the air passenger experience across the end-to-end journey.

Figure 1: The air passenger end-to-end journey
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> In the past ten years, the number of passengers travelling to/from Heathrow
has risen from 37.3 to 44.2 million. During this period the proportion travelling
by private car has reduced from 38% to 34%.

> The principal means of road access to Heathrow is the M25 London Orbital
Motorway – the UK’s busiest motorway.

> Rail and Underground account for 23% of all journeys to Heathrow. Overall
reliability and punctuality on both modes are high (over 90% of customers on
all tube lines wait less than 10 minutes for a train).

> Heathrow currently has 67 million passengers per annum travelling through
terminal facilities originally designed for 40–45 million. The total number of
passengers using Heathrow has increased by 21% in the past ten years.

> Terminal 5 will provide much-needed additional terminal capacity and the
opportunity to transform other terminals but it will provide no runway capacity,
which will continue to constrain growth and cause delay.

> BAA quality indicators show that Heathrow has some of the lowest
satisfaction scores for check-in, wayfinding (which is the ease with which
passengers can find their way around the airport) and departure lounge
crowding, when compared with other BAA airports.

> The CAA regulated target at Heathrow is that security queues should be less
than 10 minutes long on 95 per cent of occasions. Overall performance
against this target has improved recently, but the target may conceal longer
queue times for some travellers, such as transfer passengers.

> Heathrow accounts for the vast majority of all transfer passengers at UK
airports and is important for Scotland, Northern Ireland, Wales and English
regions in providing access to world markets.

> Latest data from the Borders and Immigration Agency shows that, over a two
week period in October 2007, the inbound border control average queue
lengths at Heathrow are between 10-13 minutes for non European Economic
Area (EEA) passengers and 4-5 minutes for EEA passengers. For baggage
reclaim, Heathrow, compared to other BAA UK airports, has amongst the
lowest satisfaction rates with passengers.
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> Heathrow is the UK’s key hub airport and handles 85% of UK long-haul flights.

> Heathrow’s runways are operating at 98.5% capacity (compared with 74% at
Paris) and this reduces resilience and leads to delays. Hence, small events can
have a disproportionate impact on the delay that passengers experience. This
delay can continue well after the event that actually caused the delay in the first
place.

> Between 2002 and 2006, average overall delay has increased by 15% from
16.3 minutes in 2002 to 18.8 minutes in 2006.

> Heathrow is the busiest airport in Europe in terms of passenger numbers. The
runway operating at full capacity contributes to Heathrow suffering greater
delays than four out of five other major European hub airports.

> Approximately one in two aircraft are held at Heathrow before landing in a
holding pattern known as ‘stacking’. On average these aircraft are held for
around 8.5 minutes.

> The number of scheduled international destinations served by Heathrow has
fallen from 227 in 1990 to 180 in 2006 (a 21% reduction). At the same time the
number of domestic destinations served has fallen by 50%.

> Heathrow is getting behind foreign airports (Schiphol has five runways and
Paris has four). It is now fifth in the European Union for destinations served,
compared with second in 1990.

> Heathrow has fewer direct links to regional airports. Schiphol serves 21 UK
airports, whilst Heathrow only has links with 9 UK cities.
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Figure 2 Mode of transport used to get to/from Heathrow
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Figure 3 Mode of transport used to get to/from Heathrow

in 2006
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Figure 2 shows how passengers travelled to/from Heathrow in 1996.
Figure 3 shows the same information for passengers in 2006. Over this time passenger numbers
have grown from 37.3 million to 44.2 million.

Responsibilities
Transport for London is responsible for tube and London bus services to/from
Heathrow. Network Rail is responsible for the rail infrastructure (track and signalling).
BAA is responsible for the operation of Heathrow Express and Heathrow Connect
services.

The Highways Agency is responsible for motorways and trunk roads, e.g. M4, M25. Transport
for London is responsible for other roads within the Greater London Authority boundary.

Various other private and public sector operators (e.g. National Express) are responsible for
coach and bus services to Heathrow.

Summary
In the past ten years, the number of passengers travelling to/from Heathrow has risen
from 37.3 to 44.2 million. During this period the share of the private car has reduced
from 38% to 34%. Access to Heathrow by heavy rail has established a 9% share
following the opening of Heathrow Express and Heathrow Connect services.
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