List of OBR measures and comparison of stakeholder views: 18th June 2021

Red shading = Divergence of opinion, Not agreed

Grey shading = no longer considered

- Airline Ct Outcome
Origin of Within HAL's Incentive
proposed direct/full Measure Status Safe/ : ) Accessible/ Airline commentary: June 2021
2 Responsible| Reliable Seamless Type
measure control comfortable connected
HAL Feb21 No g . - - - _ _ We believe that NPS is the most appropriate measure of overall -
Airline No NPS: On a scale of 0 — 10, how likely are you to recommend Heathrow to foferenoe of opion on the value of NPS for measuring LHR satisfaction. v v I v | v v satisfaction and the challenges in using NPS need to be worked through Financial
a friend or relative? Airlines support use of NPS.
HAL Feb21 No Not appropriate; this is effectively covered in other measures -
HAL Feb21 No Would naturally form part of NPS, so not needed separately -
HAL Feb21 No j : not an appropri -
HAL Feb21 No Rejected: not at all in HAL's control -
HAL Feb21 No We the i of having a carbon measure, but feel this -
Airline No HAL would like aircraft related carob in scope, airlines disagree Y [ | should be specific to non-aircraft produced carbon Reputational
HAL Feb21 No Rejected: too high level -
HAL Feb21 No Agreed | | Y |Aooepted Reputational |
HAL Feb21 Yes -
Arline Yes HAL want to use Q6 measure \ | | \ Considered overall, with the benefit of understanding more about COVID- Financial
19 impacts, we stil believe the combination of airline measures are more
HAL Feb21 Yes . . -
HAL t4 hrand 24 h uti iod is achievable, aili f pprop! . However, we r that these need revisiting regularly
B suggest 4 hr an r resolution period is achievable, airlines prefer a due to the dynamic situation - -
Airline Yes tighter time frame Y Y Financial
Airline Yes Y Y Financial
HAL Feb21 No HAL would like to re-instate this measure, airlines offer an alternative. The suggested change is only textual, but we feel it make the measure -
Airline No Y Y Y clearer Financial
i Agreed — " - -
Airline Yes Y Y Y Y Important but will diminish over time Financial
HAL Feb21 No Y Y Y Y Y Aligns well with one of the airline outcomes Reputational
HAL Feb21 No Agreed Y Y Important to include staff in this measure Reputational
HAL Feb21 No Y Y Y Y Y Accepted, but mustn't be financially incentivised Reputational
HAL Feb21 Yes The suggested change is only textual, but we feel it make the measure -
Airline Yes Slight change in wording by airlines, HAL checking it is acceptable Y Y Y clearer Financial
The measure is required, but we need to discuss in detail what sit
HAL Feb21 Yes Agreed Y Y Y underneath it and appropriate targets. No rebates had to be paid in Q6, so| ~ Financial
mavbe the measure should be re-focused.
HAL Feb21 Yes Agreed Y Y Y Accepted Financial
HAL Feb21 Yes We believe it is important to specify the elements that are required to -
make an effective stand available. One of these is PCA, which needs to
Airline Yes HAL understand request, awaiting support from operational collegues Y Y Y be included given the joint aspiration to i a solution. Financial
We need to review the time window definition to ensure that it accurately
HAL Feb21 Yes -
Airline Yes Y Y Y Y Financial
We believe that the airline proposals offer a better set of measures to
Airline Yes Agreed Y Y Y Y monitor performance against the desired consumer outcome. Financial
Airline Yes Y Y Y Y Financial
Arline Yes i \ i These new measures are important to ensure that HAL delivers the Financial
No conversations so far on this subject facilities airlines require to offer the fundamental parts of their service. We
Airline Yes \ Y Y acknowledge that the details need further discussion. Financial
HAL Feb21 Yes Y Y Y Financial
Airline Yes Y Y Y The of airli posed will deliver a Financial
and it summary of security performance. They must be
HAL Feb21 Yes indivi -
Main issue seems to be the measurement period. Airlines expect daily, vehicle) and pe rfomano:t;:]c":}g;\:g:egirsgéff;gms;enger’ staff or
Airline Yes HAL possibly 2 weeks. Further conversations required. Airlines don't want Y | Y | Y P Y V) Financial
HAL Feb21 Yes exceptions to mean that the measure s diluted for the majority. Given the significant investment being made in security during H7, these -
Airli Y measures are crucial to monitor progress towards fully compliant and ) al
iriine s v v v improved security performance. Financia
HAL Feb21 Yes -
Airline Yes Y | Y | Y Financial




HAL Feb21 Ye Agreed Accepted Financial
HAL Feb21 Yes Agreed Accepted Financial
Airline Yes Financial
Airline C ions developing, 1t being sought The ination of airli oposed will deliver a > Financial
and transparent summary of baggage performance. Measures which
include airline activity are firmly rejected. Good progress being made
Airline through the baggage working group. Financial
HAL Feb21 -
HAL Feb21 -
HAL Feb21 Agreed Accepted Financial
HAL Feb21 -
Airline being sought The slightly different measures proposed by airiines enable more effective| _Financial
HAL Feb21 and thorough measurement of these fundamental elements of service. -
Airline being sought Financial
HAL Feb21 Needs further discussion to agree the best approach and alignment with =
Airline Agreed BF standards. Important to include Fast track. Financial
HAL Feb21 Measure needs to i all of wi-fi and -
consumer expectations as they will change over time (e.g. bandwith, ease
Airline Agreed of logging in, sufficient availability during disruption). Hence the airline Financial
proposal
HAL Feb21 Enjoy my time at the airport Difference of opinion, airlines don't feel this measure meets any outcomes Rejected; will be covered by NPS -
HAL Feb21 Measure is target is disputed -
Airline Agreed (later discussion) Financial
HAL Feb21 No Agreed Accepted Financial
HAL Feb21 The suggested change is only textual, but we feel it makes the measure -
Airline clearer and focused (to be discussed in PRS session) Financial
Airline Agreed in principle, exact measures to be finalised. This new measure is important in itself, but also to align with other Financial

measures
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