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1. Background and scope

2. Executive Summary
3. Detailed Findings
Appendices

1 Background and scope

1.1 Background
Heathrow Airport Limited (HAL) and Gatwick Airport Limited (GAL) are
each subject to service quality regulation by which they issue rebates to
airlines who pay the airport's acronautical charges in situations where
certain standards are not reached. These standards apply to a range of
directly measurable elements that reflect the passenger experience at HAL

and GAL.

In 2003, the Scheme of Standards and Rebates (the Scheme) was first
introduced as part of the five-yearly regulatory reviews. It followed a
public interest finding by the then Competition Commission (CC) that
charges did not reflect differences in quality to the extent that would occur
in a competitive market. In 2008, the Scheme was extended and modified
following a further public interest finding by the CC in its 2007 report to
the CAA.

For HAL, the legal basis for the Scheme are the conditions in HAL's
economic licence, granted on 13 February 2014 under the Civil Aviation
Act 2012 (CAA12). The Scheme is defined in greater detail in the CAA's
recent (April 2014) Q6 regulatory decisions for Heathrow Airport.

For GAL, the legal basis is the conditions of GAL's economic licence
granted on 13 February 2014 under CAA12. GAL's licence incorporates a
number of commitments made by GAL on (amongst other things) price
and service quality (the Commitments) which are set outin GAL's
Conditions of Use. GAL's service quality regime incorporates the Core
Service Standards (CSS) and Airline Service Standards (ASS), and is
defined in Schedule 3, Appendix IT of the Conditions of Use, forming part
of the Commitments. The Airline Service Standards place obligations on

third parties (airlines), and thus are not conditions of the Licence. While
the CAA has no powers to modify or enforce the Airline Service
Standards, we have reviewed these standards as part of CAA's general
monitoring obligations.

When the CAA conducted service quality audits in 2009 and 2010, both
HAL and GAL were subject to very similar service quality regimes. Since
Q6 began, in light of the changes to the form of regulation at Gatwick
Airport, there has been a divergence of the service quality regime at
Heathrow and Gatwick airports.

Under the CAA12, the CAA has a primary duty to further the interests of

users of air transport services. On-going monitoring of airport services, in

the form of petiodic audits, is important to ensure that the service quality
regulation in place continues to achieve its intended purposes and to

safeguard the passenger interest. Therefore, Grant Thornton was engaged

to conduct audits of service quality at both HAL and GAL on behalf of
the CAA. The results of this audit will be used to assist in further
development of service quality regimes at both HAL and GAL.

Documents

Document Sharing Hub

Copyright United Kingdom Civil Aviation Authority
Provided by IHS Markit under License with UKCAA  © 2016 Grant Thornton UK LLP. All rights reserved.
No reproduction or networking permitted without license from IHS

Full document details: UKCAA CAP 1564 2016

Licensee=/, User=, 1
Not for Resale,


http://www.avadocuments.com/doc/ukcaa-cap-1564-2016
http://www.avadocuments.com/doc/ukcaa-cap-1564-2016

Civil Aviation Authority | Audit of Service Quality Regulation at Gatwick Airport Limited 1. Backgroundandscope
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3. Detailed Findings
Appendices
1.2 Scope | Component | Service Element Metric Target
C . : . Element Result
The objectives of this audit were as follows: Passenger | Depanure Moving annualtotal of T2 monthly .
; ; Satisfaction | lounge seating QSM scores and isweighted by
+ Toprovidea transparent, independent assessment of whether availability passengernumbersfor country of
performance against standards has been measured and reported as Cleanliness destination/ originand hour of day. 7
intended in the CAA's service quality regulation Way finding 4.1
» To assess whether best practice has been followed in the ilzrl:‘g?r:\ation 4.2
documentation of processes Security Central Queue time lessthan 5minsfor 95% of | 95%
o To review the accuracy and reliability of the calculation of bonuses passenger core hours
(where applicable) and rebates, both under normal circumstances and search Sf“C%‘:: SQL?S' essthan 15minsfor98% | 98%
when service quality exclusions apply ' _ . Day when single time slice isgreater | Single
+ To determine whether HAL's and GAL's interpretation of the licence than 30 minutes(single eventperday | time
conditions and the CAA's determination on HAL's service quality triggersrebate) , slice
1 inli ith the C ‘. . Transfer Queue time lessthan 10minsfor95% 95%
protocol are in line wi E AA's interpretation . passenger of core hours
o To provide objective, unbiased, reliable and robust information on search
which the CAA can base regulatory financial incentives. Staff search Queue time lessthan Sminsfor 95% of | 95%
(terminalsand core hours
crew)
: : : . External control | Queue time lessthan 15minsfor95% | 95%
In con.ductmg our audit, we reviewed the .key processes relating to the posts search of core hours
following service standards for GAL (which we evaluated on a sample Performance of the Northern Approach
basis in terms of testing): Security Gate.
Passenger [ Jetties 99% availability during core hours 99%
Gatwick Operational | Fixed electrical | 99% availability during core hours 99%
1t and Airline ground power
¢ Condltlon§ of Use 201 5/] 6 . Operational | Passenger 99% availability during core hours 99%
o Core Service Standards (Version 5, December 2015) Elements sensitive
« Alirline Service Standards (Version 4, February 2015). ?qumle)nt
genera
. . . Passenger 99% availability during core hours 99%
The following service elements were assessed as part of our audit: sensitive
equipment
(priority)
Arrivalsreclaim | 99% availability during core hours 99%
Outbound Calendar Month 99%
baggage 99% of bagsinputted at check-in at -
40minsorgreater before the published
estimated time of departure will have
first attemptto tip at or before -25mins
published established time of
departure during core hours
Each Day . 97% t
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Element Result
9/% of bagsinputted at check-in at -
40minsorgreater before the published
estimated time of departure will have
first attemptto tip at or before -25mins
published estimated time of departure
during core hours.
Inter-terminal 99% of the time 1 shuttle (minimum 1 99%
shuttle system car) isavailable
97% ofthe time 2 shuttles(minimum 1 | 97%
car each) are available
Stands 99% avallability during core hours 99%
Pierservice Moving average % of passengers pier | 95%
served fora rolling 12 month period.
Airline ArrivalsBag 95% of large aircraft flightsto have the | 95%
Service Performance - last bag delivered within 50 minutes of
Standards First and Last on chocks time
Bag Timeson 95% of small and medium aircraft 95%
Carousel flightsto have the last bag delivered
within 35 minutesof on chocks time

In addition to the above, we also assessed the Aerodrome Congestion
Term (ACT), rebate calculations and publication requirements.

Our review included the detailed scope of work outlined above and
included within the Civil Aviation Authority's Request for Quotation
(RfQ)) detailed under Appendix A only, and did not include any other
areas. Specifically it did not include:

+ Airline Service Standard check-in performance queue time element, as
measurement of this element was being implemented at the time of
our review and was not yet operational.

1.3 Limitations of Scope
Because of the inherent limitations of any internal control structure and

the scope and resources limitations of any assurance activity, it is possible

Licensee=/, User=,
Not for Resale,

that errors or irregularities may occur and not be detected. The matters
raised in this report are only those which came to our attention during the
course of performing our procedures and are not necessatily a
comprehensive statement of all the weaknesses that exist or improvements
that might be made.

Our work is performed on a sample basis; we cannot, in practice, examine
every activity and procedure, nor can we be a substitute for management’s
responsibility to maintain adequate controls over all levels of operations
and their responsibility to prevent and detect irregularities, including
fraud.

Any projection of the evaluation of the control procedures to future
periods is subject to the risk that the systems may become inadequate
because of changes in conditions, or that the degree of compliance with
them may deteriorate. Recommendations and suggestions for
improvement should be assessed by management for their full commercial
impact before they are implemented.

We believe that the statements made in this report are accurate, but no
warranty of completeness, accuracy, or reliability is given in relation to the
statements and representations made by, and the information and
documentation provided the CAA, HAL or GAL. We have not attempted
to verify these sources independently unless otherwise noted within the
repott.

During the course of our work there specific testing limitations, as outlined
in section two below.

1.4 Acknowledgement
We would like to take this opportunity to thank the people involved in for

their co-operation during this review.
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2 Executive summary

2.2 Gatwick Airport Limited

The following table summarisesthe key observationsidentified during our review against each of the audit requirementsincluded inthe Civil Aviation Authority's Request for Quotation.
Key observationshave been summarised separately GAL. We have categorised the observationsfrom ourreviewintothe following areas:

e Detailed findings— observationsthat have a direct, or potentially direct, impact on service performance scores, and associated rebates, reporte d by GAL

e Future considerations(service standard specific) — observationswhich relate to the content, and interpretation, of the service standards. Thisincludesinstanceswhere the service
standards are not clear, areaswhere the service standardscould be updated, orissues regarding theinterpretation of the se rvice standard by GAL

e Future considerations (airline operational processes) — observationswhich relate to the way service performance ismeasured, quality assured and reported by GAL.

Key Themes

On the whole ouraudit (andtargeted testing) identified that data isbeingmainly collated, analysed and accurately reported (based on scope of ourtesting) in line with the
requirementsoutlinedin the CSS Handbookand ASS. For context, itisimportant to acknowledge that theway the service standardsregime issetup doesallow for certain level of
discretion and judgement on how measurementsare undertaken inrespect of each service standards.

Discussions with key stakeholders from GAL, the AOC and CAA during the course of thisauditidentified two connected key themesaround strengthening the checksand balances
and governance around the service standardsregime:

e Opportunitiesto enhance thetransparency of how service standardsare being implemented, and calculationsmade.

e The GatwickAOC currently comprisesof two individuals, both working in a part time capacity. Thislimitsthe ability forthe AOC to provide the depth of analysisand challenge to
GAL that both they and the CAA, would desire. Consideration should be given to howthe AOC can be supportedto enhance the level of oversight they provide, and the possibility
of broadeningrepresentation on thisforum.

In addition, below we have also detailed some examplesof potentialimprovementsto the current CSS and ASS processeswhich could enable greater transparency:

e Introductionof guidance material (such aspoliciesand procedures) to support key operational processescovered by CSS and ASS. Thiswould enable greater understanding of
these areas by the AOC.

e Enhancementsto quality assurance checksconducted by GAL acrossthe different service elementsincluded in CSS and ASS.

e  Providing further detail and/or clarification withinthe CSS Handbookregarding how the Standardsare measured. Forexample,whether maze systemsshould be included aspart
of security queue times, and whether out of gauge bagsshould be included aspart of the assessment of arrivalsbag performance.

e Introductionofindependent oversight of aerodrome congestion eventswhich requirejudgement asto whetherthese are 'material’ or not.

Ouraudit also identified a heavy reliance upon spreadsheetsby GAL in the end-to-end service metric calculation and reporting process. GAL have commenced a projectwhich aimsto
systemise as many of these processes as possible, minimisingthe need formanualintervention and manipulation of data aspart of the repo rting process. At the time of our audit, this
project had only just been signed off, and a supplier wasstill being selected.

In addition, our audit identified a number of enhancementsthat GAL should considerto ensure that dataiscaptured andadequately analysed to provide a suitable assessment on
GAL's performance against CSS and ASS measures. Examplesof these are noted below:

e Enhancementsto the processes used by GAL to monitor and independently validate manual queue timesrecorded by GAL'soutsourced third party, OCS. Thisincludesthe
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completeness, and consistency, of recordkeeping by OCS.
e Increased coverage of QSM surveysto assess passenger satisfaction (i.e. offering QSMin otherlanguagesand the inclusion of half completed surveysin the monthly results).
e Enhancementsto spreadsheet controlsused in the calculation of the monthly CSS and ASSresults. Thisincludespassword protection andthe lockdown of key cells.

Ourauditidentified several minor variancesbetween the reported service elementsresultsand the supporting documentation i n place to substantiate calculations. Minor variances
were identified for the following service quality components:

e Inbound baggage
e  Security queue times
e Asset availability

We have provided a number of recommendationsfor GAL'sconsiderationaimed at enhancingthe current operational proceduresin placein orderto minimise the possibility of errors
when collating, analysingand presenting CSS and ASS results. Furtherwe have provided a number of considerationswith regard sto the design of the CSS and ASS requirementsfor
the consideration of the CAA, GAL andthe AOC.

General Observations

During our audit, we identified some general observationswhich do not specifically relate to one or more of the Civil Aviati on Authority'sRequest for Quotation areas. We have
summarised these general observationsbelow:

e Airline representationregarding CSS and ASS at GAL occursthrough two appointed representativeswho form the AOC forum.. These two membersboth operatein a part time
capacity, balancing thisrole with other operational activities. There isa risk this may impact the ability of the AOC to effectively scrutinise GAL service performance. Additionally,
given the small number of representativesforming the AOC, there isa risk of pressure by GAL to pass certain decisionand exemptions. We acknowledge however that the AOC
doesprovide challenge over exemptionsbeing sought, and have declined exemptionsthat have been broughtto themforapproval.

e Guidance material (such as policiesand procedures) was not available in mostinstancesto support key operational processes covered by the CSS Handbookand ASS. We
understand that GAL are currently compiling additional guidance material, however thiswas not available at the time of our review.

e The GAL Finance Analyst providesa critical rolein the calculation and publication of CSS and ASS service performance. Whilst other GAL Finance and operational staff are
aware of some processes and activitiesthe GAL Finance Analyst performs, we identified an overarching key person dependency risk. Additionally, asnoted above, the key
activitiesthat the GAL Finance Analyst performsare not currently documented by way of guidance material or processnotes.

e Ourauditidentified that GAL isheavily reliant uponthe use of spreadsheetsin calculating service performance scores. We identified that these spreadsheetscould benefit from
improved spreadsheet controls (such as the locking down of formula and password protection).

e Ourauditidentified inconsistenciesregarding how data isbeinginput and updated withinkey spreadsheetsused for CSS calculations. In some instances, data wasmanually
entered, whereasin otherinstancesdata isbeing linked to other spreadsheets. We identified that benefit could be obtained from systemisation of service performance

calculationsand reporting, which GAL iscurrently exploring through a systemisation project. Additionally, we identified th at spreadsheetscould benefit for additional consistency
regarding how data isbeing inputand collated.
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Passenger Satisfaction

Audit requirement
Give an objective opinion on whether QSM hasbeen consistently applied according to the licence overtime and acrossterminalsbased on:
e whetherthe current methodology and applicationistransparent

o whetherany changesto update the proceduresare well documentedwith an audit trailand have not inthe opinion of the Auditorsmaterially affected the comparability of the
results compared to the benchmarks set when the scheme wasset up.

Audit observ ation Reference

The methodology for conducting the QSMistransparentin thatthere hasbeen no changesto the QSM questionsordesign since 2003. Any Considerations for the future
changesto the methodology would need to be agreed betweenthe AOC and GAL. Any changesto the questionsor survey calculationswould al so Service standard specific
need to be shared with ORC (third party who support GAL in calculatingmonthly QSM results). The QSM processhas been consistently adopted 71D
across the audit period (January 2015 — December 2015). | .
. . Airport operational processes
Considerations for the future 7 2E
Service standard specific '
e  Whilstwe understand the QSM questionsincludedunder CSS have been reviewed, there hasbeen no substantive change since 2003. We
acknowledge that reviewsof the CSS metricsoccurred in 2007/08 and2012/13.
Airport operational processes
e We were unable to obtainany evidence of an independent review conducted onthe preliminary resultsfor QSM for quality assurance purposes.
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Audit requirement
Review whetherin the opinion of the Auditorsthe methodology and application of the QSM reasonably accord with best market p ractice and are sufficiently objective, unbiased,

reliable and robust to be fit forthe purpose of supporting elementsof the SQRB scheme at Heathrow Airport and in the CSS(R) scheme at GatwickAirport and if not howthe QSM
could be amendedto make it appropriate, and in particular:

e whethersample sizesare statistically adequate to support resultsto the level of confidence required

o whetherthe survey questionsand processes are well designedto obtain a high quality response taking into accountthe wide range of passengersinvolved e.g. UK
originating/other end originating/connecting passengers; business/leisure etc., language and cultural differences; male/female

e whetherthe samplesof passengers and weighting adequately reflect the overall mix of passengers
e towhatextentany changesdesignedto overcome concernsabout the methodology and application would adversely affect the ben efitsof consistency.
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Audit observ ation Reference

QSM survey quotasfordeparting passengersare set on a regularbasisbased on passenger destinationtrends. QSM survey questionshave been
designed to focuson key passenger experiencesthroughoutboth the North and South terminals. Surveyorstarget a wid e range of passengerswith
differing demographics, in line with overall GAL passengerdemographic.

Ourauditdid howeveridentified some considerationsforthe CAA and GAL goingforward which could further enhance the coverage and
transparency of QSM surveys.

Considerations for the future

Service standard specific

QSM surveys are only currently provided in English, there may be an opportunity to provide additional languagesand accessmore feedback.

The currentdesign of the QSM inthe CSS Handbookdoesnotinclude direct measurement, or setting of quotas, forthe passenge rstransfer
experience.

While we acknowledge that the scope of the current CSS regime wasestablished following a processof constructive engagement; thereisa
number of elementsof the wider passengerjourney thatare not currently considered withinthe QSM (for example, availability of baggage
trolleys).

The current methodology for surveying departing passengerspresentschallengesto capturing passengersusing loungesuntil the time of
boarding the flight. The CSS Handbookshould be updatedto clearly state whether businesspassengers are within, orexcluded, from the scope
of QSM surveys.

It should be considered whether the current survey population (0.047% of passengerstravelling through GAL) isrepresentative, particularly in
light of forecast future growth. We are not advocating anincrease in sample ina way that hasto be proportionately linked to the passenger
numbers, justthat there may be valuein revisitingthe number of passengerssampled. We acknowledge that dueto the way statistical survey
sampling isconducted, and how surveysare weighted, an increase in sample size may not provide greaterinsight.

Airport operational processes

QSM surveys may not alwaysbe completed at the mostideal locationsto capture the passengerexperience ata pointin time (i.e. the
passengers security experience isnot captured until the passengerisat the departure gateswhich is well afterthe passengerhasgone through
areas such as security).

At presentany QSM survey thatisincomplete will not be included withinthe calculation of the overall QSM resultsforarrivalsand departures.
Monitoring of actual surveyscompleted against target isconducted usinga manual quotadocument, with the riskof calculationerror.

Wifi functionality available on PDAsused to conduct surveys is not currently being utilised to upload completed surveysreal -time. Furthermore,
ourwalkthrough of the survey process identified oneinstancewhere a surveyor did not save the completed survey whilst they are with the
passenger, potentially enabling survey resultsto be altered before these are saved. We acknowledge that thismay have occurred aspart of
demonstratinghow a survey is completed during the walkthrough phase of our audit.

Surveys are conducted by GAL staff on zero hour contracts. We acknowledge GAL hasconsidered outsourcing, however thiswasrejected on

the groundsof additional costs. There may be value inconsideringindependent (outsourced) surveys to be requested at less frequent intervals
(e.g.say every 2 or5 yearinterval), to complement the surveysundertaken by GAL staff.

Considerations for the future
Service standard specific
7.1C

7.1E-7.1H

Airport operational processes
7.2K-7.2L

7.2N-7.2P

Audit requirement

Report on whetherthere are more effective, accurate or robust measuresof service performance, including (where appropriate) suggesting proven systemsthat are used at other
airports.

Audit observ ation

puaesevator

N/A — Referto analysisin other sectionsabove

Reference

N/A
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Audit requirement
The audit shallalso compare the resultsof the QSM to international surveys of airport quality performance (particularly the Airport Service Quality (ASQ) survey conducted by Airports
Council International), and identify any apparentanomaliesin movementsovertime and offer any possible explanations.

‘ Audit observ ation Reference
Ouraudit comparedresultsfrom the QSM and the ASQ survey in 2015to understand whetherthere wasan apparent anomaly. We identified that Considerations for the future
these two surveys differwith regardsto the questionsasked, calculationsapplied, methodology used, use different scalesand are therefore not Airport operational processes
directly comparable. 7.2M

During 2015 there were variancesin the resultsbetween the two surveyswith the QSM survey results consistently higherthan the ASQ. Belowisa
summary of the survey results which we note may not be directly comparable given the use of different methodology, calculationsand scale.

QSM ASQ
Measure (2015 (2015
av erage) av erage)
Departure Lounge Seating | 4.05 3.562
Cleanliness 4.08 4.04
Way finding 4.18 4.11
Flight Information 4.37 4.16
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Security and Control Posts

Audit requirement

The audit shall focuson these security elementsin the SQRB scheme at Heathrow Airport: Central search, Transfer search, Sta ff search, Control posts(CTA, Cargo, Eastside,
Southside, Terminal 5).

The audit shallfocuson these security elementsin the CSS(R) scheme at GatwickAirport: Central passenger search, Transfer search, Staff search (Terminalsand Crew), External
control postssearch.

The robustness of the current queue measurement systemsand proceduresin each terminal and theirfithessfor purpose in providing the source data forthe SQRB scheme at
Heathrow Airport and in the CSS(R) scheme at GatwickAirport, including within thisassessment the questionsthat have beenraised regarding the consistent measurement of the end
of passenger security queues.

‘ Audit observ ation Reference
Ourauditidentified thatthere isa mix of manual and automated processesbeing used to record security queue time.We encou ntered a number of Detailed findings
difficultiesindependently verifying security queue timesrecorded by OCS against CCTV footage. 6.1
Ourreview also identified a number of considerationsfor the future to furtherenhancethe measurement of the queuetimesat GAL. 6.3-6.5
Detailed findings 6.7
e We identified opportunitiesfor GAL to enhancethe independent validation and monitoring processesused over the third party provider (OCS)

who capturesmanual queue times. . .
; . . ) _ o Considerations for the future
e OCSrecords of queue timewere not available for all time sesgmentswe sampled, despite these falling within the core hoursofthe CSS Service standard specific
Handbook We note that these timeswere at the beginning and end of each day. While we understand from GAL thatthese may relate to 71|
instanceswhere there were no passengers, this hasnot been noted on the queuetime formsOCS retains. :
e Vehiclesusing the Northern Approach Gate are waiting in theroad outside of the security area, creating longer queuesat the external control . .
gate. Thisimpactsupon the security queue time recorded inthislocation. Airport operational processes
e Uni-queue systemsused to manage the flow of passengersthrough the North Terminal general security area have been included aspart of 7.2Q-7.2Y
unimpededtransit time calculationsduring the period of North Terminal construction. Thisdoesnot alignwith the CSS Handbook which requires
these uni-queue systemsto be avoided aspart of unimpeded transit time calculations.
e Five minordiscrepancieswere identified inreported security service metric scoresbetween published information andinformationretained by
GAL in supporting documentation.
Considerations for the future
Service standard specific
e  Premium security iscurrently included within the central security queue calculation which couldlead to queuetimesbeingcapturedthat are not
representative of the average queue time per passenger across GAL.
Airport operational processes
e Aspartof ourtesting, we identified some issues regarding the availability and accuracy of a security monitoring tool used by GAL which could
be used for quality assurance checkson security times. We acknowledge that the affected system is at the end of itslife and we understand
that thisis being replacedin 2016 aspart of GAL'scapital investment programme. While thisisan importantissue and therefore we have
highlightedthisto GAL management, itisout of the scope of the service standards. Detailsof these issues have been providedto, and
discussed with, GAL. However, due to the security implicationsassociated with this observation, the specific detailshave not beenpresented in
thisreport.
e The processforcalculating unimpeded transittimeisbased on the time taken fora member of the AOC to walkthe transit area. Thismay not
be representative of the walking speed of the average passenger
e Activitiesincludedaspart of the general passenger security area (such as passport checks and preparation areasfor screeni ng) differ between o t
Document Sharing Hub
Copyright United Kingdom Civil Aviation Authority
Provided by IHS Markit under License with UKCAA  © 2016 Grant Thornton UK LLP. All rightg reserved. Licensee=/, User=, 10

No reproduction or networking permitted without license from IHS Not for Resale,

Full document details: UKCAA CAP 1564 2016


http://www.avadocuments.com/doc/ukcaa-cap-1564-2016
http://www.avadocuments.com/doc/ukcaa-cap-1564-2016

Civil Aviation Authority | Audit of Service Quality Regulation at Gatwick Airport Limited 1. Backgroundandscope
3. Findings
Appendices

the North and South Terminals, impacting upon comparability. We acknowledge thatthisreflectsa temporary location of security areasduring
construction in the North Terminal.

e Real time monitoring of service elementsduringthe monthisonly available for the general passenger security area in the South Terminal
(which uses an automated system). GAL should consider additional real time monitoring of other service elementsto enhance operational
oversight.

e Acentralised system is not being used to record all security queuetimes, impacting upon central oversight by GAL.

e We identified errorsin the data entry of security queue timesinto calculation spreadsheets. We note that thisdid notimpact uponthe overall
calculation of the service measure forthe month, orrebate calculations.

e However, as part of widerreview and upgrade of CCTV functionality at GAL, consideration should be givento extending the use of CCTV
footage to enableindependent monitoring of security queue timesand asset availability. The Information Commissioners Officer should be
consulted regarding the use of CCTV forthispurpose to ensure that thisisaligned withtheir requirements.

Audit requirement
Whetherthe current grouping of control postsat Heathrow Airportis (i) balanced intermsof usage, (ii) reasonable in terms of substitutability of individual control posts, and (iii) ableto
maintain incentiveson HAL to maintain control post performance levelsacross the campusin order meet the operational needsof the airlines/passengers.

Audit observ ation Reference

N/A — HAL specific measure. N/A

Audit requirement
Whetherthere are more effective, accurate and robust measuresof service performance, including (where appropriate) suggesting proven systemsthat are used at otherairports.

Audit observation Reference
N/A — Referto analysisin other sectionsabove. N/A
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Passenger Operational and Airline Operational Eements

Audit requirement

The audit will considerthe proceduresand systems for measuring availability of the assetsset outin the SQRB scheme at Heathrow Airport . Thisincludesthe following aspects:
Passenger sensitive equipment (general), Passenger sensitive equipment (priority), Arrivalsbaggage carousels, Tracktransit system, Stands, Jetties, Fixed electrical ground po wer,

Stand entry guidance, Pre-conditioned air, Pier-served stand usage.

The audit will considerthe proceduresand systems for measuring availability of the assetsset outin the CSS(R) scheme at GatwickAirport. Thisincludesthe following aspects:
Passenger sensitive equipment (general), Passenger sensitive equipment (priority), Arrivalsreclaim, Inter-terminal shuttle system, Outboundbaggage, Stands, Jetties, Pier service,

Fixed electrical ground power.
The audit shall give an objective opinionon:

whetherthe proceduresand systemsin each terminal are fit for purpose
whetherthey are transparent, well documented and have been consistently applied

whetherthe application of the processes by which specific assets are excluded from the scheme when service quality exclusionsapply (e.g. planned maintenance) have been

consistent with the specificationin the SQRB scheme at Heathrow Airport and inthe CSS(R) scheme at Gatwick Airport

whetherthere are more effective, accurate orrobust measuresof service performance in thisarea, including (where appropriate) suggesting proven systemsthat are used at

otherairports.

‘ Audit observ ation

GAL has established proceduresto capture and calculate monthly asset downtime, and associated availahility, for each asset class included within
the CSS Handbook. The calculation methodsused were inconsistent acrossdifferent asset classes both in regardsto availability calculations, and
the capture of asset downtime/availability.

A separate spreadsheet has been created foruse in calculating availability for each asset class, again creating inconsistency in the approach
adopted acrossthe different asset types. All exemptionsrequire documented approval from the AOC, evidenced through documented me eting
minutes.

Ourauditidentified minor errorsin the calculation of asset downtime for stands. Furthermore, we identified minor discrepanciesbetween CSS scores
reported on the GAL website against supporting documentationand calculation modelsused by GAL. There are also further opportunitiesfor GAL to
enhance the recording and calculation of asset availability measuresat GAL.

Detailed findings

Ourauditidentified minor errorsin the calculationsused in the stand availability spreadsheetsfor March 2015 and July 2015. These calculation
errors did notimpact uponthe rebate payable by GAL.

Ouraudit furtheridentified a minor variance between the asset downtime asperthe monthly supporting calculationand the downtime recorded
within Maximo (GAL'sasset management system).

Minor discrepancieswere identified between reported asset availability data reported on the GAL website and supporting documentation
retained by GAL.

Considerations for the future
Service standard specific

Exclusionsare available for major refurbishmentwork, re-liftingwork, majorinvestment projectsand replacements; however there isno
definition asto what constituteswork of thisnature.

Guidance inthe CSS Handbookforinter-terminal shuttlesiscurrently unclear and could be read asrequiring no shuttleto be available outside
of core hours. We acknowledge that GAL are not currently interpretingthe CSS Handbookin thismanner, but rather are ensuring one shuttle is
availableatalltimes.

Reference

Detailed findings

6.6
6.8
6.9

Considerations for the future
Service standard specific

7.1J
7.1K

Airport operational processes

7.2E

7.2Y-7.2AC
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Airport operational processes

Documentationto evidence that quality assurance checks are performed wasnot availablefor all asset types covered by the CS S Handbook
Furthermore, we identified opportunitiesto enhancethe nature of quality assurance checks being performed by GAL.

At present CCTV footage isnot being used to substantiate asset availability and itisnot the purpose of such a system.

The majority of all assetsdowntime iscaptured viaMaximo, however we identified thatopportunity for further asset types to also be monitored
via Maximo (forexample, shuttle downtime iscurrently capturedin a manuallogbookand excel spreadsheet).

Reports showing asset availability during CSS Handbookcore hours (from Maximo) are not currently being prepared on a frequentbasisto be
used for operational management.

The pierservice modelused by GAL iscurrently complex and requiresseveral different datainputsand manipulations. We have identified
opportunitiesforthisto be simplified to reduce the riskof calculationerror.

There are currently two long standing pier service exemptionsat GAL, which are obtained on a rolling basisfrom the AOC. Consideration
should be given to incorporating these exemptionsinto the CSS Handbookto minimise administration time by GAL and the AOC.
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Aerodrome Congestion

Audit requirement

The audit shall give an objective opinionon:

o whetherthe data collection and communication have been performed subject to adequate processes and proceduresto ensure that they are accurate and complete

e whetherthe airport hasreasonably identified the full list of "material events' asdefined inthe SQRB scheme at Heathrow Airport and in the CSS(R) scheme at GatwickAirport

e whetherthe airport hasreasonably identified the full list of such eventswith a "material operational impact"asdefined in the SQRB scheme at Heathrow Airport andin the
CSS(R) scheme at GatwickAirport

e whetherthe airport hasreasonably applied the "exceptions’ asdefinedin the SQRB scheme at Heathrow Airport and inthe CSS(R) scheme at GatwickAirport.

‘ Audit observ ation Reference

GAL maintainsa Super Log which capturesall potentially material eventsthat occur each day. ThisSuper Log isupdated by the Airside Operations | Airportoperational processes
team aspart of the roles and responsibilities of their shift and includes sufficientdetail on the nature of any events. 7.2E

The CSS Handbookprovidesguidance on whatisconsidered a 'material event' and 'material operational impact. Thisguidanceisreferred to by the

Airside Operationsteam aspart of categorisation of all potentially material events. Whilst guidanceisavailablein the CSS Handbook, categorisation

of eventsrequiresjudgement and we identified improvementsto ensure that quality assurance checks are performed overthisd ecision making.

Considerations for the future

Airport operational processes

e Thereisnoindependent review of quality assurance overthe classification of eventsto assess whetherthese are 'material' in nature,and
therefore fit the definitionincludedwithinthe aerodrome congestionterm.

Audit requirement

Whetherin the opinion of the Auditorsthe airport operator has:

e made reasonable assumptionsabout the number of expected arrivalsand/or departuresduring material eventswith a material op erational impact
e theairport operatorhasmade reasonable judgementsbased upon explicit criteria where there have been contributing causesbeyond itscontrol.

‘ Audit observ ation Reference

Aerodrome congestion iscalculated using a spreadsheet which capturesactual and expected arrivalsand departures, extracted from the core GAL Airport operational processes

airport database. Asnoted above, we have identified improvementsto ensure that quality assurance checks are performed over judgementsmade 7.2E

as part of aerodrome congestion decisionmaking.

Considerations for the future

Airport operational processes

e Thereisnoindependent review or quality assurance overthe classification of eventsto assess whetherthese are 'material’ innature, and
therefore fit the definitionincluded withinthe aerodrome congestionterm.
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Audit requirement
Whether subject to the above the rebateshave been properly calculated.

Audit observ ation Reference

Referto the rebatessection below. N/A

Audit requirement
Whetherthere are more effective, accurate orrobust measuresof service performance, including (where appropriate) suggesting proven systemsthat are used at otherairports.

Audit observ ation Reference

As noted above, independent review aerodrome congestionterm decisionmakingneedsto be implemented by GAL. Thisshould include oversight Airport operational processes
from the AOC. 7.2E

Audit requirement

As part of the above assessment, the Auditorswill investigate and report on the transparency of the decision-making processforthe operation of thismeasure, and on the extent to
which the views of stakeholdersare appropriately captured and considered.

Audit observ ation Reference

Classification of eventsregarding aerodrome congestion are made by the Airside Operationsteam. We identified an opportunity to enhance visibility, | Airport operational processes
and independent challenge of aerodrome congestion calculationsthrough opening thisdecision-making processto a broaderaudience. 7.2AD

Considerations for the future
Airport operational processes

e Regularreportsand information on potentially material eventsare not provided by GAL to the AOC and CAA for theirreview and consideration.
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Airline Service Standards (Gatw ick Airport only)
Audit requirement
The effectivenessof the monitoring of arrivalsbag performance, in particular the robustnessof data collection and calculation of airline performance.

‘ Audit observ ation Reference

Airline bag performanceiscalculated based upon Ground Handler notification of aircraft arrival (on chocks time) and delivery of the last bag. We Detailed findings

identified an automated datainput of on chockstime which could be used by GAL to reduce the possibility of manual data recording error. 6.2

Ouraudit also identified a further area for clarification withinthe CSS Handbookto ensure consistent measurement of thisp erformance measure. Considerations for the future
Detailed findings Airport operational processes:
Ourauditidentified four minor discrepanciesbetween published inbound baggage scoresand supporting documentation retained by GAL. 7.2E

Furthermore, we were also unable to reconcile flight data from theinbound baggage service metric spreadsheet to the rebate calculation
spreadsheet for four of five months. Asa result, we were unable to obtain comfort overthe accuracy of rebate calculationsforthese months.
Considerations for the future

Airline operational processes

e Quality assurance review of last bag timeisnot currently being undertaken, forexample using CCTV footage. In addition,in chockstime is

automatically captured withina system as the aircraft arriveshowever, thisautomatic datafeed isnot currently being used aspart of
calculations.
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Audit requirement
The provision of adequate information to airlinesand to the CAA on the amountspaid and the datesof payments.

Audit observ ation Reference

Service performance information (on both CSS and ASS performance measures)isprovided to the CAA by way of reportspublished on the external | N/A
GAL website, and through information provided to the AOC on a monthly basis. Thisinformation providesa summary of ASS performance forthe
month, including any targetsthat have not been met.

Ourauditidentified thatadequate information appearsto be provided by GAL to the CAA regarding ASS performance.

Calculation and Payment of Bonuses (Heathrow Airport only) and Rebates

Audit requirement

The robustness of the calculationsof bonuses (Heathrow Airport only) and rebates, including the consistent rounding of figuresto the appropriate number of decimal points.

‘ Audit observ ation Reference
Rebatesare calculatedusing a spreadsheet which pullsin performance for each service element thatmonth, broken down by terminal. Rebate Considerations for the future
calculation methodology applied by thisspreadsheet appearsto align withrequirementsper GAL'sConditionsof Use and the Core Service Airport operational processes:
Standards.
7.2H

An annual rebate wash-up calculation isconducted at year end to reflect variations between estimated and actual aerodrome chargesand airline
use. We identified that further training and awarenessof thiscalculationwould be benéeficial.

Considerations for the future

Airport operational processes

e Thereisakey person dependency regardingthe annual rebate wash-up calculation. Whilst the GAL employee who conductedthiswash-up in
2014 isstill employed by GAL, theirrole no longerincludesthisactivity and training hasyet to be provided to the new GAL Finance Analyst.

e Calculationofrebatesdoesnot reflect the mid-year reforecast of passenger numbers, impactinguponthe accuracy of rebate calculationsduring
the year.

7.2]

Audit requirement
The robustness of the calculationsof rebate reduction dueto airlinesnot meeting the airline service standards (Gatwick Airport only).

Audit observ ation Reference

Rebate calculationsare based on monthly CSS performance of each service element. Where a CSS performance target hasnotbeenmet, the GAL | N/A
rebate calculationmodel will checkwhethereach airline hasachieved their ASS targetsand will only pay a rebate if these ASS targetshave been
met.

Ourauditdid notidentify any areasforimprovement regarding the robustnessof calculationswith regardsto airline service standard reductions.
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Audit requirement

The provision of adequate information to airlinesand to the CAA on the amountsof rebatespaid by HAL and GAL , the bonusesearned by HAL, the amountof rebate reduction
(Gatwick Airport only), and datesof payments.

‘ Audit observ ation Reference
A summary of rebate exposure and rebatespaid ispresented on the GAL website. Published rebate informationwasnot available for2014/15 atthe | Considerations for the future
time of ouraudit, but wassubsequently republished. We also identified areaswhere the type of rebate informatio nreported by GAL on theirwebsite | Ajrport operational processes:
could be enhanced. 792G
Airlinesare providedtheirrebate by way of a credit notewith a high level description of the period and service element th e rebate covers. As 7 9]
identified by GAL, there isa need to provide additional informationto airlinesto enhancetheirunderstanding of rebate calculations. '
Considerations for the future
Airport operational processes
e The format of rebate information presented on the GALwebsite variesbetween2014/15and 2015/16,with oneyear presented intable form
and the otherin paragraph form.In addition, published rebate information doesnot reflect any changesto the rebate exposure orrebatespaid
as a result of the annual rebate wash-up.
o Detailsof howrebateshave been calculated hasnot historically been providedto airlineswith theirrebate credit note. GAL intendsto provide
additional information to airlinesgoing forward, however asrebateshad not recently been paid at the time of our review we were unable to sight
this.
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Publication of Service Performance

Audit requirement

The audit shall give an objective opinion on the publication of performance, and (where appropriate) make suggestionsfor possible waysof improving transparency of information to

passengers and otherairlines.

‘ Audit observ ation

As part of ouraudit, we conducted testing over the accuracy and completenessof published service performance information on GAL'swebsite.

GAL publish monthly service performance reportsof service performance. Information included inthese service performance reportsclearly setsout

service performance foreach GAL terminal, both forthe monthand 12 month period. However, we identified the following furth er areaswhich could

enhance reporting on service performance.

Considerations for the future

Service standard specific:

e Service performancereportshad not been published for2016 at the time of our audit fieldwork due to on-going consultationwith the AOC.
Furthermore, there wasno timescale for service performance report publicationin the CSS Handbook.

Airport operational processes:

e Quality assurance checks of service performance reportsby GAL are not currently documented and therefore we were unableto a ssess these
were being performed aspart of our audit.

e Updatesto service performance reportson the GAL website are not clearly communicatedto end usersvia an explanationon the website
notifyingthem of the change andthe nature of amendmentsmade.

Reference

Considerations for the future
Service standard specific:
7.1B

Airport operational processes:
7.2E

7.2F
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Limitations

During our work, we identified that CCTV footage was used by GAL
for the purposes of passenger safety and security. As a result this
impacted our ability to independently assess:

o The accuracy of start and finish times of work orders raised to
record planned/routine maintenance and ad hoc/reactive
maintenance for assets covered by the asset availability measures.
This impacted our ability to independently assess whether asset
downtime for each asset had been accurately recorded by engineers
and contractors at Gatwick.

o The accuracy of manually recorded security queue times (for general
security, transfers, staff, and external control posts) over the period
January 2015 — December 2015. This impacted our ability to
independently assess whether security queue times had been
accurately recorded by OCS, the third party contracted by Gatwick
to record security queues.

o The accuracy of automated security queue times (for general
security) at Gatwick's South terminal. The automated security queue
system applies a number of rules and calculations to determine the
queue time that is recorded.

Furthermore, we were unable to verify asset availability against original
system records due to limitations on the length of time system records
are retained by GAL:

o The accuracy of start and finish times of asset downtime in the
following systems as records are only retained for a period of 99
days:

o SEGS (on chock time' which is used as part of the
inbound baggage performance measure)

o IDAHO (used as part of the measurement of several
asset types under the asset availability performance
measure).
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3  Summary of Key Findings

The following tables below provides a summary of the detailed findings
ratings and considerations for the future for each service component for

GAL.
Detailed Findings Future Considerations
Component Low Service Airline
Standard  Operational
Specific Processes
General Observations - - - 1 5
Passenger Satisfaction - - - 6 6
Security & Control Posts - 2 3 1 9
Passenger Operational
& Airline Operational - - 3 2 5
Elements
Aerodrome Congestion - - - - 1
Airline Service
Standards(Gatwick - 1 - - -
only)
Calculation & Payment
of Bonuses (Heathrow - - - - 4

only) & Rebates
Publication of Service

Performance ) ) ) 1 1
Total - 3 6 11 31
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Within our reports, every finding is given a rating providing a high level view of the adequacy of the internal control environment. These ratings are
described in the tables below. This rating system allows for objective monitoring and comparison of reports and further provides indication to the level
of control weaknesses in place. Whilst we have documented some of the key features below as a guide towards the rating provided this list is not
comprehensive and other factors may have been taken into consideration. The below table provides example features which are considered when
providing ratings to our findings throughout this report.

Finding

rating

Description

Findingsthat are fundamental to the
managementofriskin the businessarea,
representing a weakness in control that
requiresthe immediate attention of
management

Potential Rating Features

Key control not designed or operating effectively
Potential for fraud identified
Non-compliance with key procedures/ standards
Non-compliance with regulation

Service Standard Audit Commentary

In the context of our audit, we typically
identified thathigh priority findingswere
of a nature where controlswere not
designed appropriately and/or not
working effectively in practice.

Important findingsthat are to be resolved by

Impactiscontainedwithin the department and compensating controls
would detect errors

Possibility for fraud exists

In the context of our audit, we typically
identified thatmedium priority findings
were of a nature where enhancement

T line management. Control failuresidentified but notin key controls were identified to the way controlshad
e Non-compliancewith procedures/ standards (but not resulting in key been designed and/or the way in which
control failure) controlswork in practice.
In the context of our audit, we typically
- . . . ) identified thatlow priority findingswere
ngt')':.iﬁtzat |denctj|fy non complr|tan(_::jaW|tth e Minorcontrol weakness of a nature where observationsfor future
L established proceduresoropponuniiesto o, minornon-compliance with procedures/ standards enhancement were identified to the way

further enhance the service quality
framework.

Opportunitiesor observationssurrounding the service quality framework

controlshad been designed and/or
immaterial control weaknesseswere

identified.
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4 Approach

4.1 Service element overview and walkthrough
We obtained an overview of how each service element opetates at GAL
This involved meeting with key stakeholders responsible for the
oversight and delivery of each service element. We also met with
stakeholders at GAL who collated and published the service element
results on a monthly basis.

During this process we conducted site visits to GAL and sighted key
operational activities that supported the collation and analysis of data for
the service element. We also obtained and reviewed key documentation
relevant to each service element.

4.2 Audit procedures
Based upon our understanding of each service element, we developed

an audit procedure specific to GAL. These audit procedures guided our
testing approach in the following areas:

+ Review of calculations, models and systems
» Validation of data inputs

o Reasonableness of calculations

o Recalculating rebate/bonus payments

e Publication of service standard results.
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4.3 Review of calculations models and systems
We inspected the key Excel workbooks that are used for each setrvice
element calculation to assess the integrity of data and calculation
methods used. This included an assessment of:

o Security controls in place to prevent unauthorised access or
accidental modifications to the spreadsheet (e.g. password
protection)

o Change controls in place to ensure modifications are appropriate
and authorised (e.g. change logs)

o Formula accuracy, macro (automated routines) and external links
assessment using a specialist Excel auditing tool called XL Audit’.

Furthermore, we have tested the methodology used by third parties to
weight the QSM scores by passenger numbers by independently re-
performing the weighting for a sample month and comparing to the
outputs provided to the airport. This has been performed using our data
analytics software, IDEA, by taking the raw passenger data and QSM
survey inputs and transforming it using the algorithm rules.

4.4 Validation of data inputs
Applying a sample testing approach, we validated key data inputs for
each service element. This validation included the review of:

o« Maximo work orders raised for asset downtime

o CCTV footage for both security and control post obeue times
ocuments
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«  Material event documentation, to support aerodrome congestion
calculations.

4.5 Accuracy of calculations
We reviewed key supporting calculation models and spreadsheets for
each service element to assess whether these had been designed
appropriately (in line with service quality requirements) and were
operating effectively in practice. Testing in this area included activities
such as:

o Tracing data inputs through from data input to the externally
published service performance results —including where different
spreadsheets are used as part of the service element calculation

« Testing key formulae within calculation models/spreadsheets to
assess whether these are in line with the requirements of the service
standard calculations

«  Obtaining supporting documentation for any exemptions /
exclusions, including evidence of approval from the AOC and other
relevant parties.

4.6 Recalculation of rebate / bonus payments
As part of our review of the reasonableness of service element
calculations, we took a sample based testing approach to recalculate a
sample of rebate/bonus payments throughout of audit period. This
included:

o Testing key formulae within rebate/bonus payments
models/spreadsheets to check these are in line with requirements
calculations within the service standards

o Testing to ensure rebates/bonuses have been calculated based on

reported service quality results for the relevant period (including
Airline Service Charges for GAL)
o Highlevel review of annual rebate wash-up process.

4.7 Publication of service standard results
For each service element, we compared a sample of service element
results across our testing period to published results of the external
websites of GAL.

4.8 Comparison to good practice
Throughout our review, we considered the operational practices at GAL
compared to other good practice we have observed elsewhere within the
sector, similar organisations and other regulators.
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5 Service Element Overview

Passenger satisfaction

Passenger satisfaction is measured via Quality of Service Monitor (QSM)
surveys, which use a pre-defined set of questions to assess passenger
satisfaction across the following elements:

o Departure lounge seating availability
o Cleanliness

o Way-finding

« TFlight information.

Surveys are conducted by GAL staff using hand held devices. The
surveys take place across both the North and South Terminals, in either
a departure lounge for departure passengers, or within the arrivals
concourse for arrivals passengers.

Survey quotas are prepared on a regular (usually monthly) basis to target
passengers that are surveyed. Quotas include both the total number of
passengers to be surveyed for the month, along with the destination
they are travelling to (for surveys of departure passengers).

Completed surveys are downloaded to the GAL network at the end of
each surveyor's shift. GAL Matket Research staff review and spot check
survey results during the month to ensure data quality. At month end,
survey data is sent by GAL to a third party (ORC), who specialise in
business intelligence. ORC apply a weighting factor to survey results to
ensure results for the month reflect actual passenger numbers travelling
through each terminal, and the percentage of passengers using particular
services (such as toilets). Further weightings and calculations are applied
based on flight destination, time and other agreed factors (including any
approved exemptions).
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Passenger satisfaction scores are presented for the month and on a
moving annual total basis. Final scores are reviewed by the GAL Market
Research team each month.

Security and control posts
GAL measures security queue times across both North and South
terminals for:

o Central passenger search

» Flight connections

« Staff search

» External control posts (Northern approach gate).

Central passengersearch

GAL is currently utilising two different approaches for measuring and
monitoring central passenger search queues in the airport. Queue times
are manually recorded by a third party (OCS) in the North Terminal,
whereas an electronic system is used to monitor queue times in the
South Terminal. We understand that GAL intend to roll out the
electronic queue management system in the South Terminal as part of
the current development works that are taking place.

GAL security conduct random checks of security queue times (on a
weekly basis) to verify the accuracy of queue times recorded by OCS or
via the automated queue management system.

North Terminal

Within the North Terminal, GAL have contracted a third party (OCS)
to manually record security queue times during core hours. One
passenger is selected at random each 15 minute period during core
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hours as they enter the screening area. Queue timing commences when
the passenger enters the security area, or another point as agreed by the
AOC. The OCS queue timer continues to manually record the queue
time until the passenger reaches the start of a roller bed, and are in a
position to retrieve a tray to place their belongings in for security
screening.

OCS staff record queue times on a manual document and call these
through to the GAL Control Centre every 15 minutes. The GAL
Control Centre are responsible for manually recording queue times
within the OPM system. A daily summary of security queue times from
OPM is provided to management for review.

The GAL Finance Analyst calculates CSS secutity queue times each
month based on information entered within OPM. Allowable exclusions
(where AOC approval has been provided), and unimpeded walk time are
removed as part of these calculations.

South Terminal
GAL utilises an automated security queue system (QSM system) to
measure passenger secutity queues within the South Terminal.

All passengers departing from the South Terminal must scan their
boarding pass at an electronic gate as they enter security, which records
an image of the passengers face (with an accompanied time stamp). Due
to system limitations, these is nota 100% success rate on photo capture
for all passengers, however a large proportion of passengers are being
included.

Secondary cameras are in place in each security lane which capture
passengers when they reach the start of the roller bed and are ina
position to be able to retrieve a tray for their belongings. The QMS
system calculates the security queue time for the 15 minute segment on
the security queue time of the fifth passenger that passes through a
security lane. This ensures that security queue times are based on

security lanes that are being actively used throughout the 15 minute

period.

Security queue times are automatically recorded in the QSM system, and
can be tracked using real-time monitoring software in the security area.
Queue times recorded in the QSM system have automatically removed
unimpeded walk time.

The GAL Finance Analyst calculates CSS secutity queue times each
month based on information in the QSM system.

We understand that GAL would conduct manual queue timing if the
system went down, or if queues extended beyond the electronic gates at
any time during core hours.

Flight connections

GAL have contracted OCS to manually record queue times for flight
connections, across both the North and South terminals. Given the low
volume of passengers who use flight connection facilities, GAL are not
currently exploring systemisation in this area.

OCS staff select one passenger at random each 15 minute period during
core hours as they approach the transfer area. Queue timing commences
when the passenger presents their boarding card to the security officer
in the transfer area, and concludes when the passenger reaches the start
of a roller bed, being in a position to retrieve a tray to place their
belongings in for security screening.

OCS staff record queue times on a manual document throughout the
day. At the end of each day, the OCS Administrator manually enters
these queue times into a queue time spreadsheet and submits this to the
GAL Finance Analyst.

Staff search
Staff security queue times are measured across five different areas within
the North and South terminals, as follows:

o North Terminal — Staff (Departures Hall)
Documents
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o North Terminal — Staff (Arrivals Hall)
« North Terminal — Jubilee House

e South Terminal — Staff

o South Terminal — Atlantic House.

OCS manually measure staff security queue times on behalf of GAL.
Similar to tlight connections, the low volume of staff who pass through
these search areas means thereis no current plans for systemisation in
this area.

OCS staff select one staff member in each of the five different staff
search areas at random each 15 minute period during core hours. The
location at which the queue timing starts differs between each staff
search area, however in each case has been agreed with the AOC.
Security queue times conclude for all staff search areas when staff are in
a position to retrieve a tray to place their belongings in for security
screening.

OCS staff record queue times on a manual document throughout the
day. At the end of each day, the OCS Administrator manually enters
these queue times into a queue time spreadsheet and submits this to the
GAL Finance Analyst.

External Control Posts — Northern approach gate

As with flight connections and staff search, GAL have contracted OCS
to manually record security queue times for the northern approach gate
external control post. The CSS Handbook currently only requires
security queue times to be measured for the northern approach gate.

OCS staff select one vehicle at random each 15 minute period during
core hours. Queue timing commences when the vehicle turns off the
main road, towards the control post. The OCS staff member continues
to record the queue time until the vehicle is fully within the control 'pen
and has stopped moving. Where no vehicles enter the external control

post during the 15 minute period, this is recorded as a nil queue time by
OCS.

1
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In line with processes for flight connections and staff search, OCS staff
record queue times on a manual document throughout the day. At the
end of each day, the OCS Administrator manually enters these queue
times into a queue time spreadsheet and submits this to the GAL
Finance Analyst.

Passenger operational and airline operational elements
The CSS Handbook requires GAL to measure the availability of a

number of assets, actoss both the North and South terminal, as follows:

o Asset availability (jetties, fixed electronic group power, passenger
sensitive equipment, and arrivals reclaim)

o Outbound baggage

o Inter-Terminal shuttle system

o Stand availability

o DPier service.

Asset availability (jetties, fixed electronic group power, passenger
sensitive equipment, and arrivals reclaim)

GAL has established asset maintenance plans for each asset, which
include planned dates when different maintenance activities are
performance. Any assets requiring corrective maintenance are notified
to the GAL fault team through a notification line.

Asset availability at GAL is managed via Maximo, an asset management
system. All maintenance work, whether planned or reactive, is recorded
as a work order within Maximo. Engineers, and contractors, are
allocated Maximo work orders and are responsible for performing
maintenance and work required. Engineers, and contractors, are
required to close work orders directly in Maximo, which then
automatically calculates downtime for that asset.

The GAL Finance Analyst generates a Maximo extracts each month (or
more regularly where time allows), which shows asset downtime by asset
and downtime type (corrective maintenance, planned maintenance etc.).
These reports are incorporated into an asset availability spreadsheet
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(maintained separately for each asset type) which calculates all downtime
for the asset over the month.

Asset availability spreadsheets are sent by the GAL Finance Analyst to
the GAL Engineering Managers for their review. Any amendments
required (due to data entry errors etc.) are manually applied by the GAL
Finance Manager in the asset downtime spreadsheets, as amendments
cannot be made directly within the Maximo system.

Outbound baggage

GAL operates an automated baggage system (SAC), from passenger
drop off of bags at check-in to delivery of bags to Ground Handlet's
trolleys. Baggage is scanned throughout its route (including at check-in,
or when the bag first enters the baggage system), allowing for real-time
baggage tracking through the SAC system.

An automated daily data upload of baggage information occurs between
the SAC system and a system managed by a third party (ENGIE).
ENGIE analyse baggage information to report daily performance
against CSS targets. The algorithms run by ENGIE as part of this
analysis have been presented to, and agreed by, the AOC. The
Engineering Services team review baggage performance daily, and
follow up any unusual results with ENGIE, as required.

Inter-Terminal shuttlesystem
GAL operates an inter-terminal shuttle service between the North and

South Terminals for passengers. As these shuttles are classed as a 'train'
under Office of Rail and Road regulation, a shuttle logbook is
maintained which captures all downtime, and the associated cause, on a

daily basis.

The Shuttle Engineering team manually enters information from this
shuttle logbook into a Shuttle Performance Dashboard spreadsheet each
day. As part of this data entry, the shuttle downtime is classified to
reflect whether this occurs within core hours (per the CSS Handbook)
and whether downtime relates to a single or double shuttle outage. The
Engineering Manager conducts an independent review of the Shuttle

Performance Dashboard spreadsheet to the shuttle logbook to ensure
data accuracy.

Stand availability

GAL stand availability is monitored real-time by the Gatwick Control
Centre through the Stand Planning system. All stands that are closed
(either due to planned or reactive maintenance) are logged in the Stand
Planning System to prevent aircraft from inappropriately being directed
to these locations when they land.

The GAL Airside Operations Team also maintain a Stand Availability
spreadsheet, which captures all stand closures and the associated reason
for closure. Various formulae ate applied to this spreadsheet to identify
whether the stand outage occurred during core hours, and the total
duration of the closure. All stand closures are reviewed by the Airside
Operations team on a monthly basis back to planned work plans, and
known reactive outages.

Pier service

GAL calculates the number of passengers using pier service stands,
compared on remote stands, manually using a dedicated pier service
spreadsheet.

GAL Flight Planners record real-time the stand used by each aircraft,

along with reasons why a aircraft used a remote stand (where

applicable). On a monthly basis, the GAL Finance Analyst extracts a

number reports and extracts from different GAL systems which set out

flight and stand information, as follows:

o System extract showing the reasons why aircrafts used remote
stands

o Details of flights, and associated passenger numbers, that used
remote stands during the month

o Number of passengers coached from remote stands.

The GAL Finance Analyst analyses the various data inputs to determine
which aircraft, and passenger numbers, were served from remote stands.
For each of these aircraft, the reason for use of remoteﬁtands is
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reviewed to determine whether this fits within allowable exclusions (per
the CSS Handbook). The pier service calculation also includes further
AOC approved exemptions (where applicable), that represent particular
events that took part during the month.

Pier service scores are presented both for the month, and on a moving
annual total basis.

Aerodrome Congestion

GAL are required, under the CSS, to pay rebates to airlines where
selected 'material events' occur that cause a 'material operational impact'
to airport movements.

GAL Duty Managers, and their team, record all potential material events
into a superlog spreadsheet on a daily basis. The GAL Assistant Airside
Compliance Manager reviews all potential material events recorded in
the superlog each week to determine whether these meet the
requirements of a ‘'material event', and to consider whether these havea
'material operational impact'. Guidance on what constitutes a 'material
event' and 'material operational impact' are provided in the CSS
Handbook.

A monthly analysis of all 'material events'is conducted to determine the
maximum cumulative arrival movement deferred, and therefore the
impact the 'material event' has on passengers. The analysis is completed
based upon the actual aircraft flows, compared to the reference flows.
Only where these is a different between these flows is a rebates payable
to airlines.

Airline service standards
The GAL Airline Service Standards include the following two service
elements:

o Check-in performance: Queue time
« Arrivals bag performance: First and last bag times on carousel.

Check-in performance: Queue time

At the time of our review, GAL were still determining the methodology
to be used in measuring check-in queue times. As such, formal tracking
of this measure had yet to commence.

Arrivals bag performance: Firstand last bag times on carousel

GAL records the 'on chocks' time for aircrafts through manual
notification from Ground Handlers to the Gatwick Control Centre, and
through an automated time stamp from 'SEGS' (the system that records
when an aircraft is on the stand, or 'on chocks'). This 'on chocks' time
forms the start of the time period measured under this service element.

Ground Handlers are responsible for transporting baggage from aircraft
to the reclaim belts (both normal baggage and out of gauge items) and
for contacting the Gatwick Control Centre to record the time the last
bagis delivered. The GAL Gatwick Control Centre log this last bag time
in IDAHO.

The GAL Finance Analyst analyses arrivals bag performance each
month using a DIDFLY IBB spreadsheet. This spreadsheet
incorporates IDAHO extracts (of 'on chocks' time and last bag time)
with information on the aircraft type to assess whether bags were
delivered in line with agreed timelines. Any AOC approved exceptions
are manually applied in this spreadsheet by the GAL Finance Analyst.

Publication of service performance

The GAL Finance Analysis is responsible for collating all CSS and ASS
service performance results each month from operational staff
responsible for each service area. Monthly results (for both CSS and
ASS service measures) are captured in a 'CSS Performance Tracker'
spreadsheet. Any allowable exclusions (i.e. where AOC approval has
been provided) are removed by the GAL Finance Analyst as part of
final performance calculations for each service measure.

GAL uses an external agency to format the final service performance
results for each month. An internal review of this publication occurs by
the GAL Finance Analyst, and another member of the Finance team, to
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ensure data accuracy before these results are uploaded onto the GAL
external website.

Calculation and payment of rebates

The Gatwick Conditions of Use sets out the nature of rebates payable to
airlines where CSS targets are not met. GAL's total annual rebate
exposure is capped at 7% of revenue from core service charges. Rebates

are calculated on a monthly basis, with separate calculations performed
for the North and South Terminal.

GAL's rebate exposure for each month is calculated within the CSS
performance tracker. Rebate exposure for each month is based on total
estimated core service charges, estimated passenger numbers and the
total rebate exposure for each service elements (per the Conditions of
Use). This rebate exposure is further broken down by airline based on
their share of core service charges and passenger numbers for the
terminal.

The GAL Finance Analyst collates monthly CSS and ASS compliance
within the CSS performance tracker on a monthly basis. Where a service
element has been breached, the rebate payable is calculated within the
Rebates spreadsheet. This spreadsheet links into the CSS performance
tracker to identify breaches of CSS and ASS targets, and calculates the
rebate payable based upon each airline's share of core service charges
and any discounts payable (generally through variations to rebate
calculations agreed by Gatwick and the aitline in their bilateral

Licensee=/, User=,
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contracts). Rebates are only payable to airline where they have paid core
service charges to GAL and they have met ASS targets.

Rebate calculations are performed by the GAL Finance Analyst are
reviewed by an independent member of the Finance team. Rebates are
calculated on a monthly basis and are paid to aitlines (by way of a credit
note) on a quartetly basis.

At the end of the financial year, the GAL Finance team completes a
wash up exercise to determine the actual rebate payable to each airline
based on the actual passenger traffic and core service charges. The
variance in the calculation of the annual rebate compared to rebates paid
during the year are made via a wash-up credit note / invoice to each
airline.
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6 Detailed findings

The following observations were identified during our review as having a direct, or potentially direct, impact on service per formance scores, and

associated rebates, reported by GAL.

6.1 Medium

Independent validation and monitoring of security queue times

Finding and Implication

Proposed action

Agreed action (Date/ Ownership)

Finding

GAL currently contracts a third party, OCS, to manually
record queue times for all areas covered by the core service
standards, except South Terminal general search (w hich
utilises an automated queue time system).

GAL Security Team Leaders conduct independent spot
checks of queue times recorded by OCS. These spot checks
occur over all security areas w here manual queue times are
recorded, and across different time segments. The outcome
of these spot checks enable GAL to monitor queue timers on
an on-going basis via Security Team Leaders generating
their ow nsecurity queue times and comparing these w ith the
third party.

As part of our audit, w e selected a sample of 45 time slices
(within the CSS core hours) across February 2016 and
March 2016 to independently recalculate OCS recorded
queue times. Our sample w as spread across all security
screening areas, being North Terminal passenger central
search, North and South Terminal passenger flight
connections, North and South Terminal staff search and
external control posts. We w ere unable to validate OCS
manual queue times retrospectively in 30 of the 45 time
slices selected for testing.

We support GAL's decision to implement facial
recognition softw are for passenger search in the
North Terminal. Once in place, this will remove
the need for OCS to manually record security
queue times in this area.

GAL should review the methodology adopted to
independently spot check queue times recorded
by OCS. Consideration should be given to
increasing the number of spot checks conducted
to ensure that OCS are correctly recording
manual queue times across GAL. As part of this,
formal requirements should be in place to
evidence spot checks have occurred and the
results of these.

Gatwick monitors the performance of our queue
timing contractor very closelyto ensure good
performance by undertaking spot checks of the
times generated. Good performance of this
contractor is very important for our ability to
effectively roster our staff. In our view this
method of monitoring is effective.

In the short term we also note that the
technology used for capturing queue times in the
North Terminal will move to an automated
system.

With regard to the recommendation that checks
may not operate effectively due to few checks
being undertaken early inthe morning or late at
night our systems of forecasting passenger
flows and rostering means that we have a very
good picture of expected passenger flow, and if
the passenger throughput profile changes then
we would expect to undertake more tests early
in the morning.

As is good practice we suggest we continue to
use a risk based approach to ﬂdation and
Fa¥al

pocuments

Provided by IHS Markit under License with UKCAA  © 2016 Grant Thornton UK LLP. All rights reserved.
No reproduction or networking permitted without license from IHS

Full document details: UKCAA CAP 1564 2016

Licensee=/, User=,
Not for Resale,

Document Sharing Hub

31



http://www.avadocuments.com/doc/ukcaa-cap-1564-2016
http://www.avadocuments.com/doc/ukcaa-cap-1564-2016

Civil Aviation Authority | Audit of Service Quality Regulation at Gatwick Airport Limited 1. Backgroundandscope

2. Executive Su mmari

Appendices
6.1 Medium Independent validation and monitoring of security queue times
Finding and Implication Proposed action Agreed action (Date/ Ownership)
We acknow ledge that GAL are implementing facial target our spot checks at times when
recognition softw are for passenger search in the North passengers are using the facility in sufficient
Terminal. Once implemented, this willremove the need for numbers.

OCS to manually record security queue times in this area. ) o ) .
A final observation is that this testing was

Implication undertaken using CCTV system as the chosen
method for testing. This is not the intended
function of this system and it was not suitable for
retrospectively testing queue times (This does
however not affect its primary function). This

There is a risk that manual security queue times recorded by
OCS do not accurately reflect the queue times passengers
face, impacting upon the accuracy of service reporting.

Furthermore, our testing identified a risk that independent meant the testing results cannot betreated as
spot checks of OCS manual queue times conducted by GAL conclusive. Itis therefore not clear that

may not be designed or operating effectively. For example, additional controls are needed.

few checks are currently occurring during early morning or

late at night.

Date Effective: Implementation of the automated
security measurement system inNT is currently
anticipated in Autumn of 2016

Owner: Peter Lederer

AOC comment:

The North Terminal is moving to automated
gqueue measurement from August 2016 at this
point the recommendation is no longer valid.

GAL note:

no further update needed
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6.2 Medium

Inbound baggage score discrepancies

Finding and Implication

Proposed action

Agreed action (Date/ Ownership)

Finding

The inbound baggage service metric w as firstintroduced in
April 2014. Since its introduction, GAL have made several
changes and enhancements to the way in w hich this service
metric is calculated, including a full review of the calculation
methodology being applied one year after this was
implemented.

Our audit identified six discrepancies betw een inbound
baggage service element scores as per the published results
and the supporting documentation retained by GAL.

We tested a sample of five months' calculations of inbound
baggage performance scores and compared these against
scores that had been externally published. Our testing
identified four variances betw een the internal calculation
spreadsheet used by GAL to calculate the service measure,
and the published service performance results (on the GAL
w ebsite). We understand that amendments have been made
by GAL to their inbound baggage score calculation model,
w hich have led to variations betw een internal calculations
and information published on the GAL w ebsite. Refer to
Appendix F for further details.

We also review ed how inbound baggage service metric
scores are used as part of rebate calculations. For four of
the five months w ereview ed, w e w ere unable to tie flight
data from the inbound baggage service metric spreadsheets
into the rebate calculation spreadsheet. Investigation of
these variations by GAL identified that these discrepancies
are due to errorsin a pivot table used to calculate total flight
numbers (airlines that do not fly on a regular basis w ere not
being picked up within the pivot table). We acknow ledge that
as Airline Service Standard results reduce rebates payable
by GAL, the variations identified as part of our testing
indicate that GAL may have overpaid rebates to airlines,
rather than additional rebates now being payable.

We support the initiative taken by GAL to
introduce quality assurance checks of all service
element scores prior to these being published.
The nature of checks conducted as part of this
review should be review edin light of the
variances identified to ensure that sufficient
checks are being conducted.

GAL should retrospectively update any input
variances w ithin the rebate spreadsheet and the
published results to reflect the actual results.

GAL should explore the systemisation of
inbound baggage score and rebate calculations

as part of the wider system improvement project.

In relation to where differences existed between
what was published on the GAL website and the
supporting documentation, these have now been
updated to reflect the correctIBB scores. Going
forward further quality assurance reviews will
take place to reduce the likelihood of thisissue
re-occurring.

In relation to the second point, that being where
the rebate calculation model did not pick up all
the flights in the IBB model, this highlighted a
very minor discrepancy which resulted in a very
small number of flights being missed out of the
rebate calculation (to the rebate value of £432).
To eliminate the risk of this re-occurring, a
simple check has been implemented whereby
the total number of flights in the rebate model is
cross checked to the total number of flights in
IBB model.

Date Effective: 01.06.16

Owner: Mark Browse

AOC comment:

No further comment

GALnote:

No further update
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6.2 Medium Inbound baggage score discrepancies

Finding and Implication Proposed action Agreed action (Date/ Ownership)

Implication

There is arisk that inaccurate service element scores are
reported, w hichw ould result to either financial loss (via
rebates payable) or reputational damage.

Furthermore, there is a risk that rebates are inaccurately
calculated, leading to either financial loss for GAL. We
acknow ledge that the materiality of this is low, with GAL's
recalculation of rebates show ing that the total value of this
variation w as £432 over a six month period.

We acknow ledge that the top 20 airlines at GAL represent
the majority of all traffic through the airport. This observation
relates only to airlines that do not use GAL on a regular
basis, and therefore are do not comprise a material impact
upon operations, or rebate calculations.
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6.3 Low

Manual queue time records captured during core hours

Finding and Implication

Proposed action

Agreed action (Date/ Ownership)

Finding

GAL has contracted OCS to conduct manual queue times on
their behalf for all areas included in the CSS Handbook,
except the South Terminal general passenger security
search (w hich utilises an automated queue time system).
OCS capture all queue times on manual documents, w hich
are input into a queue time spreadsheet each day by an
OCS Administrator.

As part of our review,w e selected a sample of queue times
that OCS have manually recorded to tie OCS documentation
into GAL queue time calculation models, and back to CCTV
records. In all 15 samples selected relating to North
Terminal general passenger security search w e identified
time periods that fall within the CSS Handbook core hours
that did not have a queue time recorded. These are as
follow s:

e 17 February 2016 — No queue times have been
recorded betw een 2.30am — 3.15am, and 8.30pm —
10.30pm

e 23 February 2016 — No queue times have been
recorded betw een 8.30pm — 10.30pm

e 1 March 2016 — No queue times have been recorded
betw een 7.45pm — 10.30pm.

Discussions w ith GAL staff noted that the above blank
records are due to no passengers going through security
during these times. How ever, this is not noted on the OCS
manual gueue forms.

Furthermore, our review of passenger numbers for February
2016 (as recorded in the OPM system) identified that a small
number of passengers w ere going through during this time.
GAL staff noted that these passengers w ere likely to be GAL
staff or cleaners who had inappropriately been captured as

GAL should remind OCS of the need to note

dow nw here no passengers pass through
security during core hours.

Gatwick will undertake a training refresher of
OCS to ensure the process matches
requirements as defined in the CSS handbook
and the queue timing contract, including noting
periods when not passengers use a facility.
GAL believes that their current method of
checking the third part queue timing company,
OCS, isvalid and relevant and does not propose
to alter this process.

Date Effective: 01 07 2016

Owner: Peter Lederer

AOC comment:

The introduction of automated queue
measurement will replace this recommendation.

GAL note:

No further update

Provided by IHS Markit under License with UKCAA  © 2016 Grant Thornton UK LLP. All rights reserved.
No reproduction or networking permitted without license from IHS

Full document details: UKCAA CAP 1564 2016

Licensee=/, User=,
Not for Resale,

Documents

Document Sharing Hub

35



http://www.avadocuments.com/doc/ukcaa-cap-1564-2016
http://www.avadocuments.com/doc/ukcaa-cap-1564-2016

Civil Aviation Authority | Audit of Service Quality Regulation at Gatwick Airport Limited 1. Backgroundandscope

2. Executive Su mmari

Appendices
6.3 Low Manual queue time records captured during core hours
Finding and Implication Proposed action Agreed action (Date/ Ownership)
passengers.
Implication
There is a risk that published security queue times do not
represent actual security queue times were OCS are not
maintaining full records during core hours.
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