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Disclaimer

▪ This report has been prepared by FTI Consulting LLP (“FTI”) for the Civil Aviation Authority (“CAA”) in connection with assessing Heathrow Airport 
Limited (“HAL”) consumer acceptability testing under the terms of the CAA’s engagement letter with FTI dated 3 February 2021 (the “Contract”) 
and contract variation expiring 31 March 2022.

▪ This report has been prepared solely for the benefit of the CAA in connection with assessing HAL’s consumer acceptability testing and no other 
party is entitled to rely on it for any purpose whatsoever.  

▪ This report may not be supplied to any third party without FTI’s prior written consent which consent may be conditional upon any such third 
party entering into a hold harmless letter with FTI on terms agreed by FTI. This report is not to be referred to or quoted, in whole or in part, in 
any registration statement, prospectus, public filing, loan agreement, or other agreement or any other document, or used in any legal, arbitral or 
regulatory proceedings without the prior written approval of FTI. FTI accepts no liability or duty of care to any person (except to the CAA under 
the relevant terms of the Contract) for the content of the report. Accordingly, FTI disclaims all responsibility for the consequences of any person 
acting or refraining to act in reliance on the report or for any decisions made or not made which are based upon such report.

▪ The report contains information obtained or derived from a variety of sources. FTI does not accept any responsibility for verifying or establishing 
the reliability of those sources or verifying the information so provided. 

▪ Nothing in this material constitutes investment, legal, accounting or tax advice, or a representation that any investment or strategy is suitable or 
appropriate to the recipient’s individual circumstances, or otherwise constitutes a personal recommendation. 

▪ No representation or warranty of any kind (whether express or implied) is given by FTI to any person as to the accuracy or completeness of the 
report.  

▪ The report is based on information available to FTI at the time of writing of the report and does not take into account any new information which 
becomes known to us after the date of the report. We accept no responsibility for updating the report or informing any recipient of the report of 
any such new information. 

▪ This report and its contents are confidential and may not be copied or reproduced without the prior written consent of FTI.

▪ All copyright and other proprietary rights in the report remain the property of FTI and all rights are reserved.
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Scope of the project
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The Civil Aviation Authority (“CAA”) has commissioned FTI Consulting (“FTI”) to support the CAA in understanding and forming a view on 
Heathrow Airport Limited’s (“HAL”) consumer acceptability testing research. The research was undertaken by Yonder1 and presented as part of 
HAL’s H7 Updated Business Plan (“UBP”) submission.

The purpose of this report is to:

▪ consider the research brief and methodology used for the acceptability testing;

▪ provide a view on HAL’s interpretations of the results; and 

▪ consider the wider context for the research, limitations and other information that could be considered as part of the Passenger Service 
Charge (“PSC”) assessment.

This included the review of the following documents:

▪ HAL’s UBP Chapter 4.0, “H7 consumer insights updates”

▪ HAL’s research brief to Yonder, “Research Brief – Acceptability Testing of Future Passenger Service Charge”

▪ Yonder’s report, “Passenger Service Charge acceptability testing research”, April 2021

1 Yonder is a multi-disciplinary consulting firm specialising in independent market research.
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Overview of Yonder’s research brief 
and methodology
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As part of its UPB, HAL presented the results from additional ‘consumer 
acceptability testing’ of its proposals

▪ HAL commissioned Yonder to:1

1. “Understand prior knowledge of the PSC from consumers 
(current and potential users of Heathrow), what they 
believe it consists of, and what they believe it is used for”;

2. “Understand consumer views once informed of the key 
information, contrasted against the prior view”

3. “Understanding of what consumers feel is an acceptable 
level for an airport to be charging in return for delivering 
these services to passengers”

4. “Acceptability of the different proposed service 
improvements that Heathrow intends to make”

5. “Understand consumer acceptability of the 2-3 potential 
resultant passenger service charges for H7 for delivering 
these service improvements”

▪ Key guidance from HAL included:

❑ Quantitative focus with high-level qualitative phase for 
context

❑ Representative sample of current and potential 
passengers, including the ability to assess sub groups, such 
as business vs leisure, direct vs connecting

❑ Questions cognitively tested for understandability

❑ Monadic survey design, testing PSC options in isolated 'test 
groups’, meaning respondents do not compare and contrast 
options

▪ HAL raised the possibility of carrying out further work, 
including comparison between PSCs. However, this does not 
appear to have been undertaken based on the documents 
received.

HAL’s research brief Yonder’s consumer acceptability testing methodology

Stage 1: Qualitative survey

▪ Designed to provide contextual background

▪ Aid survey design for the quantitative phase

▪ Focused on three key areas:
❑ Awareness of the PSC
❑ Services / facilities related to the PSC
❑ Potential service improvements and impact on PSC

▪ In depth 1-on-1 interviews with 20 passengers (16 UK, 2 US, 1 
Indian, 1 German), covering a number of sub groups

Stage 2: quantitative survey

▪ Designed to test awareness of PSC and responses to PSC 
options

▪ Randomly allocated to groups, which were shown 1 of 3 
proposed PSCs: £26.46, £31.27 and £41.43, as well as the 
control (2020 PSC, £23.56)

▪ Each PSC option presented a number of service 
improvements (see Slide 14). Options 1 & 2 offered 9 
improvements - Option 3 offered 2 improvements

▪ Focused on quantifying three key areas:
❑ Awareness of the PSC
❑ Acceptability of proposed service improvements
❑ Acceptability of potential options for PSC

▪ 6,321 online respondents: 

❑ 4,578 UK, 592 Germany, 572 US, and 579 India

1 Heathrow Airport, Research Brief – Acceptability Testing of Future Passenger Service Charge, page 2. 7
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▪ Questions appear to be well tested, building on a qualitative stage and cognitive testing

▪ A sample size of 6,321 respondents covering different groups and nationalities

▪ Consumers were randomly allocated to groups and were only asked to comment on one PSC option, meaning their views were not influenced  
by a perception of the range of possible charges

Based on a high level view, the research methodology appears to be broadly consistent with best practice from other regulated sectors:

8
1 HAL has subsequently stated that the mix of respondents is representative of the profile of 2019 passengers who travelled through Heathrow. 2Updated 
Business Plan, chapter 4.0 (consumer insights) page 4. 3 Appendix 4: Yonder presentation, Slide 18.

The methodology is broadly consistent with best practice in other 
regulated sectors, but some areas may warrant further consideration

However, there are some areas which may warrant further consideration:

▪ It is not clear from Yonder’s methodology whether the distribution of respondents across key categories such as business/leisure and 
premium/economy class is representative of the mix of passengers at Heathrow1:

❑ This is particularly important given some results appear to vary significantly depending on the type of traveller.

❑ The share of subgroups may also change in the future, which might need to be taken into consideration. As HAL notes in the Updated 
Business Plan, “the return of business travel remain[s] more uncertain. Our research has shown a clear pattern by age, with younger 
consumers more likely to return to air travel sooner compared to older age groups”. 2

▪ It is not clear whether respondents were given sufficient explanation or context when responding to questions:

❑ Yonder notes from its qualitative disucssions that “passengers struggled to attach a value to the PSC”.3

❑ The options presented did not test the linkage between PSC and service improvements.

❑ Wider contextual information, such as the PSC at other similar airports, does not appear to have been provided to respondents. 
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