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1. Heathrow and Team
Heathrow Overview

Heathrow is the UK’s only international hub, a crucial connection 
to the rest of the world in 2019 connecting over 80m passengers 
to 185 destinations across the globe. This connectivity is doing 
more than just moving people, with Heathrow the UK’s largest 
port by value, with the £106bn of goods handled in 2017, more 
than Southampton and Felixstowe combined. 

Team Heathrow is the overarching name for the more than 
76,000 people from 320 businesses that work at Heathrow, 
making it the largest workplace in Europe.

Team Heathrow’s importance to the success of UK PLC cannot be 
overestimated, supporting an estimated 190,000 jobs across the 
UK and contributing £9.7bn to the UKs Gross Added Value (GAV). 

Given the scale of Heathrow’s operation and its impact on the UK 
economy, Heathrow has a responsibility to make our supply 
chain a force for good. 

We strive to work with partners and stakeholders of all sizes across 
the UK to share the economic benefits generated by Heathrow and 
create a future where our business, our people, our communities, 
our country and our world can all thrive.

We support our Team Heathrow colleagues to fulfil their potential 
by providing thousands of rewarding employment opportunities 
that offer purpose and progress, and work with communities 
around us to find ways to improve their quality of life.

We support the UK economy by connecting it more closely to the 
rest of the world. We create opportunities for a diverse range of 
businesses, helping deliver a stronger, more sustainable UK.

Finally, we will lead our industry towards overcoming some of the 
greatest challenges it faces. Heathrow are committed to playing our 
part in tackling carbon emissions so we can all stay within 2.0 
degrees of climate change, and work hard to support efforts to 
achieve the aspiration of a 1.5 degree world.
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Our Vision 
To give passengers the best 
airport service in the world 

Our Purpose To make every journey better 

Our Priorities 

Our Values 

3. Heathrow’s mission and values 

Being a great place to work, we will help colleagues 
fulfil their potential and work together to lead change 
across Heathrow with energy and pride 

Delivering the world’s best passenger experience, we will 
work with the Heathrow community to transform the 
service we offer to passengers and airlines, improving 
punctuality and resilience 

To grow and operate our airport sustainably, 
now and in the future 

To secure future investment we will ‘beat the plan’ and 
deliver a competitive return to shareholders by growing 
revenue, reducing costs and delivering investment efficiently 

We celebrate diversity and respect others. We’re friendly, polite and 

considerate. We value everyone’s contribution. We support our 
people so they can care for others

We’re honest, open, fair and act with integrity.  We’re responsible in the 
way we do business. We challenge the status-quo, tell it like it is and speak 
out if we have a concern.  We have the tough conversations, make the right 
decisions, stand by our word and do what we say we will

We put great passenger experience at the heart of what we do. We take 
time to understand what our passengers and our airlines really want. We are 

the best we can be and deliver what we promise

We aim higher. We all play our part in achieving great results. We always 
look to keep things simple, reduce costs and improve efficiency. We regard 

every pound spend as if it were our own

We look after everyone. We never compromise on safety or security and do 
the job properly first time, every time.  We’re committed to safety as the 
foundation of an efficient operation and secure airport.  We know safety and 
security are essential for a great passenger experience 

We’re one airport team. We develop excellent working relationship and 
bring out the best in each other. We work constructively with each other 
and our airlines, partners and local communities. We look for win-win 
outcomes that benefit Heathrow and our partners. 

2. Heathrow in 2020

COVID-19 has been the worst crisis to ever hit the aviation sector. 
Keeping everyone safe remains our first and non-negotiable value. 
Alongside this, Heathrow has to adapt to a new operating reality 
as we have faced an 88% drop in passenger volumes.

With this in mind Heathrow’s strategy moving forward can be 
broken down into 3 principles:

Protecting the business - From the start, our priority has been 
to protect as many jobs as possible, including through our 
contractors.

To ensure Heathrow’s survival and the security of as many jobs as 
possible Heathrow has re-organised, consolidated our operations, 
reduced our cost base and sadly said farewell to many friends and 
colleagues.

Winning the recovery - Heathrow faces an especially 
competitive and challenging market in the months and years to 
come.

We need to improve productivity across the entire airport, leading 
where needed to drive focused change in setting the airport up as 
it should be, not necessarily as it always has been.

Build back better - We want Heathrow to be one of the most 
sustainable airports in the world and that means working to 
decarbonise aviation.

COVID-19 has given us a clear opportunity to accelerate this 
change as we look to build back better.
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3.1 Our commitment 
to our colleagues
A Great Place To Work

Heathrow’s workforce is broader than just our own colleagues. In 
2020, it also encompassed over 76,000 people from more than 320 
businesses that operate across our airport – ‘Team Heathrow’. 

We want everyone who works at Heathrow to be safe, happy and 
motivated. 

We are committed to harnessing the capabilities and commitment 
of every member of Team Heathrow in aid of our ambition of 
giving passengers the best airport service in the world 

Safe and well 

We must ensure that everyone who works at or visits Heathrow 
goes home safe and well.

To do this we need to have the right processes in place and a 
culture which means that colleagues feel empowered to put safety 
first and to prioritise the mental and physical wellbeing of 
everyone at the airport.

We also need to ensure that security is adhered to both physically 
and digitally in order to focus on safety for everyone.

Careers, not just jobs 

Heathrow strives to be one of the best community employers in 
the UK. We were the first UK airport to become Living Wage 

accredited and will continue to foster an employment 
environment that champions the provision of a living wage along 
with fair and attractive working patterns. 

Our aim is to attract colleagues so that they can build meaningful 
careers in a changing world of work by developing a culture where 
everyone can reach their potential. 

A diverse and inclusive culture 

Diversity is a fundamental part of Heathrow. Every single day we 
welcome passengers and colleagues with unique backgrounds and 
needs from across the world.  

We believe in a safe and inclusive culture, where all can be at their 
best and feel welcome. That’s why we’ll be setting benchmarks for 
workplace diversity, inclusion and social mobility across our supply 
chain.

A learning culture that increases 
productivity and happiness 

Our education, employment and skills strategy ensures that we 
have the capability and talent to grow. 

We will continue to create flexible and adaptable facilities that 
support lifelong learning. As Team Heathrow colleagues learn, 
grow, become more multiskilled and want to take on more we will 
have opportunities ready for them. 
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Reduce emissions from road transport by working with 
partners 

Heathrow is a world-leading airport in reducing emissions from all 
sources of activity, both on and off airport. 

We’re taking various measures to encourage our stakeholders to 
reduce emissions, such as incentivising suppliers to ‘green’ their 
delivery fleets.

Targeted, proactive support 

We work collaboratively with the local authorities to provide 
support for local, disadvantaged and underrepresented 
businesses and to understand the social and economic 
challenges faced by the local communities.  We continue to 
update Heathrow’s community investment strategy to respond 
to local priority issues.

Offering local SMEs and SEs access to the millions of 
international passengers at Heathrow 

By brokering deals between stockists, World Duty Free and 
other retail business partners to include SMEs and SEs that 
offer sustainable products and services.

3.2 Our commitment 
to local communities
A Great Place To Live

We want the area surrounding Heathrow to be a great place to 
live. Our proximity to London is a great advantage for flyers, but it 
also means we are located close to many homes and local 
communities. We recognise that our local impact is significant, and 
we want to make sure it’s as positive as possible.
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3.3 Our commitment to 
existing and future suppliers
Supporting a thriving, sustainable economy 

The world-class service we offer to our passengers comes from an 
interconnected system of services from different organisations at the 
airport. 

Heathrow works collaboratively with all these organisations to form 
our ecosystem, which we call Team Heathrow. 

More than 320 organisations and over 76,000 people make up Team 
Heathrow. 

But here’s the thing: our passengers perceive Team Heathrow as one 
organisation made up of all the people in the airport who help make 
their journey enjoyable. 

By communicating the Heathrow vision, values, culture and priorities 
to the supply chain, alignment across Team Heathrow can be achieved.

Heathrow needs to carry these aspirations into its stakeholder and 
supply-chain engagement, as well as procurement activities. 

Levelling the procurement playing field across the supply 
chain tiers

We will actively be seeking to reduce any barriers to tender for 
suppliers of all sizes, providing suppliers with clear and easily 
accessible guidance on the tendering process.

Where possible we want to also include working with local, 
disadvantaged and underrepresented people and companies and 
proactively identify new suppliers to become more accessible to the 
market.

This activity will include ensuring that we are accessible to a broad 
supplier base so that the economic benefits Heathrow generates are 
shared across the UK at multiple levels in the supply chain.

Championing innovation 

Heathrow is keen to create an inclusive supplier environment that 
fosters innovation, stimulates value creation and focuses on 
outcomes. In the future, when we are able, we will reach out to SMEs 
and start-up organisations in the innovation and technology sectors to 
explore opportunities to work together. 

Fair treatment throughout the supply chain

Heathrow has signed up to the Prompt Payment Code (PPC), covering 
prompt payment, as well as wider payment procedures. Under the 
prompt payment code Heathrow will undertake to pay suppliers on 
time, give clear guidance to suppliers and encourage good practice.

We are committed to ensuring that fair payment terms and cash 
flow are cascaded throughout our wider supply chains. By doing this, 
we look to provide opportunities for new and smaller businesses to 
work either directly with us, or within the external supplier base.  

Where a supplier is not directly procured by Heathrow, we will seek 
assurance that the supplier is not on less favourable terms than a tier-
1 supplier and that the balance of risk and reward is fair for the works 

being undertaken.

To ensure that suppliers indirectly procured by Heathrow adhere to 
this principle we have established a Whistle Blowing Hotline, 
supplychainpayment@Heathrow.com which we strongly encourage 
those suppliers who feel they are being treated unfairly to use to 
contact us. 

mailto:supplychainpayment@Heathrow.com
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3.4 Our commitment to 
the world we share
A World Worth Travelling

Climate change is the greatest challenge facing our generation. The 
goal could not be clearer: we need to get the global economy to 
net-zero by 2050, if not earlier. That includes the aviation industry. 

We believe that aviation is a force for good in the world, helping to 
power economic growth and bring people and cultures together. 
Aviation is not the enemy, carbon is. 

Understand the carbon impact and waste  
from our supply chain as a whole 

Reduce carbon emissions and waste throughout our 
supply chain, and supporting our suppliers to 
minimise their impact where possible.

Sustainable travel to and from Heathrow 

We will make it easier for the 76,000 members of Team 
Heathrow, our passengers and others in the local area and 
work with partners to encourage their employees to make 
the most of these options. 

Pioneering low-carbon construction 

In partnership across all our suppliers we will become world-
leaders and pursue a low-carbon strategy, working together to 
share and achieve sustainability goals. For example, with our 
construction suppliers, this will include setting ambitious targets 
to avoid construction where-ever possible, utilising cement 
replacement materials wherever possible and support the 
development of low carbon / carbon capturing alternatives to 
cement. 
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4. What we expect from 
our suppliers

Embrace our values 

The development and deployment of the Balanced 
Scorecard in 2021 will enable Heathrow to communicate 
to the market, beyond cost and time, the values that will 
drive our procurement decisions. 

The Balanced Scorecard will be used to assess a potential 
supplier’s adherence to our values throughout all stages of 
a commercial model and / or given project.

Value for money 

Tender questions and evaluation criteria will be developed 
by tendering teams in order to test competence and 
suitability against the consistent value drivers.

The Balanced Scorecard will give a solid foundation for all 
delivery activity to be undertaken in a way which delivers 
value for money.

Help us achieve our priorities

The outcomes being sought by Heathrow cannot be 
achieved from a single package or activity, there will need 
to be a holistic alignment between all activities that take 
place on and around our airport.
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Vision To give passengers the best airport service in the world 

Mission To make every journey better

Our 
Priorities 

Mojo
Transform 
Customer 

Service
Beat The Plan Sustainable Growth 

Sub 
Themes

A World 
Worth 

Travelling

A Thriving 
Sustainable 

Economy 

A Great Place 
To Live

A Great Place 
To Work

Critical 
Success 
Factors

Set new 
standards 
for Health, 
Safety and 
Well-being

Delivers the 
HEP 

Passenger 
Proposition 

Innovates and 
deploys 

technology to 
achieve 
greater 

efficiency 

Is efficient 
through each 

phase of 
delivery 

Optimising the 
Supply Chain 

Supports a 
responsible 
gateway and 
development 
of zero carbon 

airport

Creates 
economic 

growth and a 
sustainable 

supply chain

Minimises 
impact on the 

local 
community

Creates 
employment 
opportunities 

and 
development 

of skills 

Creates opportunity to 
promote Equality, 

Diversity and Inclusion, 
ensuring the workforce is 

reflective of our local 
community and 

passengers

Supplier 
Evaluation 

Themes

Experience of 
the delivery of 

exemplar 
Heath / Safety 
and Wellbeing 
programmes 

Experience 
in the 

achievement 
of Passenger 
Proposition  
Outcomes

Experience in 
technology 

deployment 
and RandD
investment

Has a proven 
track record 
of delivery 

outperforman
ce

Demonstrable 
experience of 
optimising 

Supply Chain 
Management

Adopts a 
structured 

approach to 
implementing 

climate 
change 

adaptation 

Experience in 
the 

stimulation 
and 

promotion of 
both local and 

national 
economic 

growth

Experience of 
working to 

mitigate 
impacts on 

the local 
community

Experience of 
promoting 

employment 
opportunities 

locally

Experience and track 
record in EDI strategy 

development and 
implementation

Performance 
Indicator 
Themes

Incident rates 
across all 

categories for 
Health, Safety 
and Wellbeing

Evidence of 
the 

achievement 
of the 

Passenger 
Proposition 
Outcomes

Achievement 
of value 
adding 

initiatives and 
associated 
benefits

Delivery to or 
outperforman
ce of time and 

cost 
parameters 

Evidence of 
sustained 

supply chain 
analytics, 

engagement 
and 

relationships 
management 

Evidence of 
adapting 

solutions to 
create a 

sustainable 
asset

Growth in 
regional and 

national 
economic 

output 
supported by 
a sustainable 
supply chain

Local 
measures of 

disruption and 
impact in the 
community

Number and 
quality of local 
employment 
opportunities 

created

Evidence of 
improvements in EDI 

metrics over time 

4.1 The balanced scorecard
To create value for our passengers, colleagues, airlines, investors, 
communities and environment we need to balance numerous 
competing requirements.

Heathrow also needs to balance short-term demands with our longer-
term commitments of delivering a sustainable future. If in responding 
to a succession of short-term demands we fail in the long term, this is 
not an acceptable or responsible course of action.  

Heathrow’s task and challenge is to find the right balance. 

That’s why a key procurement tool for Heathrow is the Balanced 
Scorecard, which we are currently developing to ensure that when 
we’re choosing suppliers we’re procuring for value, not just cost 



Classification: Internal

5. Supply Chain 
opportunities 
at Heathrow 
What we’re buying

Those looking for opportunities to 
tender at Heathrow should keep in 
mind, Heathrow’s scale is similar to 
a city.

There are a vast range of goods and 
services that Heathrow needs to 
procure for, providing excellent 
opportunities to become a supplier 
at Heathrow.

Our pipeline of upcoming tendering 
opportunities can be found on our 
website 
Heathrow.com/company/doing-
business-with-Heathrow

Bulk earthworks 

Civil works 

Corporate services 

Cyber and technology

Engineering 

Operational buildings 
and facilities

Operational systems 
and maintenance

Passenger and people 
services

Passenger buildings
and facilities 

Structures, bridges 
and roads

Surface access and fleet

Utilities

Demolition Remediation Earthworks
Ground 

improvements

Runways Taxiways
River 

diversions

Flood 
storage

Aprons Landscaping

Professional 
services

Legal 
services

HR Finance
Corporate 

affairs
NATS

Infrastructure Networks Software Cyber-security Services

Inspection 
services

Facilities 
management

Baggage

Control 
tower

Control 
posts

Fire fighting 
facilities

Hanger 
facilities

Cargo 
facilities

Rolling 
stock

Maintenance 
of facilities 

Airport utilities 
systems

PRM 
services

Ambassadors
VIP 

services
Retail

Passenger 
measurement

Passenger 

buildings 

Passenger facilities

and sub-structures 

Airside roads Tunnels 
Perimeter

track
Structural 

piling
Covered river 

corridors 
Car

parks

Buses and
car parks

Fleet
Winter 

resilience

Electric Water Waste Noise

https://www.heathrow.com/company/doing-business-with-heathrow
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6. The buying process at 
Heathrow

Direct Opportunities

For all direct opportunities, interested suppliers will be 
required to register and tender via our eSourcing portal; 
Procurement.Heathrow.com/

Most of the stages in the procurement process will then 
take place and be managed electronically including the 
submission of documents, updates on the process, day to 
day communication and the evaluation of tenders. 

Indirect Opportunities

Businesses looking for work below tier 1 (indirect) are 
advised to follow these three steps;

1. Go to the current and future opportunities page 
on the Heathrow website where they can see the 
latest summary of all direct contracts awarded 
which includes tier 1 contact email addresses.

2. Get in touch with their recognised trade 
association, many of which are in touch with 
Heathrow about the opportunities available for 
the sectors which they represent. 

3. We are aiming to introduce a supplier platform 
tool in 2021, for example, CompeteFor, which 
automatically matches suppliers to opportunities 
that suit them and allows them to express interest 
in relevant contracts quickly and easily. 

https://procurement.heathrow.com/esop/gbr-hal-host/public/web/login.html
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Heathrow’s Website 

In addition to using a supplier platform tool, it is advisable 
to contact Tier 1 contractors directly to understand what 
other opportunities are available with them. 

Details of Heathrow’s tendering and awarded tier 1 
contractors will be found on Heathrow’s website: 
Heathrow.com/Company/Doing-Business-With-Heathrow

From this link you can see what we are buying and the 
current procurement status including who has been 
invited to tender and awarded tier 1 contracts. 

Trade Associations

Heathrow is in regular contact with its recognised trade 
associations to inform them of upcoming work that may 
be of interest to their members.

Businesses can get in touch with their recognised trade 
association who will help signpost them to opportunities 
in the sectors in which they work.

https://www.heathrow.com/company/doing-business-with-heathrow
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6.1 Supplier Platform 
In 2021 Heathrow will be aiming to use a supplier platform as a tool to 
advertise its contract opportunities, both for direct works and those 
that will be available through our supply chain.

The supplier platform will be website based and allows businesses to 
access opportunities online generated by major public and private 
sector buyers. It acts as an electronic brokerage service, matching 
buyers with potential suppliers throughout the supply chain.

In the future, tier 1 suppliers to Heathrow will be required to advertise 
all appropriate contract opportunities on the supplier platform. Indirect 
suppliers throughout the supply chain are also encouraged to post their 
opportunities on the supplier platform.

Any business can register on the supplier platform and the objective is 
that it is easy, free of charge, and only needs to be done once to access 
and apply for contract opportunities.

You will need to register some basic details of your business to create a 
user account. This will allow you to view opportunities and gain access 
to relevant news and events.
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Market soundings 

We will ask relevant direct suppliers to provide feedback 
on our procurement approach, including how we plan to 
package and contract, as well as the perceived risks.  

Direct suppliers can help us achieve maximum market 
appetite and efficiency in delivery by inviting their supply 
chain to provide input and knowledge.

Meet the buyer days / 
business summits

We will work with our direct suppliers to better 
understand their supply chain, employment and skills 
needs. 

When we are in a position to do so, we will be 
collaborating with trade and business networks as we 
build back better, identifying suppliers that match our 
requirements and facilitate one-to-one meetings.

7. How will we engage with 
suppliers moving forward?
Market engagement programme
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Industrial briefing days 

Open to all appropriate supply chain organisations, these 
events will inform potential suppliers of our 
requirements and will facilitate supply base networking. 

We will introduce briefing days at some point in the 
future, with appropriate cluster groups as we approach 
key procurement milestones.

National and regional roadshows

These events in the future will update local businesses 
on upcoming tenders so they can get ready to respond to 
supply base opportunities.  

We will aim to publicise events with trade association, 
Local Enterprise Partnerships and their associated 
growth hubs, British Chambers of Commerce and 
national enterprise agencies. 
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8. For more information 
and getting in touch
For more information on opportunities to join Heathrow’s 
supply chain visit:

Heathrow.com/company/doing-business-with-Heathrow

If you would like to get in touch, whether it is to discuss up-
coming opportunities to tender at Heathrow or to bring to our 
attention your service of offering please emai:

supplierenquiries@heathrow.com

https://www.heathrow.com/company/doing-business-with-heathrow
mailto:supplierenquiries@heathrow.com
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9. Requesting Supplier Guide 
in other languages or 
accessible formats
Information about Heathrow is available in a range of 
languages, audio, easy to read and Braille.


