
TRAVEL CARE
AN INTRODUCTION
Greetings from your colleagues at 
Heathrow Travel-Care. We are a 

unique resource for you - a small 

team of social workers who serve the 

©community© of Heathrow Airport. Our 

team has developed from a single 

person back in 1986, in response to 

the unique and changing needs of the 

airport. We now have the equivalent 

of 3.5 full time social workers. We 

work behind the scenes of the 

operation to advise/assist/signpost 

anyone with a ©people problem© 

relating to Heathrow.

  

For example:

an older and frail Brit returning 

home after 40 years working abroad 

a woman with a baby dumped in 

the Terminal by a people smuggler

a young man homeless after losing 

his job and flat and feeling hopeless

a student stranded after having 

their bag stolen (with money, cards, 

mobile phone with all contacts)

a passenger showing signs of 

mental distress at check-in who has 

been denied boarding

a teenager with a learning difficulty 

who has met someone on the internet 

and is flying to meet them

a young woman who is being 

forced into marriage under threat of 

death by a relative and has escaped 

with help from the British Government

We also manage a Heathrow Rough 

Sleepers Project in partnership with 

Broadway - an Outreach Worker 

patrols the Terminals at night (usually 

on a Tuesday and a Thursday) to 

identify and engage with anyone who 

is homeless. These people are then 

assertively assisted to move off the 

airport to suitable accommodation 

where possible.

Following an emergency at Heathrow 

which causes people distress, 

Heathrow Travel-Care have a key role 

in co-ordinating any humanitarian 

assistance that is needed in the first 

12 hours. Working with the Chapel, 

BAA, airlines and other businesses, 

Police and UK Border Agency we can 

advise and call out trained staff to 

respond if required.

HEATHROW
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In the last 12 months we have dealt with around 900 new cases (as well 

as further assistance for some of our existing clients, and 20 hours of 

additional telephone advice)

In March 2010, we participated in a reception centre emergency exercise 

and also supported Terminal teams dealing with stranded passengers 

following the recent volcanic ash cloud.

Some of our achievements in the last 12 months include:

Positive outcomes for the majority of the 850 cases above. This means 

they were assisted in some way towards resolving their airport-related 

crisis. (Some people did not let us know of their outcomes and a minority 

were not eligible for any support in the UK and were not willing to return 

©home© or did not take up the potential support offered.)

Of this number, 82 rough sleepers have had their homelessness resolved 

or prevented by our project

Our staff delivered a bespoke training programme to the Consular 

Directorate - at home and abroad (we have 2 Social Work Advisors 

seconded to the FCO) This helps prevent problems for returnees that 

would impact particularly on Heathrow. (We had have had over 200 

referrals this year relating to distressed British nationals abroad.

Our Service Manager has recently spoken to emergency planners from 

across the UK at a Government sponsored seminar about our experience 

of emergency response at Heathrow.

WHAT DO WE DO?
OUR PLANS FOR 
THE NEXT YEAR

WHERE & WHEN CAN YOU FIND US?
You can contact us by telephone on 020 8745 7495 or by email on heathrow_travel_care@baa.com. If you are able to call in 

to our office, look for our sign in Terminal 3 Arrivals, on the balcony almost opposite the Eurest staff restaurant.

We are airport based during office hours (Monday to Friday 09:00 to 17:00) with the exception of our team meeting/training 

slot on Thursday mornings from 09:00 till 11:00.

We may also work in partnership with airport staff to help plan creatively for urgent/high risk passenger needs outside of these 

hours. Airport staff with social care needs are also welcome to contact us to discuss their issues in confidence. 

Our new website will be live by September 2010 at heathrowtravelcare.com

CLIENT BY PROBLEM
JULY 2009-2010

Look at any options for extending our 

service hours

Fill our part-time social  worker vacancy

Recruit and select volunteers for our 

emergency response

Secure further funding for the Rough 

Sleepers Project (currently due to finish 

in October 2010)

A SMALL TEAM OF SOCIAL WORKERS
          WHO SERVE THE `COMMUNITY' OF HEATHROW
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Deported/Returnee

Disability

Dom Violence

Substance Addiction

Emotional

Financial

Forced Marriage

Homeless

Immigration Issue

Incident

Mental Health

Other
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Stranded
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*Safeguarding = children and vulnerable adults


