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* waiting time once passengers requiring special assistance made themselves known.

departing
October 2024 to March 2025
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SPECIAL ASSISTANCE STATISTICS
SEPTEMBER 2025

This table will be updated each month. 

PRE-BOOKED

Standard* Target October November December January February March

10 mins 80% 98.34% 98.55% 98.17% 98.36% 98.10% 98.27%

20 mins 90% 99.39% 99.47% 99.27% 99.44% 99.31% 99.41%

30 mins 100% 99.76% 99.79% 99.67% 99.75% 99.64% 99.73%



* time assistance available at gate from arrival on chocks.
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arriving
October 2024 to March 2025

SPECIAL ASSISTANCE STATISTICS
SEPTEMBER 2025

These tables will be updated each month.

PRE-BOOKED

Standard* Target October November December January February March

5 mins 80% 83.95% 89.41% 87.91% 92.21% 91.08% 87.45%

10 mins 90% 91.42% 94.70% 94.65% 96.49% 95.81% 94.15%

20 mins 100% 99.20% 99.81% 99.62% 99.80% 99.79% 99.49%

NON PRE-BOOKED

Standard* Target October November December January February March

25 mins 80% 92.82% 91.87% 91.72% 93.43% 93.31% 91.60%

35 mins 90% 96.42% 96.48% 96.55% 97.44% 97.14% 96.39%

45 mins 100% 98.55% 98.81% 98.97% 99.32% 99.19% 98.85%



* waiting time once passengers requiring special assistance made themselves known.

departing
April to September 2025
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SPECIAL ASSISTANCE STATISTICS
SEPTEMBER 2025

This table will be updated each month. 

PRE-BOOKED

Standard* Target April May June July August September

10 mins 80% 98.42% 98.56% 98.21% 98.24% 98.14% 97.94%

20 mins 90% 99.59% 99.59% 99.37% 99.45% 99.52% 99.21%

30 mins 100% 99.80% 99.79% 99.69% 99.81% 99.78% 99.63%



* time assistance available at gate from arrival on chocks.
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arriving
April to September 2025

SPECIAL ASSISTANCE STATISTICS
SEPTEMBER 2025

PRE-BOOKED

Standard* Target April May June July August September

5 mins 80% 90.26% 86.92% 85.93% 87.49% 87.64% 81.84%

10 mins 90% 96.02% 93.38% 92.92% 93.30% 94.24% 89.80%

20 mins 100% 99.84% 99.27% 99.20% 99.57% 99.53% 98.18%

NON PRE-BOOKED

Standard* Target April May June July August September

25 mins 80% 93.30% 90.76% 91.63% 92.87% 94.64% 91.64%

35 mins 90% 97.56% 95.64% 96.03% 96.33% 97.58% 97.16%

45 mins 100% 99.34% 98.36% 98.15% 98.83% 99.00% 98.56%

These tables will be updated each month.



Pre-notified  Target  Average score  September 2025

98.00% 99.26% 98.18%

Non-notified  Target  Average score  September 2025

98.00% 98.71% 98.56%

CORE SERVICE STANDARDS
SEPTEMBER 2025

Measures defined and targets set in agreement with the airlines and endorsed by the CAA. 
Average scores calculated from the monthly scores reported in the last 12 months.
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assisted travel
arriving passengers
Measures collection time of assisted travel 
passengers from arriving aircraft based on ECAC 
standards: 98% of pre-notified met by agent within 
20:59 of AIBT, and 98% of non-notified met by agent 
within 45:59 of AIBT

Requires minimum 65% of assisted travel passengers to be pre-notified 
in the month for this measure to apply. AIBT is Actual In Blocks Time

airport
assisted travel
Quality of information and assistance provided
Results from our passenger surveys
Measured as a score from 1-5
5 = Excellent 1 = Extremely Poor

 NORTH  Target Average score  September 2025

 TERMINAL 4.00 4.54 4.53

 SOUTH  Target Average score  September 2025

 TERMINAL 4.00 4.41 4.42



Number of flights with passengers needing special asssitance met 20,198

Number of passengers needing special assistance met 97,044

Percentage of pre-notifications at least 36 hours before flight* 69.32%

Number of compliments received (per 1000 assisted passengers) 12 month average 0.60 September 2025 0.45

Number of complaints received (per 1000 assisted passengers) 12 month average 0.67 September 2025 0.64

SPECIAL ASSISTANCE STATISTICS
SEPTEMBER 2025

Gatwick provides a range of services to assisted 
passengers or those who require special 
assistance.
For information on how to access these services please go to 
www.gatwickairport.com/passenger-guides/special-assistance.html

* Passengers' pre-notification to their airline is required by EU regulation EC 1107/2006/. Pre-notification furthermore helps us provide a better service. From January 
2022, under CAP1228A, GAL will report percentage of pre-notifications at least 36 hours before flight (previously reported 48 hours).
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