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February 13, 2024

Concessions February Webinar
Prepare for Spring
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Zenola Campbell

Vice President 

Concessions

Welcome
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Welcome   Zenola Campbell

Airlines Services Updates  Floriana Trif

Customer Insights    John Han

Operations     Zenola Campbell

    White Glove Awards

    Recruiting / Marketing

 Ready for Business

Performance Updates   Jill McGrew

Highlights from Winter Weather Jennifer Simkins

Closing    Ken Buchanan

     

 

Agenda
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Floriana Trif

Senior Aviation Analytics Manager

Air Services

Air Services Update
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DFW leads all US airports with 260 total destinations

Source: Diio Mi Schedules YE Jan 2024 as of February 7, 2024
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9 new services added in FY24
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Spring Break Period (March 7 – 25): 4.6M pax, +12.9% vs 2023
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March passenger projection (in thousands)

7.4M passengers are expected to travel in March, 
12% above 2023 levels

Source: DFW internal estimates 
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239K daily average pax for the month
Total pax peak at 1900 hour; International pax peak at 1000 hour

Source: DFW internal estimates, Diio schedule data 
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DFW terminal split by hour – March 2024
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1,904 average daily ops, 11% above 2023 levels
Peak ops at 1900 hour

6 
0 -   -   1 

21 
16 

85 

120 123 
117 

111 
119 

93 
85 

102 
98 

129 

109 

165 

62 

103 

44 

15 
7 

1 1 0 1 

27 
33 

121 

148 

95 

144 

99 

119 

94 92 

124 

110 

128 

115 

161 

79 

124 

66 

17 

00 01 02 03 04 05 06 07 08 09 10 11 12 13 14 15 16 17 18 19 20 21 22 23

A
v
g
 d

a
ily

 o
p

s

Mar-23 Mar-24

Source: Diio schedule data



John Han

Senior Insights & Analytics Manager

Customer Experience

Customer Insights
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Your continued 
efforts have helped 
DFW achieve the 
2022 ACI award for 
“Best Airport over 40 
Million travelers in 
North America”.
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In FY23, we saw high a 
volume of travelers in 
the mornings and 
evenings.

Source: AODB flight data and IOC internal forecast, FY23.
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Case Study

Early mornings and evenings are 
important! 

For instance, if a concession near gate 
A28 is not open in the morning, it could 
potentially lose out on serving almost 
1,000 customers in the five-gate area.

Source: DFW EDW Traveler Forecast by Gate
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To counter stress, it is vital to 

provide transparency of key 

traveler-facing airport operations. 

Doing so can help alleviate stress 

and contribute to a more positive, 

relaxed experience.

Thanks to your help, we’ve been 

able to set up sensors in many of 

our concession locations letting 

travelers know what locations 

are open.
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If we recognize how travelers 

perceive different touchpoints in their 

journey, we can understand those 

perceptions and address them. This 

allows us to meet traveler needs 

throughout the journey. 

Remember the 
Customer’s Core Needs



1717 Source: Concessions Customer Insights. N=193

Two-thirds of 
travelers take their 
food & beverage to-
go, whether by 
take-out or Grab & 
Go.

To-Go (Grab 
& Go and 

Take-Out)

66%

Dine at 

Location

34%

How did you order your 
Food & Beverage?
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Based on surveys with our 

customers, a recurring theme 

among travelers is the desire for 

convenient, on-the-go choices. 

With many rushing to catch their 

flights, the availability of fast and 

easily purchasable on-the-go 

food, beverage and retail 

options enhances their overall 

airport experience.

The On-The-Go Mindset
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Food & Beverage Decision Factors
Average Ratings

Cleanliness of facility

Quality of food

Speed of service

Friendly staff

Affordable price

Close to departing gate

Comfortable seating

Quantity of food (portion sizes)

Local cuisine

Positive online reviews

“Clean, Working, 
Friendly” continue 
to be the 
foundation of 
travelers’ needs.

Source: Concessions Customer Insights. N=299. Q: Thinking of how you decide where to purchase Food and Beverage at DFW Airport, please rate the following items 
on a scale of 1-10, where 1 is least important and 10 most important.  
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9.10
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Retail Decision Factors
Average Ratings

Cleanliness of facility

Able to quickly get in & out

Friendly staff

Quality of items

Variety of items at the location

Close to departing gate

Affordable price

Atmosphere

Selection of DFW area unique items

Positive online reviews

When it comes to retail, 
travelers also expect 
those same foundational 
needs to be met. 
Additionally, they expect 
an efficient and 
convenient shopping 
experience.

Source: Concessions Customer Insights. N=299. Q: Thinking of how you decide where to purchase Food and Beverage at DFW Airport, please rate the following items 
on a scale of 1-10, where 1 is least important and 10 most important.  



• Transparency to our travelers – 

such as notifying when opened or 

closed – is vital for improving their 

overall experience.

• Most travelers have an on-the-go 

mindset and want quick, 

convenient options.

• The foundational needs of

“Clean, Working, Friendly” are 

still very important to our 

customers in their decision-

making process.

Summary
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Zenola Campbell

Vice President 

Concessions

Operations



• The busiest spring break ever

• Flight banking starts early

• Lease hours will be adhered to

• Most travelers have an

on-the-go mindset and want 

quick, convenient options.

Open for Business
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DFW Website Recruitment 

Jobseekers can submit application forms online! 

How to Participate: 

• Email your DFW Concessions Manager 

• Provide your company’s designated HR 

representative’s name and email address.

MyDFWConnection Newsletter Recrutiment Ad
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Jill McGrew

Concessions Manager

Performance Update
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Total Enplaned Passengers FYTD through Dec
FY24 Enplaned Passengers are expected to be up 11.4% vs FY23, up 22.8% over FY22
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Total Gross Receipts FYTD through Dec
FY24 gross receipts are expected to be up 8.7% vs FY23, up 30.6% over FY22

2787 Evaluations

9.9%
11.9% 10.9%

15.5%
10.0%

7.3% 5.7%
7.8%

4.1%
10.2%

10.4%

3.2%

0

10,000,000

20,000,000

30,000,000

40,000,000

50,000,000

60,000,000

70,000,000

Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep

FY22 Actuals FY23 Actuals FY24 Actuals/Outlook



29

RAC Destination Passenger FYTD through Dec
FY24 Destination Passengers are projected to be up 8.1% vs FY23, up 24.3% vs 

FY22   
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RAC Gross Receipts FYTD through December
FY24 gross receipts are projected to be up 5.4% vs FY23, up 15.5% vs FY22   
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Jennifer Simkins

Assistant Vice President

Concessions

Highlights from 
Winter Weather
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Weather Event Catering
THANK YOU!!

2,897

Meals
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Ken Buchanan

Executive Vice President

Revenue Management and Customer Experience

Closing Remarks



Thank You

Concessions Survey
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