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Agenda
• Welcome   Zenola Campbell

• Air Services Update   Floriana Trif
• New Destinations

• Passenger Projections

• Upcoming Construction  Tammy Huddleston

• Marketing Update             Sabrina Khater

• Consumer Research  Josh McGinty

• Summer Success  Jennifer Simkins

• Sales Projections             

• Close   Ken Buchanan
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Welcome
Zenola Campbell
Vice President Concessions
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Sept 16th – Oct 13th  

Nominate

Oct 21st – Oct 28th 

DFW Review

Oct 28th – Nov 1st 

Notifications 
Nov 4th and Nov 11th 

Pictures
Dec 12th 

Celebration

End of Year Awards - Timeline
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Air Services Update
Floriana Trif
Sr. Aviation Analytics Manager
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DFW leads all US airports with 259 total 
destinations
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Source: Diio Mi Schedules YE July 2024 as of August 12, 2024 and DFW internal data.
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11 new services announced in FY24

New Domestic 
Destinations: 5 ALB, ATW, RDM,      

PVU, TUP

New 
International 
Destinations:

6 BCN, TQO, BNE, 
GIG, VER, NAN

Presenter Notes
Presentation Notes
Service to ALB started Oct 5 2023. – AA 7x Weekly
Service to BCN started in April 2024. – AA 7x Weekly 
Service to ATW started June 5 2024. – AA 7x Weekly
Service to TQO started March 28 2024. – AA 14x Weekly
Service to RDM started May 6 2024. – AA 7x Weekly
Service to BNE scheduled to start Oct 26 2024. – AA 7x Weekly
Service to GIG scheduled to start Oct 27 2024. – AA 7x Weekly
Service to VER started June 12 2024. – AA 7x Weekly
Service to KOA scheduled to start Oct 27 2024. – AA 7x Weekly
Service to PVU started June 7 2024. – MX 2x Weekly
https://news.aa.com/news/news-details/2024/Bound-for-Brisbane-American-Airlines-to-fly-Down-Under-next-winter-NET-RTS-02/default.aspx
Service to NAN scheduled to start Dec 10 – FJ 3x weekly
Service to TUP scheduled to start Oct 1 – LF 7x weekly


ULCC Frontier To Open New Routes For Summer 2024, Including Three From DFW | Aviation Week Network
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DFW passenger performance
(Actuals and YoY Growth)

Strong performance FYTD, averaging 9.6% 
growth YoY

Source: DFW Internal Statistics



9

Mexico represents the largest market for all 
international passengers

CANADA

MEXICO

7.6%

41.8%

CENTRAL & SOUTH
AMERICA

14.5%

EUROPE

MIDDLE EAST
ASIA/PACIFIC

20.4%

5.2%

9.9%

5.2%

Source: DFW Internal Statistics, FYTD June 2024. 

Presenter Notes
Presentation Notes
Asia/Pacific includes Australia and New Zealand traffic (in addition to Asia major traffic)
Change since December 2023: Mexico +0 pts, Europe -1.9 pts, C&S America +1.7 pts, Canada -.5 pts, Middle East -.2 pts, Asia/Pacific +1.2 pts

Pre-pandemic region shares, Jan 2020:  Mexico 36.5%, Europe 18.3%, Asia Pacific 16.5%, C&S America 16.0%, Canada 8.0%, Middle East, 4.7%
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7.1M passengers are expected to travel in Sep, 
4.7% above 2023 levels

Source: DFW internal estimates 

Labor Day holiday 
(Aug 29th - Sept 3rd ): 
1.4M, +6.4% YOY
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DFW terminal split by hour – Sep 2024

Source: DFW internal estimates
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Upcoming Construction
Tammy Huddleston
VP Design, Code & Construction
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CTA Program

14
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Utility Services Corridor (Utilidor)
Key Dates

Segments 1 & 2: 
• Impacting two Right Inner Lanes and Sidewalk until August 16, 2024.
Segments 3 & 4: 
• Impacting two Right Inner Lanes and Sidewalk until November 21, 

2024.
Segment 10:
• Impacting two Right Inner Lanes and Sidewalk August 26, 2024 -

January 29, 2025.

Presenter Notes
Presentation Notes
Early Enabling Works Starting end of Apr 2024:
Taxiway (C.01 Area) Pavement & Marking
Shut Down Gates C26/C27/C28, Apron Works, Hold Room Reconfigurations, fixed link bridge relocations 
Construction of Temporary Checkpoint C11
Relocation of AA Rebooking Center 
Construction of Bump out for the Temporary Connection Corridor
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Terminal C Pier & Phase 1A
Key Dates
Construction NTP: April 14, 2024

C1 Package Substantial Completion: September 9, 2024

C2 Package Substantial Completion: September 11, 2024

 Includes C11 Temporary Checkpoint

Pier C Substantial Completion: May 2026

Gate Phasing
C26 Reopened: August 16, 2024
Gate C27 Reopens: September 11, 2024 
Gate C28/C29/C30/C31 Shutdown: September 12, 2024

Module 6
Module 5 Module 1

Module 3

Reinstallation of C27 PBB

C01
C02

Presenter Notes
Presentation Notes
Early Enabling Works Starting end of Apr 2024:
Taxiway (C.01 Area) Pavement & Marking
Shut Down Gates C26/C27/C28, Apron Works, Hold Room Reconfigurations, fixed link bridge relocations 
Construction of Temporary Checkpoint C11
Relocation of AA Rebooking Center 
Construction of Bump out for the Temporary Connection Corridor
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Terminal A Pier (D/B)
Key Dates
Construction NTP: August 6, 2024 w/Gates A13/A14/A15 

Closure

A12 SSCP Substantial Completion: September 30, 2024

A21 SSCP Substantial Completion: September 30, 2024

Reopen Gates A14/A15:  October 24, 2024

Shutdown Gates A18/A19/A20: October 25, 2024

Pier A Substantial Completion: October 2026

A21 SSCP Construction Progress – Aug 5

A12 SSCP Construction Progress – Aug 5

Module #6 Progress – Aug 1Module #5 (Foreground) & Module #6 (Background) Progress – Aug 8
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Terminal C Garages & Roadways (D/B/B)
Key Dates
Construction NTP: October 14, 2024

Close Entry to C Garage: September 14, 2024

Start of Construction:  October 2024

Upper and lower roadway sections of Terminal C Garage C 
will be closed to public beginning Nov 2024

One lane access will always be available for 
emergency vehicles

Substantial Completion: June 2026

C
B

A
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Facilities Program

19
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Employee Inspection Portals (D/B)

D10

Key Dates
Completion of E02 Portal: September 9
Completion of B26 Portal: September 30
Completion of D37 Portal: September 30
Completion of E37 Portal: November 29

D37

E02
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Holistic Airside Restroom Program (D/B)

Key Dates - Group 1: E34, B19, A24
Construction NTP: June 27, 2024
E34 Closure: Sep 20, 2024 – Mar 27, 2025
B19 Closure: Oct 7, 2024 – Apr 21, 2025
A24 Closure: Jan 28, 2025 – July 25, 2025

Key Dates - Group 3: A18, A38, D36, E7
Construction NTP: April 2025
Closure Dates:  TBD

Existing restroom

Concept of proposed restroom
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Terminal Exit Lane Program – Phase 1 (D/B/B)
Key Dates – Phase 1 (A15, A33)
Construction NTP: November 7, 2024
Substantial Completion: June 2025

Key Dates – Phase 2 (B7, B29)
Construction NTP: July 2025
Substantial Completion: February 2026
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Landside Program

24
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International Parkway Modernization (D/B) 
Key Dates
Construction NTP: April 8, 2024
Substantial Completion: October 2026

Project Update

Demo of Hyatt Garage ramp began 
August 16
Southbound IP right lane closure starts 
September 16 for new exit ramp 
construction

Terminal A NB Right 
Hand Single Lane 
Closure
09/03/25 – 11/12/25*

Terminal B Tie In
Ice Road Detours
Fall 2025

Terminal B Tie In
Ice Road Detours
Fall 2025

TERMINAL B

TERMINAL A

Terminal A Tie In
Ice Road Detours
Winter 2025/2026

Terminal B SB Right 
Hand Single Lane 
Closure
09/16/24 to 05/16/25*

Construction Scope 
IP Main Lane 

Construction Scope 
Terminal Tie-In

Terminal A Tie In
Ice Road Detours
Winter 2025/2026

* Dates per Construction Schedule [Contract Substantial Completion 10/14/26], intent is to achieve Early Completion Incentive-
ECI Date [05/14/26]; Tie-Ins may move to an earlier date. 
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Concessions Marketing Update
Sabrina Khater
Concessions Manager
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Recruitment Campaign Update

Please take the time to fill 
out the feedback form 
by scanning the QR Code!

1,134 Application forms received 
via click-throughs between 
May - July

Reported hires across 14 
operators

25+

Presenter Notes
Presentation Notes
In 90 days we received 1,134 application forms as a result of the recruitment campaign 

We are currently at a 2% capture rate for responses, our goal is to get all participating companies to respond to the survey

If your company is not registered or wants to confirm registration to receive the forms, please connect with your business unit managers and we will verify. 
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DFW Construction Corner

DFW Construction Corner
Sign up for DFW Construction Corner Updates

Presenter Notes
Presentation Notes
Next week, the airport will launch its campaign around construction and celebrate work underway for Terminal C. 

Within the weeks following, the airport will begin launching the campaign through various channels, including meetings like this, on construction walls in the terminals, on social media, etc. 

In the meantime, the airport has launched a new webpage around construction at dfwairport.com/construction. The new webpage has traveler updates, fact sheets about the airport’s biggest construction projects, and a link to sign up for construction updates. 

Construction wall graphics will incorporate wayfinding , and traveler’s will be encouraged to use tools like mobile ordering, the DFW App and the Interactive Terminal Map to make it easier for them to dine, shop and explore as they navigate construction. 


https://www.dfwairport.com/construction/
https://cloud.updates.dfwairport.com/construction_updates
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Consumer Research
Josh McGinty
Consumer Insights Manager, Customer Experience
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2022 2023 2024
ACI 

Airport Service 
Quality Award 

Winner
2022 & 2023

Best Airport over 
40 Million 

Passengers in 
North America

Skytrax
World Airport Award 

Winner
2024

Best Airport Staff 
Service in North 

America
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6.64

7.49

7.60

7.84

8.10

8.61

8.70

Food & Beverage Decision Factors
Average Ratings

“Clean, Working, Friendly” is the foundation 
of travelers’ needs.

9.10

8.95

8.86

8.70

8.18

8.17

8.13

7.42

6.45

5.43

Retail 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

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

Concessions Customer Insights study, September 2023. n=299 (F&B), n=154 (Retail).  | Q: Thinking of how you decide where to purchase Food and Beverage (Retail) 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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Travelers navigating the 
Airport seek a variety of 
food options while 
managing their limited 
time. They need to 
understand what is 
available to them while 
feeling calm, assured, and 
in control.

Visibility

Time

Knowledge

Options

Mindset

Customer Core Needs

Source: Radius customer journey map study 2019

Control
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F&B 
Purchasers

% Agree 
Completely + 

Somewhat Agree

Non-F&B 
Purchasers

% Agree 
Completely + 

Somewhat Agree +/-

I’m satisfied with the value for 
money of F&B at DFW 57% 27% -30%

I had plenty of time in the Airport 
to make a F&B purchase 88% 67% -21%

Traveler purchase behaviors are 
largely influenced by whether 
the options were worth the 
money and if they had enough 
time to make a purchase.

Sit-Down restaurant Purchase Barriers Study. Sample Size: 200. Q: On a scale of 1-5 where 1 is 
“strongly disagree” and 5 is “strongly agree”, please rate your level of agreement with the 
following statements regarding your experience at DFW today: 



34

192

143

105

Sit-Down
Restaurant
Purchasers

Non Sit Down
Restaurants*

Did Not Purchase
any F&B

Traveler Dwell Time (Minutes) by
Concessions Purchase Behavior

Sit-Down restaurant Purchase Barriers Study. Sample Size: 200. Q: Today, how many minutes did you have in the terminal where you could shop, eat, work or 
relax prior to boarding your flight out of DFW?. Q: Today, did you make a purchase at a sit-down restaurant at DFW Airport? (i.e., a restaurant where you order 
from the table or with wait staff) Q: Did you purchase from any food/beverage location, including vending machines, today at DFW Airport?

*Represents those that made a F&B purchase outside of a sit-down restaurant and those that did not purchase any F&B at DFW.

Travelers who make an 
F&B purchase generally 
require longer dwell times 
than those who do not.

For those dining at a sit-
down restaurant, the 
average dwell time 
exceeds 3 hours.

Average Dwell Time: 157 minutes



3535 Customer Satisfaction Study (CSS) FY19-FY24TD:  Q: Today, how many minutes did you have in the terminal where you could shop, eat, work or relax prior to boarding 
your flight out of DFW?.                     FY20 Q4 data missing due to COVID-19. 

Based on data from 
DFW's customer 
satisfaction study, 
traveler dwell times 
have been trending 
downward since 2019.
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To-Go (Take-out)
48%

Dine at location
34%

Ready-to-eat 
(Grab & Go)

18%

How did you order your Food & Beverage?

Source: Concessions Customer Insights study, September 2023. N=193

Therefore, about 
two-thirds of 
passengers choose 
to take their food 
and beverages to-
go, either through 
take-out or grab-
and-go options.
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F&B EXPERIENCE 
% Agree 

Completely + 
Somewhat Agree

In general, I am watching how much I 
spend inside the Airport 64%_28% 36%

Strongly 
Disagree 

Somewhat 
Disagree  

Neither 
Agree nor 
Disagree

Somewhat 
Agree

Strongly 
Agree 

More than half of the travelers are also 
watching their spending at the Airport, making 
them more price-sensitive.

Sit-Down restaurant Purchase Barriers Study. Sample Size: 200. Q: On a scale of 1-5 where 1 is “strongly disagree” and 5 is 
“strongly agree”, please rate your level of agreement with the following statements regarding your experience at DFW today
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According to Airport Dimensions’ research, 
travelers increasingly feel that airports do 
not always offer value for money. They state 
that the core part of the journey, where 
airports hope travelers are spending, is 
being affected by issues such as perceived 
poor value for money and crowds.

2024 Airport 
Experience 
Research 

Airport Dimensions- Airport Experience Research AX24 % Satisfied

https://assets.ctfassets.net/mlhfk7pjn0ow/375LlWnz13b9XofOjidCK0/41d80485c91acecc99687ce9d741552e/AX24_The_Age_of_The_Airport_Experience.pdf
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Summer Success
Jennifer Simkins
AVP Concessions



40

0.0
0.5
1.0
1.5
2.0
2.5
3.0
3.5
4.0
4.5
5.0
5.5
6.0
6.5
7.0
7.5
8.0
8.5

Overall PAX Destination PAX

M
ill

io
ns

Passengers

Budget
Actual

Breaking Records

$0

$10

$20

$30

$40

$50

$60

Concessions RAC
M

ill
io

ns

Sales

Budget
Actual

$60.8M

$43.5M

1.3M

22
DAYS THIS
SUMMER

8.4M
295,702
July 20, 2024 JULY

MAY

JULY

MAY

Presenter Notes
Presentation Notes
In total, 22 days broke the record, and the new highest daily record was set on 7/20 at an estimated 295,702 passengers.
July was once again DFW’s busiest month, this year bringing in 8,443,744 passengers.
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Concessionaire Accomplishments

IROPS SCORES OPEN

Providing service through 
numerous flight delays

Maintaining exceptional 
Mystery Shop scores Improved open/closed times



OPEN!
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Locations that consistently 
opened early and closed late 
(or on time) during summer 
months.

May, June, July



#OneDFW
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“Going Above and Beyond for our Customers” 
at DFW Airport nominated on #OneDFW link by 
other employees, managers and corporate staff.

Q2 2024 Nominations

https://www.dfwairport.com/onedfw/
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Recap & Reminders

Dec 12

EXCELLENCE 
AWARDS

TERMINAL A CONSTRUCTION

*Subject to change

TERMINAL C CONSTRUCTION
• Gates A13 close: Aug 6 – Feb 13, 2025
• Gates A14,15,16 close: Aug 6 – Oct 24 (re-close Feb 2025)
• Gate 17 close: Dec 4
• Gates A19, 20 close: Oct 25 – Dec 3
• Gate A18 close: Dec 3 – Feb 2025

• Phase 1: High Gates (DONE)
• Phase 1a: Gates 27-30 September 11, 2024 – Mid 2026*
• Phase 2: Gates 1-11 November 2026 – November 2028*
• Phase 3: Gates 12-25 November 2028 – November 2030*

September

AWARD
NOMINATIONS

Presenter Notes
Presentation Notes
Awards & Nominations
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Sales Projections
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RAC Gross Receipts FYTD through June
FY24 gross receipts are projected to be up 6.2% vs FY23, up 16.4% vs FY22   
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Presenter Notes
Presentation Notes
Gross Receipts are expected to follow destination passengers. 
We also saw an unexpected 23.6% increase in Gross Receipts in April due to the eclipse resulting in an additional $8.2M in gross receipts.
We are expected to be up 6.2% YOY and 16.4% over FY22.
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FY25 Destination Passenger Budget vs FY24 Outlook
FY25 Destination Passengers are projected to 1.5M up 3.3% vs FY24, up 9.5% vs FY23   
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Presenter Notes
Presentation Notes
We also received FY25 Destination Passenger Projections.
I wanted to provide some insight on  FY25 Destination Passengers vs the FY24 Outlook. 
FY25 Destination Passengers are projected to be 15M vs the 14.5M in FY24. That’s an additional 486K people with the potential to visit our ConRAC. 
We expect to see a 3.3% increase over FY24 and a 9.5% increase vs FY23. 
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FY25 RAC Gross Receipts Budget vs FY24 Outlook
FY25 Gross Receipts projected to be up 0.2% vs FY24, up 6.4% vs FY23   

-7.2% 0.5%
-0.3% 5.3% 5.8%

1.7% -11.2%
2.1% -1.4% 5.0% 4.4% 3.6%

 $-

 $5,000,000

 $10,000,000

 $15,000,000

 $20,000,000

 $25,000,000

 $30,000,000

 $35,000,000

 $40,000,000

 $45,000,000

 $50,000,000

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

FY22 Actuals FY23 Actuals FY24 Actuals/Outlook FY25 Budget

Presenter Notes
Presentation Notes
Normally Gross Receipts follow destination passengers. 
We are projecting to be slightly down in Oct of FY25 -7.2%.
We believe the average daily rate in Oct of FY25 will be slightly lower than Oct of FY24. 
We also saw a huge increase in April of FY24 due to the eclipse. 
We are expecting a reduction of -$4.8 million in April due to the AVG daily rate in April of FY24 for some tenants skyrocketing to as much as $136.
We aren’t expecting another Eclipse in FY25 .
Even without the additional $4.8M we saw during the eclipse in April of FY24; we still expect to be up 6.4% YOY and 16.5% over FY23.
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F&B/Retail Concessions Gross Receipts (Oct – Jun) 
Actuals

Gross receipts are up 13% in FY24 vs FY23
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Total Concessions Gross Receipts
FY25 Gross Receipts are forecasted to grow by 5% 



51

DFW Airport Passenger
Forecasted Passenger Increase is 5% in FY25
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Closing Remarks
Ken Buchanan
EVP Customer Experience & Revenue Management



Q & A
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Thank you


	Concessions Webinar
	Agenda
	Slide Number 3
	Slide Number 4
	Slide Number 5
	DFW leads all US airports with 259 total destinations
	11 new services announced in FY24
	Strong performance FYTD, averaging 9.6% growth YoY
	Mexico represents the largest market for all international passengers�
	FY25 is projected to be an all time high for DFW
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Slide Number 26
	Slide Number 27
	DFW Construction Corner

	Slide Number 29
	Slide Number 30
	“Clean, Working, Friendly” is the foundation of travelers’ needs.
	Travelers navigating the Airport seek a variety of food options while managing their limited time. They need to understand what is available to them while feeling calm, assured, and in control.
	Slide Number 33
	Travelers who make an F&B purchase generally require longer dwell times than those who do not.��For those dining at a sit-down restaurant, the average dwell time exceeds 3 hours.
	Based on data from DFW's customer satisfaction study, traveler dwell times have been trending downward since 2019.
	Therefore, about two-thirds of passengers choose to take their food and beverages to-go, either through take-out or grab-and-go options.
	More than half of the travelers are also watching their spending at the Airport, making them more price-sensitive.
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