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ONE DFW
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Sean Donohue, CEO

Opening Remarks



Ken Buchannan
Executive Vice President
Customer Experience & Revenue Management
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Construction Updates

Tammy Huddleston

Vice President, DCC

Operational Excellence



CTX Recapitalization (Terminals A, B, C & D) (D/B/B)

Project Update

Terminal B

- BHS work complete. Closeout documentation ongoing

Terminal A

‐ Pod A: Go Live was Nov 29, 2023

‐ Pod B: CTX 9800 delivery: Jan 2024 (1 x wk of Jan 22 & Jan 29)

‐ Pod C: CTX 9800 delivery: Apr 2024

‐ No temporary lobby screening required

Terminal C

‐ South Matrix De-Scoped; Working through transfer of work to AA

‐ Temporary lobby screening: Jul 2024

Terminal D

‐ Portering operation at AA ticket counter started 4 Jan

‐ Phase 1 CTX 9800 delivery: late Jan 2024 (4 x wk of Jan 22)

‐ Temporary screening in South Lobby scheduled start: Jan 

30, 2024

Substantial Completion: Sep 2026

Terminal A – New CTX



Employee Inspection Portals (D/B)

Project Update

‐ A24 turned over to DPS for training: Nov 13, 2023

‐ D10 to be turned over to DPS for operations: Jan 

12, 2024

‐ 'Projected' Automated Entry Gates to be added to 

D10 portal: late Mar 2024

‐ Completion of A24 portal: late Apr 2024

‐ Completion of E02 / E37: late Apr / early May

‐ Completion of D37 / B26: late May / June

‐ Substantial Completion: Jun 2024

A24

D10



Holistic Airside Restroom Project

Project Update

Group 1: A24, B19 & E34 Restrooms

‐ Design: Sep 2023 – Jan 2024

‐ Construction: Feb 2024 – Oct 2024

MODULAR KITS



Project Update

‐ NTP Construction: Jan 11, 2024

‐ Substantial Completion: Dec 8, 2025

‐ Final Completion: Feb 6, 2026

East West Connector Roadway (Rental Car Drive) (D/B/B)



Project Update

‐ Survey and SUE activities ongoing

‐ Geotechnical investigation will follow

‐ Construction Start: May 14, 2024

‐ Removal of old AirTrans structures will begin 

May 2024

‐ Early Completion with Incentive: May 15, 2026

‐ Substantial Completion: Oct 14, 2026

International Parkway Modernization (D/B)

High Mast Light  Poles

IP- Right Visualization



CTA Expansion Program



Terminal A Pier

Project Update

‐ Construction Started at 

SSCP A21: Jan 8, 2024

‐ Construction Start at 

SSCP A12: Jan 29, 2024

Terminal “A” - Permit Package # 7 Security location

Terminal “A” - Permit Package # 8 Security location



Utilidor Service Delivery Systems

Project Update

‐ Construction NTP: Oct 11, 2023

‐ Construction/Demo Start: Dec 4, 2023

‐ Successful Utility Interruption: Dec 8, 2023

‐ First Major Closure: Jan 3, 2024

‐ First Closure Complete: April 9, 2024

‐ Next Closure Start: April 10, 2024

‐ Substantial Completion: Jul 29, 2025

Sample Closure Diagram for 

Stakeholder Notification

Demolition at future South 

Pump Room Area
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Air Service Updates

Milton De la Paz

Vice President, Airline Relations

Operational Excellence



DFW leads all US airports with 257 total destinations

Source: Diio Mi Schedules YE Dec 2023 as of January 2, 2024
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4 new services added in FY24



FY24 off to a strong start, averaging 11.8% 
growth YoY

Source: DFW Internal Statistics
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FY24 is projected to be an all time high for DFW

Source: DFW Internal Statistics
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Asia / Pacific remains 29% below 2019 levels

Mexico

Middle East

C & S America

Europe

Canada

Asia/Pacific

Source: DFW Monthly Flight Activity Reports
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CANADA

MEXICO

Mexico represents the largest market for all 
international passengers
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6.2M passengers are expected to travel in 
February, 11.7% above 2023 levels

Source: DFW internal estimates 



DFW terminal split by hour – February 2024
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FY 24 Q2 passengers are projected to continue 
growth trend

Source: DFW internal estimates
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RFP, SBEC, Outreaches

Jennifer Simkins

Assistant Vice President, Concessions

New Opportunities



April 2024

Multi-Terminal RFP

Fall/Winter 2024

Terminal F RFP

2024 Focus



RFP Outlook FY24 - FY30
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Achieve ACDBE Goals and Provide Opportunities for SBEC’s

Dates and locations Subject to Change



DFW Concessions Events

Subject to Change

DFW Outreach /

Bonfire 
Information

February 21st

Hyatt Regency

Terminal C

April

AXN 2024

Summer/Fall 2024

Pre-Proposals

Multi-Terminal RFP

May 1, 2024

Irving Convention 
Center

Terminal F RFP

Fall/Winter

2024



SBEC Program
7 SBEC Locations



31

Revenue Projections

Grab & Go Goals

Amanda Souza

Assistant Vice President, Concessions

New Opportunities



FY24 Total Gross Receipts
FY24 Gross Receipts are up 8.8% vs FY23; up 30.7% over FY22
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FY24 Total Transactions
FY24 Transactions are up 8.3% vs FY23; up 16.2% over FY22
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FY24 RAC Gross Receipts
FY24 Gross Receipts are up 5.9% vs FY23, up 16.0% vs FY22
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Rental Car DEPAX
FY23 Actual vs.
FY24 Budgeted



Grab & Go Program

Amendments Executed

Goal Set

POS Integration



Leveraging Grab & Go

Product Variety Dedicated Point of Sale Accessibility 
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Performance Recognition

TGI Fridays - On the Fly Chili’s - To Go
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Business Diversity

Tamela Lee

Vice President, BDD

New Opportunities
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Customer Insights

Sharon McCloskey

Vice President, Customer Experience

Experience
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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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As the world’s second 
busiest airport, we see 
high volumes of 
travelers at all times of 
day and into the night.

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

134 travelers

189 travelers

100 travelers

181 travelers

348 travelers

Number of travelers 

between 4AM – 8AM on 

09/09/23



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



46 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?



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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5.22

5.55

6.62

6.64

7.49

7.60

7.84

8.10

8.61

8.70

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

8.95
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8.18

8.17

8.13

7.42

6.45

5.43

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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Hidden Disabilities Program

Courtenay Shorter

Senior Manager, Risk Management

Experience



• DFW has engaged consultants to understand 
how we can better serve those with both visible 
and hidden disabilities.

• We have actively engaged various community 
groups and advocates of those with disabilities 
to gain perspective from a traveler's point of 
view.

• After evaluating other airports, we identified 
several initiatives for implementation at DFW to 
enhance the customer experience. 

Program Background
Americans with Disabilities Act (ADA) & Hidden Disabilities



DFW ADA & Hidden Disabilities
Current Initiatives

• DFW Disability Advocate Workshop – Held on November 14, 2023 to gain a better 
understanding of the travel experience for those with Hidden Disabilities. Workshop was 
hosted by Innovation. Risk Management and Customer Experience participated.  

• Evaluation of other airports & the programs they offer. Gap analysis completed to understand 
how DFW compared to other airports. Other programs & services identified include adult 
changing tables, hearing loops within the terminal, and the Sunflower Lanyard program. 

• From this evaluation the following were initiatives that DFW will focus on in 2024
❑ Development of a DFW Hidden Disability Advisory group (initial stages)
❑ Sensory Rooms (phased approach beginning 2024 in Terminal D) 
❑ Promotion of the Sunflower Lanyard program (initial stages)
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Sunflower Hidden Disabilities Program
Background 

• The sunflower is the globally recognized symbol 

for non-visible or hidden disabilities 

• Provides a cue to others that the individual may 

need extra support or time at work or in public 

settings

• No cost to the customer and lanyards will be 

provided upon request (via mail or in-person)
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Sunflower Hidden Disabilities Program
Success Factors Identified in Other Airports 

• Communication – Internal and External 

Stakeholders

• Training – Providing Information on programs and 

airport initiatives such as Sunflower Hidden 

Disability

• Consistency of Information  - Ensuring that all 

customer facing staff provide the same 

information. 



• Business Partner Rollout – Subsequent 
rollout to business partners such as 
Concessionaires, Airlines, TSA, and Prospect.

• Training – Providing training for all customer 
facing staff for awareness of the program. 

• Provide feedback on the program – We 
welcome your thoughts on ways to improve the 
program.

Next Steps

We Need Your Help
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Excellence Awards

Jennifer Simkins

Assistant Vice President, Concessions

Experience



Excellence Awards 
by the numbers

Next Event: December 12, 2024

146

Employees

6 Partnerships

32 
Companies
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Compliance

Jennifer Simkins

Assistant Vice President, Concessions

DFW
Dependable
Frictionless
Working
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OPEN …



Flight Banking – February 2024

71 - - - - 475 676 

3,040 3,422 
2,555 

3,759 

2,412 
2,919 

2,386 2,541 2,787 2,433 
3,257 2,906 

4,577 

1,903 
2,844 

1,145 
147 

0 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23

Te
rm

in
al

 A

Source: DFW internal estimates

55 - - - - 366 521 

2,343 2,637 
1,969 

2,897 

1,859 2,249 
1,838 1,958 2,148 1,875 

2,509 2,239 

3,527 

1,467 
2,191 

882 
113 

0 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23

Te
rm

in
al

 B

87 - - - - 582 827 

3,723 4,190 
3,129 

4,603 
2,953 3,574 2,921 3,112 3,413 2,980 

3,988 3,559 
5,605 

2,331 
3,482 

1,402 
180 

0 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23

Te
rm

in
al

 C

166 15 - - 27 
548 704 

2,389 2,677 
2,054 

2,976 
2,005 2,300 1,964 2,172 2,408 2,217 

2,629 2,457 
3,360 

1,481 
2,187 

1,109 
359 

0 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23

Te
rm

in
al

 D

533 
65 - - 118 

1,063 1,178 
1,821 1,995 1,739 

2,347 
1,933 1,776 1,829 

2,307 
2,639 2,816 

2,265 2,515 

1,686 
1,075 

1,490 1,618 
1,173 

0 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23

Te
rm

in
al

 E

26k PAX
After
8pm



Mystery Shop - Terminals & RAC
Employee Recognition

Employees who receive a 90% or 
above on their mystery shop 
Standards Score.

The DFW Way Training Video will help your 
employees understand the DFW Standards 
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POS Integration

Vendor Tracking

Zenola Campbell

Vice President, Concessions

DFW
Dependable
Frictionless
Working



POS Data Sources Integrated Data Flow
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Delivery Dock Application
Concessions Delivery Dock Automation Dashboard (CDDA)

Before After



Delivered Dashboard
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Raffle Drawing



Thank You
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