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Together we are
ONE DFW

Panel of Speakers:

« Sean Donohue, CEO

« Ken Buchanan, EVP, Customer Experience & Revenue Mgmt
« Tammy Huddleston, VP DCC

* Milton De la Paz, VP, Airline Relations

« Jennifer Simkins, AVP, Concessions

+ Amanda Souza, AVP, Concessions

« Tamela Lee, VP Business Diversity

» Sharon McCloskey, VP, Customer Experience

« Courtenay Shorter, Senior Manager, Risk Management

« Zenola Campbell, VP, Concessions
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Operational Excellence

Construction Updates

Tammy Huddleston
Vice President, DCC




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

<€

Terminal D — Bag Porteri

ng

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



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

MN\NICV\AJ
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Holistic Airside Restroom Project

Project Update

Group 1: A24, B19 & E34 Restrooms

- Design: Sep 2023 — Jan 2024
- Construction: Feb 2024 — Oct 2024

MODULAR KITS =Y



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

Project Update

- NTP Construction: Jan 11, 2024

(8 provecr L ‘ . —— | o ‘ - Substantial Completion: Dec 8, 2025

Al .

‘ WA W e
BEGINNING OF PROJECT |3y R AN SN e e ' ik e e [ - I
BEG|NNINGOROUECT W Y N ; Ry AR 4 - Final Completion: Feb 6, 2026

SR Y
EASTWEST CONNECTOR
. (RENRAL CAR DR)
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International Parkway Modernization (D/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

MN\NICV\AJ
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CTA Expansmn Program
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Terminal A Pier

Project Update

He, ¥
Coordinate queue

lane and stanchion
layouts w/ DFW &
- TSA to continue
operations during
| construction

- Construction Started at
SSCP A21: Jan 8, 2024

W' R  _  Construction Start at

beyond to remain
=

e e SSCP Al12: Jan 29, 2024

be removed, stored
be enclosed. and reinstalled in
similar location

Minimize obstruction
into corridor

Existing wall and
glazing to be
demolished

1 - Check Point at A21 - Existing Condition

Infill with
construction
wall

Demo existing
wall.

Construction
= doors with DPS
locks (typ)

This wall and
To protect floor monitor will be
opening, screw
plywood from
below prior to
slab installation
to prevent SIDA
breach. Provide
e guard while
opening cover
is not in place

removed,
stored and
re-installed in
Phase 4.

[0 5 - Demo existing wall - Chamfer corner enclosure 6 - Demo existing wall

Terminal "A” - Permit Package # 8 Security location D \vAvl



Utilidor Service Delivery Systems
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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

Demolition at future South
Pump Room Area

Sample Closure Diagram for
Stakeholder Notification

™
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Operational Excellence

WE @ ouvR

CUSTOMERS Air Service Updates
\#OneDFW

Milton De la Paz
Vice President, Airline Relations

MIC\A/J
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DFW leads all US airports with 257 total destinations

# Destinations for major US airports
(YE Dec 2023)

300

257
250
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- | ‘ |
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) ‘ ‘ ‘
0
DFW ORD MCO MSP  FLL

MNICAAJ
Source: Diio Mi Schedules YE Dec 2023 as of January 2, 2024 L1 VYV



4 new services added in FY24
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FY24 off to a strong start, averaging 11.8%
growth YoY

DFW passenger performance

9 (Actuals and YoY Growth) 350
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FY?24 is projected to be an all time high for DFW

DFW Total Passengers
(millions)

79.7 81.6
73.3 72.2
55.4
47.4 I

FY 2019 FY 2020 FY 2021 FY 2022 FY 2023 FY 2024 Budget
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Asia / Pacific remains 29% below 2019 levels

Pax vs 2019
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Mexico represents the largest market for all
International passengers

CANADA g2

EUROPE
ASIA/PACIFIC
MEXICO 41.0% @
@ MIDDLE EAST

CENTRAL & SOUTH
AMERICA

. M\IE\A/
Source: DFW Internal Statistics, FYTD Nov 2023. L/ vV



6.2M passengers are expected to travel In
February, 11.7% above 2023 levels
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DFW terminal split by hour — February 2024
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FY 24 Q2 passengers are projected to continue
growth trend
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New Opportunities

RFP, SBEC, Outreaches

Jennifer Simkins
Assistant Vice President, Concessions




2024 Focus

Multi-Terminal RFP

April 2024

Terminal F RFP

Fall/Winter 2024




RFP Outlook FY24 - FY30

Achieve ACDBE Goals and Provide Opportunities for SBEC’s

70

58 locations
60

50

40

31 locations

27 locations
23 locations
18 locations 20 Iocatioi
2
7
7
2

FY24 FY25 FY26 FY27 FY28 FY29 FY30
A B EC D WmE mF mSVC

30

20

8 locations

10

i

M\IAA/
*FY24 includes Piers A & C, Terminal F, and expiring agreements. Dates and locations Su bJ ect to Chan ge L/ vy



DFW Concessions Events

DFW Outreach /

Bonfire Pre-Proposals
Information
: A (" . .
February 21st Multi-Terminal RFP
—  Hyatt Regency ] May 1, 2024
Terminal C Irving Convention
- J s Center
4 ~N p .
April Terminal F RFP
B AXN 2024 — Fall/Winter
2024
. Y, . )
( A

— Summer/Fall 2024

_ N\C\A/
Subject to Change /I VY



SBEC Program

7 SBEC Locations
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New Opportunities

Y WeaRe N Revenue Projections
#0neDFW Grab & Go Goals

Amanda Souza
Assistant Vice President, Concessions

MIC\A/J
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FY24 Total Gross Receipts

FY24 Gross Receipts are up 8.8% vs FY23; up 30.7% over FY22

$70,000,000.00
4.1% 10.2%

10.4%

$60,000,000.00 7.8%
13.7% 7-3_% 5.7%

$50,000,000.00 13.3%  66% 4559

$40,000,000.00

3.2%

[ —
$30,000,000.00
$20,000,000.00
$10,000,000.00
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FY24 Total Transactions
FY24 Transactions are up 8.3% vs FY23; up 16.2% over FY22

4,000,000

10.3%
3,500,000 . 4.1% 10.5%

9.7% 7.4% . — 3.4%
3,000,000 8.6% 81%  15.5% >-8%
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FY24 RAC Gross Recelpts

FY24 Gross Receipts are up 5.9% vs FY23, up 16.0% vs FY22

$45,000,000

$40,000,000 4.6% 6.9%

9.6%
2.7%
$35,000,000 4.1% . o 2.9% _10.5%
26%  12.0% —¢—
$30,000,000 8.1%

$25,000,000

Il

$20,000,000
$15,000,000
$10,000,000

$5,000,000

S0
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—o—FY22 Actuals =o—FY23 Actuals ®=FY24 Actuals/Outlook

MN\NIZ\A/J
LJ1 VYV



DESTINATION PASSENGER

2.86%

14,157,822

13,763,702

FY23 ACTUAL FY24 BUDGET

DESTINATION PASSENGER
CAPTURE RATE

(0.62%)

FY23 ACTUAL FY24 BUDGET

RENTAL TRANSACTION DAYS

2.22%

5,613,967

td
”
/"
5,491,949

FY23 ACTUAL FY24 BUDGET

BUS RIDERSHIP

4.19%

5,381,993

FY23 ACTUAL FY24 BUDGET

Rental Car DEPAX
FY23 Actual vs.
FY24 Budgeted



I:I POS Integration
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Leveraging Grab & Go
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Product Variety Dedicated Point of Sale Accessibility
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Performance Recognition

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

MN\NIZ\A/J
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New Opportunities

Business Diversity

Tamela Lee
Vice President, BDD




Experience

.
WE @ ouvR

CUSTOMERS
 #OneDFW Customer Insights

Sharon McCloskey
Vice President, Customer Experience

MIC\A/J
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Your continued
efforts have helped
DFW achieve the
2022 ACI award for

AIRPORTS COUNCIL
INTERNATION.

SELECTED

BY PASSENGERS Jf “Best Airport over 40
AAAAAAAAAAAAAAAAAAAAAAAAAAAAAAA Million travelers in
B 4 North America’.

MN\NICV\AJ
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DR o Vel v Time or by As the world’s second
busiest airport, we see
high volumes of
travelers at all times of

‘ | B~ day and into the night.

10,823,094 11,015,321

9,407 696 9,650,000 9,637,157

4,363,887

@ , , .
S v@ »\Q@ S '\& &

M\IAA/
42 Source: AODB flight data and 10C internal forecast, FY23. L/ A’/



—— maTreTaean

7777 P
Ty €  Admirals Club

134 travelers

Number of travelers "~
XpresSpa 0O
between 4AM —8AM on |4 7£levén
09/09/23 =
Pxit o 189 travelers
E:gy. y Pinkb;‘ny
e appasito’s |
e-arranged : pg‘arlttina (1 8 m
%/Eo M 100 travelers
Z 0 : 0
Yellow Checker 0O 6 0 0O Case StUdv
iy s e
e O : Early mornings and evenings are
. =3 important!
0> @ 181 travelers
Exit m
Q =) fi For instance, if a concession near gate
Rle Garcia T A28 is not open in the morning, it could
ERERRREocina potentially lose out on serving almost

1,000 customers in the five-gate area.

Source: DFW EDW Traveler Forecast by Gate



Chick-fil-A
Mear Gate C24 » Level 1 -
Terminal C

Pappasito's Cantina
Mear Gate C19 - Level 1 -
Terminal C

OPEN

Dunkin'
MNear Gate C17 = Level 1=

Terminal C

Q NBC-5 Travel Store

OPEN
@ Near Gate E31 - After Security

Baskin-Robbins =
MNear Gate C17 = Leve|
Terminal C

Level 1 = Departures / Check-In

B Terminal E

OPEN

Maggiano's
Mear Gate C17 = Level 1 -
Terminal C

OPEN

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.

M\IC\A/J
L1 VYV
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Remember the
VISIBILITY KNOWLEDGE (ystomer’s Core Needs

Co 3 If we recognize how travelers
Q 0 perceive different touchpoints in their

journey, we can understand those

TIME CONTROL perceptions and address them. This

allows us to meet traveler needs

x Q= I—Q throughout the journey.
x - J—

l_
@ ¢_

MINDSET OPTIONS —

LJ1 VYV



How did you order your
Food & Beverage?

Dine at

-ocation To-Go (Grab

34% & Go and
Take-Out)
66%

Source : Concessions Customer Insights. N=193

08 =
Two-thirds of
travelers take their
food & beverage to-
go, whether by
take-out or Grab &
Go.

MN\NIZ\A/J
LJ1 VYV
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TIME CONTROL OPTIONS MINDSET

ﬁe On-The-Go Mindset

Based on surveys with our
customers, a recurring theme
among travelers iIs 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 retall
options enhances their overall
alrport experience.

MN\NIZ\A/J
LJ1 VYV




Food & Beverage Decision Factors
Average Ratings

Cleanliness of facility 8.70

Quality of food 8.61

10

il

Speed of service

Friendly staff _ 7.84
Affordable price — 7.60
Close to departing gate — 7.49
Comfortable seating _ 6.64
Quantity of food (portion sizes) _ 6.62

Local cuisine 5.55

|

Positive online reviews 5.22

|

on a scale of 1-10, where 1 is least important and 10 most important.

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

60 H @

VISIBILITY OPTIONS MINDSET

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

MN\NICV\AJ
LJ1 VYV



Retail Decision Factors
Average Ratings

Cleanliness of facility

9.10

I

Able to quickly get in & out — 8.95
Arerl s I - -
Quality of items — 8.70
\Variety of items at the location — 8.18
Close to departing gate — 8.17
Affordable price — 8.13
Atmosphere — 7.42

Selection of DFW area unique items

o
~
o

Positive online reviews

o
I
w

49

6 H @

VISIBILITY OPTIONS MINDSET

When it comes to retall,
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 ™ \AJ

on a scale of 1-10, where 1 is least important and 10 most important.

LJ1 VYV
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Summary

« Transparency to our travelers —
such as notifying when opened or
closed — is vital for improving their
overall experience.

T BRI fias FESPEII] - Most travelers have an on-the-go
AR mindset and want quick,
sk i convenient options.
atki dhkey and. Lo « The foundational needs of
“Clean, Working, Friendly” are
still very important to our
S5-c|sny B customers in their decision-

making process. PI=nY)

» W

YON ZcsCINNN 5 (uE




Experience

Hidden Disabilities Program

Courtenay Shorter
Senior Manager, Risk Management




Program Background

Americans with Disabilities Act (ADA) & Hidden Disabilities

« 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.

MN\NIZ\A/J
LJ1 VYV




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
1 Development of a DFW Hidden Disability Advisory group (initial stages)
1 Sensory Rooms (phased approach beginning 2024 in Terminal D)
O Promotion of the Sunflower Lanyard program (initial stages)

N\[C\A/
LI VYV



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)

MN\NIC\AJ
LJ1I VYV



Sunflower Hidden Disabilities Program

Success Factors Identified in Other Airports

e Communication — Internal and External
Stakeholders

* Training — Providing Information on programs and
alrport initiatives such as Sunflower Hidden
Disability

 Consistency of Information - Ensuring that all
customer facing staff provide the same
iInformation.

M\IC\A/J
L1 VYV



Next Steps

We Need Your Help

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.

MN\NICV\AJ
LJ1 VYV



Experience

.
WE @ ouvR

CUOSTOMERS
 #0neDFW/ Excellence Awards

Jennifer Simkins
Assistant Vice President, Concessions

MIC\A/J
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Excellence Awards
by the numbers

146
32

Companies Employees

Next Event: December 12, 2024




59

TOGETHER \

WE ARE

#0OneDFW

DFW

Compliance

Jennifer Simkins
Assistant Vice President, Concessions

Dependable
Frictionless
Working

MIC\A/J
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All Terminals v il g
. Openings
Early Openings 0 min - 15 min Late > 30 min Late ‘

Chick-fil-A

29 14 9
Near Gate C24 + Level 1 -

Terminal C Late Closures 0 min - 15 min Early | 16 min - 30 min Early > 30 min Early

12 12 5 23

Pappasito's Cantina
Near Gate C19 « Level 1 -

Terminal C

OPEN

Rental Cars

Discover the area on your time and rent a car at

Near Gate C17 « Level 1 »
Terminal C | car facility.

OPEN

Dunkin'

Renta Car >

Baskin-Robbins

0 Near Gate C17 « Level 1 -

Terminal C

L1 VY



Terminal D Terminal C Terminal B Terminal A

Terminal E

Flight Banking — February 2024
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Mystery Shop - Terminals & RAC

Employee Recognition

STANDARDS SCORE

100%

7/7 points

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



DFW cicioniess

Working

POS Integration
Vendor Tracking

Zenola Campbell
Vice President, Concessions
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Delivery Dock Application

Concessions Delivery Dock Automation Dashboard (CDDA)
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Delivered Dashboard

é Explore / Concessions / Concessions Delivery Dock Automation Dashboard / Delivered Dashboard * Ej Data Sources | O\ E,* @ [l @
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Delivered Dashboard | Missed Dashboard | Scheduler Dashboard = Export Instructions

Start Date (p) End Date (p) Terminal (d) Store (d) Company (d)
|11/28/2023 | l12712/2023 | [tan | [ | [ian -
Delivered
Date (d1) Day of Week (d)  Status (d) Dock (d) Check In Officer Terminal (d) Gate(d) Store (d) Company (d) Delivery Person Full Name Box Quantity
11/28/2023 Tue D17 b D24 Js TRG DUTY FREE JOINT VE t E
Tue A39 A A28 Mata EL SERVICE Container 27
Tue Diz? gbal Abusin B B15 Panda Express MULHOL Container 100
Tue D17 gbal Abusin [} D24 Cantina Laredo MULHOLL Container 442
Tue D17 gbal Abusin B B40 ister's A NETWORK MULHOLLAN, Container 73
Tue sered on Schedule D17 L b2z an Airlines Admirals Club HMS HOS TALLEY, DEARA Container 28
Tue ered on Schedule  A39 A A37 rtainment UMITED CELSERVICE RAMIREZ SEGU Contai &
Tue ered on Schedule  E02 E EQ7 Farmer's Fric ng Term .. CANTEEN VENDING JOMES, JOSHUA Tray 8
Tue ered on Schedule  E02 E EQ7 Farmer's Fridg ding Term .. CANTEEN VENDING JOMES, JOSHUA Tray 8
Tue ered ED2 E ES Whataburger MULTIRESTAURANTS CRABTREE, DONALD Tray 19
Tue ered on Schadule A Farmer's Fric ding Term A NETWORK MULHOLLAM, JACK Container 2
Tue A Farmer's F ng Term .. A NETWORK MULHOLLAN, JACK Containe 1
Tue [} Farmer'sF ng Term .. MULHOL Contai 3
Tue D17 c Chili's HEMING Container 22
Tue A39 A A34 Panera Bread Container 110
Tue ED2 E E33 Panda Express A NETWORK Container 111
Tue E02 E E33 A < THE VA METWORK Contai a0
Tue sered on Schedule  E02 E E19 Peet's Coffee EMPIRE BAKING CO LP Tray 26
Tue ered on Schedule  ED2 E E08 Hu kinDonuts HUDSOMN NEW! GONZALES, CHRISTIAN Tray 22
Tue ered on Schedule  EO2 Paul Ajoku A A34 T § THE DALLAS MORNING M. ALCARAZ ARIAS, JUAN Container 4
Tue ered on Schedule  E02 Paul Ajoku B B33 Morld News and Gifts THE DALLAS MORNMING N.. ALCARAZ ARIAS, JUAN Container 3
Tue ered E0Z Paul Ajoku C oz News Kiosk THE DALLAS MORNING M_. ALCARAZ ARIAS, JUAN Container 3
Tue ered E0Z Paul Ajoku & D39 orld News and Gifts THE DALLAS MORNING N. . JUAN Container 4
Tue arod E0Z Paul Ajoku E E37 Landside b LaCreme THE DALLAS MORMING M. ALCARAZ ARIAS, JUAN Container 4
Tue D17 Sharonda Jackson b D27 1Market EMPIRE BAKING CO LP GOMNZALES, JOSE Container 1
Tue EQZ Paul Ajoku E E0S /Dunkin Donuts HUDSOM NEY MOR AIRIAM Container 2
Tue D17 Sharanda Jackson s D27 FRESHPOINT DALLAS INC - GARCIA, JOSE Contai 15
Tue D17 Sharonda Jackso b ooa The Str Journal UMNIVERSITY FOOD SERVI.. ACOSTAG 0, FABIAN Container 19
Tue D17 onda Jackson 5] B12 Cousin's Bar UNIVERSITY FOOD S ACOSTAG 0, FABIAN Container 25
Tue Delivered oiz7 onda Jack [} D1z American Express VIP Lobby UMNIVERSITY FOOD . ACOSTA y Container 20
Tue Delivered on & D17 onda Jack: B B12 Cousin's Bar-B-Q AMERICA INC GARCIAHERNANDEZ, JUAN Container 15
Tue Delivered or D17 Sharonda Jackson B B43 Cousin's Bar-B-0 AMERICA INC GARCIA HERNANDEZ, JUAN Container 15
Tue Delivered on Schedule  E02 Martine Booker E EOQ7 Farmer's Fridg CANTEEM WENDING DUDLEY, DARRON Tray 4
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Raffle Drawing




Thank You

2024 Concessions Forum

Satisfaction Survey
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