DFW CX: Delivering on
the Airport Brand

November 6, 2019



Moments of wow.

DFW’s Experience Statement

The moment you realize you've cleared customs
THAT quickly. The moment you connect with a
piece of art in the terminal. The moment you
discover the true meaning of Texas hospitality.
For every time we go above and beyond.

When we think about the feeling you get when
everything works, you are in an interesting,
compelling place, and your journey is
progressing nicely. This is why you travel, and
though you may not expect it from an airport,
you'll feel the warm Texas welcome and
experience amazing times inside DFW.
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Key Insight @

Conversely, positive emotions occur when processes are comforta ble, smooth and without ChaOS,
resulting in a minimal impact on the passengers’ allotted time to make their flight.
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Happiness, relaxation, and relief are the positive emotions
most commonly elicited by smooth airport processes.
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