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 Introduction

dnata’s successes are inextricably linked to the 
partnerships and relationships we foster — 
in some cases, for over half a century.

dnata has certainly changed throughout the years. We have changed our 
look, enhanced our services and expanded into new territories, but the 
reason for our existence has always been: to anticipate and meet the 
needs of our customers. 

This purpose – which is now formally enshrined into our vision, mission 
and values – has been the element that has remained consistent 
throughout our remarkable growth as a company.

Indeed, it is the impetus for our expansion and the development of our 
business in the first place. By constantly extending ourselves to meet 
growing customer requirements, we have evolved from a small, localised 
ticketing business in Dubai, into a combined air services provider with a 
global footprint.

Our commitment to our customers is the core of our business model 
and objectives.

We continue to invest in state-of-the-art infrastructure and equipment, 
up-to-the-minute staff training, international acquisitions and a unifying, 
internal brand platform ‘One dnata’. These elements underpin our brand 
identity and keep us equipped to provide unparalleled service excellence, 
no matter what our customers ask of us. 

We continue to look ahead. With a robust, long-term operational strategy 
in place, a top global team, as well as enormous capacity to reinvent 
ourselves in the face of change, I am confident that we will maintain our 
momentum towards becoming the world’s most admired air services provider. 

I would like to thank our loyal customer base who, through their belief and 
support, have played an important part in our heritage and continue to 
fuel dnata’s success. I also look forward to welcoming and establishing 
those new customer relationships that will join our network and become 
an equally important part of our future. 

HH Sheikh Ahmed Bin Saeed Al Maktoum
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 ‘One’ for all
Our strategy for growth by acquisition has 
gained tremendous momentum. In 2011, 
we launched ‘One dnata’, a single-vision 
initiative that has unified all our divisions. 
In some countries, we are still operating 
under different brand names. Even so, 
all our employees understand that the 
dnata vision and values sustain all 
our businesses.  

We have energised our workforce with our 
guiding principle to ‘deliver the promises 
our customers make’. Each member of staff 
around the world now realises how much 
their daily efforts contribute to their own 
and their colleagues’ success. The effects 
have been remarkable, directly correlating 
with our record-breaking 2013-2014 
financial results of USD 226 million profit. 

One vision, One dnata

 
 We are a company backed by 
 over 55 years of proud history. 
 We have over 23,000 employees 
 across 38 countries, and 
our annual revenues have reached 
USD 2.1 billion in 2013-2014.

We’ve become a performance-driven organisation 
and a global player in niche markets. We are currently 
operating out of 75 airports across five continents, 
providing service excellence to over 250 airlines.

This makes us one of the world’s largest air services 
providers. Our vision however, is to become the 
most admired. Not necessarily the biggest — but 
unequivocally the best — in the eyes of our customers.

Introduction
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Our strategic vision
Through our global network, we supply 
our customers with air services – including 
ground handling, cargo, travel and catering 
– but we always want to do more.

Our eyes are firmly fixed on the immediate
future. We have ambitious plans in place 
to develop further and to double our 
profitability in the next five years. We know 
where we’re going and what we intend to 
achieve. With the right tools, strategy and 
– most importantly – the right attitude in 
place, our plans are entirely feasible. 

To keep us on track, our strategy focuses 
on four central pillars, which are crucial 
to the success of our five-year proposal:

People
We foster a culture of on-going 
improvement, respect and imagination. 
Attracting the best managers and staff 
in the industry, we then motivate them to 
develop further through our talent 
management framework. Our employees 
are valued and empowered; it’s through 
their hard work that we continue to 
delight our customers. 

Customers
We recognise that each of our customers 
is different. That means designing 
tailored products to suit the particular 
needs of everyone. To gain insights and 
to edge ahead in innovation and customer 
experience, we also work closely with our 
customers on the ground. In this way, we 
have established successful, long-term 
relationships with them.

Vision

To be the world’s most admired 
air services provider.

Mission

We will deliver the 
promises our 
customers make.

Operations
At several of our locations, we’ve been 
the first provider to achieve IATA Safety 
Audit programme for Ground Operations 
(ISAGO) accreditation. We maintain our 
ISO certification through our safety 
management and quality management 
systems. Our ‘One Safety’ training and 
awareness programmes are fast becoming 
industry-leading schemes in safety 
and security.  

Finance
By seeking new investments and growth 
opportunities, as well as reinvesting our 
profits, we are continually enhancing our 
operations. Introducing the new, global 
‘One dnata’ strategy means that we have 
a unique opportunity to share our agenda 
and aspirations for formidable growth, 
along with our challenges and values, 
with our partners. 

Our commitment to our people, customers, 
operations and finance will help us to 
stay focussed on what’s important during 
the next leg of our journey towards growth. 
These pillars will guide and support us 
through everything we do, from further 
acquisitions to improving efficiency and 
productivity, and setting ever higher 
service standards. There is no doubt; we 
have a strong, new global brand, and the 
drive and enthusiasm to achieve even 
greater success in the future. 

Gary Chapman 
President, dnata

Handles over

 70million
pieces of baggage

Each year, dnata…

Moves over

 1.6
million tonnes of cargo

Handles over 

 288,000 
flights

 

Helps over  

 90million passengers
reach their destination

Sends over  

 41million
meals into the sky

Helps over 

 880,000
people with their travel plans
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Introduction

1960 1970 1980 1990

1959
The story begins
dnata was set up with just five staff 
members to provide ground handling at 
the newly opened Dubai International 
Airport. Soon afterwards, it also started 
selling tickets for BOAC flights.

1978
Pioneering leisure travel
Leisure dnata, a dedicated travel 
agency and the forerunner to dnata’s 
thriving travel division, was formed.

1973
Specialist cargo solutions
dnata expanded its scope of business by forming a specialist 
cargo division. Over the next two years, cargo volumes into 
and out of Dubai increased by 50% per year.

1991
Arriving to a smile
marhaba, dnata's 'meet and greet' 
service, began operations at Dubai 
International Airport with 19 staff 
members. In its first year, it assisted 
20,000 passengers.

1993

Gerry's dnata
Commenced in 1993, Gerry’s dnata 
joint venture was dnata’s first 
overseas operation.

Evolution of 
dnata’s expansion
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Although our business showed significant growth and 
progress in our early years, our expansion activity started 
gathering serious momentum in the late '90s. Since 2000, 
we have acquired and developed partnerships with 
no fewer than 10 international businesses. 

2000 2010

1998
On the ground in 
South East Asia
dnata established its presence in 
the Philippines, offering passenger 
services, ramp handling and 
ground equipment maintenance.

2007
dnata expands westwards
dnata entered the European market for the 
first time with the takeover of Jet Aviation 
Handling AG, a well-known airport handling 
organisation based in Switzerland.

2012

 
Travel Republic
dnata acquired a majority 
stake in Travel Republic, 
the largest privately 
owned online travel 
agency in the UK.

 2005
HRG
dnata officialised its partnership with 
HRG to become a major corporate 
travel actor.

dnata heads to Singapore
dnata completed its 100% acquisition of 
CIAS, an integrated ground services 
provider and in-flight caterer.

2011
The power of one
To match its reputation as a truly global player 
in the combined air services industry, dnata 
unveiled a new company philosophy and 
fresh visual branding as part of its ‘One dnata’ 
programme.

 2013
A new milestone at 
Dubai World Central Al 
Maktoum International 
airport 
dnata handles commencing 
passenger operations at 
DWC Airport.

 2014
 
 
 
 
 
Gold Medal Travel 
Group 
dnata acquires 
UK-based travel 
company Gold 
Medal Travel 
Group.
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Introduction

Our global reach — 
an expanding network

 Over 

23,000staff
 Revenue 2013-2014 

 2.1b usd
 Profit 2013-2014 

226m usd

 

75airports

5 continents

Gulf & Middle East

Kingdom of 
Saudi Arabia

Jordan
Iraq

Qatar

UAE

Oman

Bahrain

 38 countries
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Ground handling
Australia
China
Kingdom of Bahrain
Iraq
Pakistan 
Philippines
Singapore
Switzerland
United Arab Emirates
United Kingdom

Catering
Australia
Bulgaria 
Czech Republic
Ireland
Italy 
Jordan
Romania 
Singapore
South Africa
United Arab Emirates
United Kingdom
United States of America 

Travel
Afghanistan (dnata & HRG)

Australia (mindpearl)

Kingdom of Bahrain 
(dnata & HRG)

Bangladesh (HRG)

Egypt (HRG)

Fiji (mindpearl)

India (dnata & HRG)

Iraq (dnata & HRG in 2014)

Ireland (Travel Republic)

Italy (Travel Republic)

Kuwait (HRG)

Lebanon (HRG)

Libya (HRG)

Morocco (HRG)

Sultanate of Oman (dnata
as OUA Travel, HRG, Gulf Ventures)

Pakistan (HRG)

Kingdom of Saudi Arabia 
(dnata & HRG)

South Africa (mindpearl)

Spain 
(mindpearl & Travel Republic)

Sri Lanka (HRG)

Sudan (HRG)

Syria (HRG)

Tunisia (HRG)

United Arab Emirates 
(dnata, HRG, Travel Republic, 
Travel Counsellors, Gulf Ventures 
& MMI Travel)

United Kingdom
Yemen (HRG)

Back to Contents
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 The dnata difference
We recognise that by serving our customers, 
we’re also serving their customers. That’s why 
we talk about the promises our customers make. 
From cargo and catering to travel services and 
generally making the airport a friendlier place, 
our operations drive performance. In this way, 
we delight our customers and their passengers, 
even as we continue to challenge ourselves to 
become the most admired air services provider 
in the world. 

Our consistent investment in technology, 
equipment, infrastructure and people – along 
with our unwavering commitment to service 
excellence – has given us a portfolio of 
loyal customers. What’s more, our teams of 
experienced, dedicated professionals go the 
extra mile to provide innovative, efficient and 
reliable service for every single one of them. 

With over 23,000 employees, we are one of the 
largest international air services providers, 
and our brand is a trusted mainstay in many 
of the world’s major airports. 

 Our values
In the course of over 55 years, we’ve become 
a global player. In the coming decades, we’ll 
continue to transform our industry by staying 
true to our core values. 

 
Safety and security 
We strive to set new standards that will 
shape the industry.

Performance driven 
We set challenging goals, and then go 
beyond them. 

Service excellence 
We deliver consistently high quality, 
day after day.

Key strengths:
  Wide service network offering global 
expertise in local markets

  Large, modern equipment fleet
  Attraction and retention of experienced 
managers

  Consistent quality management systems 
across businesses

  Innovation in latest technologies and 
techniques 

  Products tailored to individual 
customer needs

  Long-term relationships with many 
leading airlines and suppliers

  Focus on safety
  Willingness to invest in the future

 Delighting customers 
We go the extra mile to provide the best 
possible experience.

 Imagination 
We are constantly looking for ways to 
improve and find better solutions. 

 Respect 
We respect the environment and the 
communities that we serve.

 Why dnata?
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Why dnata?

 Our code of conduct
In all countries where we have a presence, we’re 
fully committed to ethical business practices and 
operate according to anti-bribery and anti-corruption 
laws – collectively referred to as the Anti-Corruption 
Laws. Local management teams around the globe are 
responsible for implementing these policies and for 
ensuring that each member of staff is up to speed. 
dnata Internal Audit monitors the implementation 
of policies ensuring that dnata personnel or business 
partners do not:

  Make or receive bribes in connection with 
dnata business

  Offer or receive any financial or other advantage to 
or from another party with the intention of 
influencing or rewarding the improper performance
of an activity

 Our environmental policy 
We are dedicated to our environmental responsibility, 
and this underpins our core values as an organisation. 
To succeed, our work practices and eco-efficient 
operations rely on all employees within dnata. To 
support the industry on the ground, we invest in the 
most modern, eco-efficient ground equipment possible. 
We also operate our assets in the most environmentally 
responsible manner, and in compliance with all local 
applicable environment regulations and standards. 
Furthermore, we develop and implement specific 
policies relating to energy, waste management and 
minimisation, as well as ground transport. Finally, we 
support environmental charities and 
conservation projects.

 Environmental responsibility    
 underpins our core values 
 as an organisation.
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  Our ethical approach
While we aim to deliver more products and services 
of consistently higher quality than our competitors, 
we don’t cut corners for short-term gain. Our strict 
governance guidelines make the rules clear to 
everyone, from working within the regulations of 
each airport authority and conforming to industry 
accreditation standards.

Although the aviation industry is only responsible 
for approximately 2% of global greenhouse gas 
emissions from human activity, we must play our 
part in reducing emissions wherever possible. The 
actions we take on the ground do make a difference. 
For example, electric vehicles not only create zero 
emissions at the point of use, they also improve air 
quality for our airport workers. 

We’re fully committed to 
the safety of our staff, in 
the workplace and beyond. 
We are also serious about 
our commitment to the 
communities in the countries 
in which we operate.

Back to Contents
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Distinction through 
diversity

Our comprehensive product portfolio and tailored services help our 
customers deliver the promises they make. 

Through our on-the-ground services and support, we keep the world in 
the air. From ground and cargo handling, in-flight catering and travel in 
38 countries, we provide everything an airline needs beyond its planes, 
pilots and crew. 

 Products & services

Ground handling  15
Cargo                  23
Catering             29
Travel            34

 Testimonials

We are looking forward to prolonging 
the strong relationship we have 
established by renewing our contract. 
I am convinced that this is the right fit 
for both companies.

I am pleasantly surprised by the 
high degree of quality in the food in 
Première Classe with the launching of 
our new menu selection.

The collective team has done good 
work through a strong management 
leadership and thanks to the efforts 
of all the dnata staff, we know it will 
continue. Thanks for a nice start-up 
and good luck in the future.

Lufthansa Air France Delta Air Lines
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As the sole ground handling agent in 
Dubai International Airport, we’ve helped 
to transform the emirate into a global 
aviation hub. It’s the world’s second 
busiest airport, with 145 airlines serving 
239 destinations. It all adds up to 379,000 
aircraft movements each year. dnata also 
operates at Dubai World Central 
Al Maktoum International Airport, which 
opened its doors to passengers in October 
2013. And Dubai is just one of our bases. 

From Australia to the UK, via the 
Philippines, Singapore, Pakistan, Dubai, 
Iraq and Switzerland, we offer the highest 
level of service in 22 airports around the 
world. Whether we’re helping passengers 
face to face, or ensuring seamless behind-
the-scenes operations, we smooth the way 
for over 90 million travellers each year. 

With over 23,000 skilled staff and some of 
the most advanced technology in the 
industry, we also pride ourselves on our 
training standards, ensuring that we share 
internal best practices around the world.

 

Safety is our core promise. We pride 
ourselves on the training standards we 
share with our employees internationally. 
The majority of our operations are ISAGO 
certified; the rest are set to follow suit. 
This fundamental dedication to security 
and value means our customers have the 
confidence to maximise their assets and 
drive their businesses forward. 

Our differentiators:
  Precision, safety and responsiveness 
form the backbone of our services

  Our customers’ airlines are handled 
according to their procedures and 
operating systems

  Our customers’ businesses are handled 
by fully trained and experienced agents 

  We ensure the safety of passengers, 
crew and aircraft, both on the ground 
and in the air

Dubai has the world’s second 
busiest international airport, 
with a total movement of

 379,000
aircraft each year

Ground handling

AWARDS

Air Transport News 
Ground Handler of the 
Year 2014 

Air Cargo News Ground 
Handler of the Year 2014 

Ground Handling Provider 
of the Year, Middle East – 
ITP Aviation Awards 2013; 
2012; 2011; 2010; 2008; 
2007

Certificate of Appreciation 
from Cathay Pacific to Toll 
dnata Adelaide for Best 
Customer Service Check-in 
and Boarding

Best Ramp Performance 
2011 (Pakistan) 

Airport Passenger 
Handling of the Year, 
Middle East – ITP Aviation 
Business Awards 2008

Ground Handling 
International Ramp Safety 
Awards for Middle East & 
Africa 2008

Outstanding Handling 
Service Award by DHL to 
dnata Singapore

ACCREDITATIONS

Safety and quality are 
inherent aspects of 
our corporate culture. 
This is attested by our 
certifications:

ISO 9001:2008 – Quality 
Management System 
since 2001

ISO 14001:2004 – 
Environment Management 
System since 2004

OHSAS 18001:2007 – 
Occupational Health and 
Safety Assessment Series 
since 2008

ISAGO – IATA Safety Audit 
for Ground Operations

Certified by 
Transport Asset Protection 
Association (TAPA)

Certified by 
Hazard Analysis and 
Critical Control Points

Ground handling

Today’s airline passengers expect a seamless experience from 
check-in to baggage delivery. That’s exactly what we deliver, 
in some of the world’s busiest airports.
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Our services include:
  Check-in
  Gate activities
  Airport ticketing
  CIP lounges, meet & greet, and VIP handling
  Arrival
  Lost and found
  Transfer and disruptions
  Administration and supervision
  Station management
  Security

Passenger services 

Airlines make a promise to their passengers. Travellers are 
ensured that they will enjoy a safe, comfortable journey. 
On the ground, the task of fulfilling that promise is often 
up to us. Customer care is critical to the success of our 
passenger handling operations.

We help over

 255,000
passengers reach their 
destinations

We process over  

 190,000
pieces of baggage

We handle over  

 790
flights

 Every day…
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Meet & greet 

At the heart of our service lies the promise  
of peace of mind. In a large, unfamiliar 
airport, travellers know they’ll be greeted 
warmly and helped through all the 
formalities by our personable assistants. 
In addition, our marhaba lounges – 
which feature business facilities and 
complimentary refreshments – are reserved 
exclusively for marhaba customers. 

Our services include: 
 Meet & greet services
 Departure and arrival support
 Airport lounges
 Chauffeur services
 Citystops
 Visa services
 Trade and corporate services

Ground handling

million
passengers
every year

Inspired by legendary Arabic hospitality, marhaba 
— or “welcome” in Arabic —  has been helping 
passengers as they arrive into and depart out of 
Dubai International Airport since 1991. The service 
is also available at Bahrain International Airport. 
Through marhaba, we assist over 1 million 
passengers every year — from tourists and families, 
to VIPs and corporate customers. 
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In ramp handling, every second counts 
and we're 100% dedicated to ensuring 
that our customers’ tight schedules are 
met. Through our modern ramp services, 
we deliver a wide range of aircraft 
handling functions, including aircraft 
loading and unloading, technical support 
functions, provision of pushback vehicles, 
air start units, air conditioning units, 
ground power units, potable water units 
and toilet servicing units. 

Our services include: 
 Baggage handling
 Marshalling
 Parking
 Cooling/heating
 Ramp to flight-deck communications
 Loading/unloading
 Starting
 Safety
 Moving of aircraft
 Cabin equipment
 Cabin material storage

Ramp services 

With our large, modern fleet of ground support equipment, 
we load and unload a wide range of aircraft. We also provide 
technical support, including: pushback services, air start units, 
air-conditioning and ground power units.
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Aircraft appearance
Our meticulous attention to detail is evident in everything we do.
When it comes to ensuring our customers’ aircrafts are spotless inside and out, commercial 
airliners receive the same exact attention as private jets.

Our services include comprehensive interior and exterior cleaning, litter and waste disposal, 
cabin dressing, disinfecting and sanitising. From garnering an understanding of what our 
customers expect and require, to planning cleaning schedules, we offer consistently high 
service and deliver flawless results time and again.

In Australia, our professional aircraft cabin-cleaning provider, Broadlex Air Services, has been 
successfully meeting the needs of more than 30 international and domestic airlines since 2006. 
Broadlex Air Services are strategically located airside so that we can respond to our customers’ 
demands quickly and efficiently, while specialising in all aspects of aircraft cabin cleanliness, 
presentation and maintenance.

Load control, communication 
and flight operations

Our fully licensed flight dispatchers work around the clock to 
provide air crew with comprehensive flight briefings.

This includes a careful analysis of aeronautical activities and weather conditions. Meanwhile, our 
load planners ensure the safe departure of aircraft with maximum payload. Our control centre 
maintains flight watch, monitors flight movements, provides airlines with 24-hour coverage and 
assists flights within VHF range.

Our services include:
  Load control
  Communications
  Flight operations
  Crew administration

Ground handling

Our services include:
  Full interior and exterior cleaning services
  All litter and waste disposal
  Cabin dressing
  Disinfecting and sanitising
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We believe in delivering the highest standard of 
safety and technical expertise, while remaining 
conscious of aircraft immobilisation time. Our 
team of maintenance engineers and technicians 
are fully trained on a range of aircraft types 
and each airline’s technical operational 
procedures. 

Our aircraft engineers are currently approved 
to service the following aircraft:

  A320 family (IAE V2500, CFM56)
  A330 (all engines)
  A340 (CFM56, Trent 500)
  B737 Classic (CFM56)
  B737 NG (CFM56)
  B757 & 767 (all engines)
 B777-200-300 (all engines)
  B747-400 (all engines)

Our services include:
  On-call maintenance, defect identification 
and rectification

  Transit, daily, weekly and ETOPS inspections
  Engine / APU replacement and washing
  Defect rectification and component 
replacement

  AOG support and recovery
  Non-destructive testing
  Structural repairs including composites

  Towing, pushback and headset 
communication

  Maintenance and repair of ULD cargo 
containers

  Cabin maintenance and fumigation 
  Aircraft decontamination
  On-board engineers and field team assistance
  Parts pooling management
  Bonded storage of components and 
consumables

  Parts and component logistics
  Materials management, shipping and 
customs clearance

Technical services
Our technical services department is an 
Approved Maintenance Organisation (AMO) for 
Unit Load Device (ULD) assembly and repair by 
the UAE General Civil Aviation Authority (GCAA) 
and European Aviation Safety Agency (EASA). 
We are the only ULD assembly and repair 
agency in Dubai. We offer our customers 
assembly and repair of Nordisk, Driesen and 
Telair ULDs. We also repair lower and upper 
deck containers and pallets (AKE, ALF, AMF, 
AMP, AMA, AMD, PMC, PAG, PYB and PLA). 
Furthermore, we carry out pallet net fixing and 
upholstery repairs, including door fabric. 

Line maintenance and technical services

We have an extensive range of support services on the 
ground and across the air services chain. Building on this, 
we are offering line maintenance to airlines and air cargo 
companies 24/7 at Dubai International Airport and Dubai 
World Central Al Maktoum International Airport as well as 
Singapore Changi Airport and Guangzhou Baiyun 
International Airport.
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Our customers have exacting requirements and 
demand premier service, and that’s precisely 
what we deliver. We have an accomplished team 
of dedicated professionals who understand every 
industry procedure and protocol. From helicopters 
to Airbus A380 airliners, we are fully versed in 
handling all types of aircraft and private jets. 

Our services include:
  Access to VIP lounge
  Access to royal suite terminal
  24/7 aircraft security
  In-house de-icing
  Fuelling services
  VIP catering
  Chauffeur services

We consider every little detail of our customers’ 
journey, so that they can relax and enjoy their 
travel experience. Whether they’re arriving or 
departing, all our passengers receive the highest 
levels of service excellence. We also have a suite 
of VIP lounge facilities available. We receive 
heads of state, royalty and government officials 
with esteem and discretion. The extent of our 
repeat business speaks volumes about our 
customers’ delight with our professionalism.

On departure, we offer:
  Kerbside meet & greet service
  Escort through departure controls
  VIP lounge facilities
  Personalised luggage handling
  VIP Mercedes transfer to aircraft steps

On arrival, we offer: 
  Meet & greet service, and escort through 
formalities

  Personalised luggage handling to customs hall
  Luggage transfer from customs hall to 
passenger vehicle

Additional services:
  Door-to-door chauffeur service
  Helicopter transfer
  VIP aircraft in-flight catering

We offer a full spectrum of crew services 
including transport, accommodation, 
immigration and security escorts, full flight 
briefings with weather and notice to Airmen 
(NOTAMs), and runway slot negotiation. 

Private Aviation Services

By bringing together the highest levels of expertise 
and quality, we offer a refined travel and aviation 
experience to our customers around the globe. Our  
long-standing service excellence, professionalism, 
warmth and hospitality drive everything we do 
and ensure that we continue to set new 
industry standards in luxury aviation worldwide.

Ground handling
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Now spanning three continents, our cargo 
teams move over 1.6 million tonnes 
annually, which equates to over 4,390 
tonnes of cargo every single day. From 
flowers, food and other perishables to 
luxury cars and even animals, we handle 
each item with care. 

In a world of instant communication, 
expectations run high. Real-time tracking 
helps us to turn around express cargo in 
less than one hour. 

We are continually pioneering industry 
standards through investment in 
technology. In 2010, for example, 
we launched the first carbon-neutral 
warehouse in the Middle East. 

Even under extreme conditions, our people 
deliver on the promise to send each item 
on its way in a safe, timely manner. Our 
cargo operations continue to expand 
internationally and so, more often than not, 
it’s our people loading and unloading the 
shipments at each end – with the same 
care and dedication every time.

Our services include: 
  Warehousing
  Equipment supply
  Export cargo acceptance and 
flight build-up 

  Import cargo flight breakdown and 
delivery

  Customs control
  Irregularities handling
  Document handling
  Transfer and transit
  Mail handling
  Express handling
  Live animal handling
  Station management
  Cargo logistics

Our cargo teams 
move over 

 1.6 
million tonnes of cargo 
annually

We currently serve over 

 110airlines 
in the Middle East alone

Cargo

Just as Dubai has become a vital commercial hub, 
so have we grown internationally to become 
one of the world’s leading cargo service operators.
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dnata City
The next generation of cargo handling at 
London Heathrow Airport, dnata City delivers 
industry-leading air cargo logistics services 
at one of the world’s busiest airports. The 
facility offers our customers a range of 
versatile options to suit their needs, including 
high calibre security systems, warehouse 
door management system, workflow and 
bar coding systems with the ability to be 
compatible for a paperless environment. We 
have ongoing cargo community seminars 
and dialogue to ensure that we continue to 
innovate and provide a future proof cargo 
handling service.

Our state-of-the-art facility includes:
  A 20-acre secure and gated cargo complex
  Five on site cargo handling warehouses 
with a sixth facility nearby at South Point 

  Located within the complex is the airside 
cargo transportation service 

With over a 60,000 square feet yard and 
operations centre controlling the airside 
cargo transportation service to and from our 
cargo facilities. A fleet of 85 modern trucks 
equipped with GPS tracking equipment 
providing 24/7 coverage with 4,700 truck 
movements currently servicing 875 flights 
every week.

We are set to enhance dnata City even further 
in the coming months and years by developing 
new cargo space, warehousing and offices; 
fully automated cargo handling systems; 
chiller rooms; and valuable handling facilities 
specially designed to continue to develop our 
business further and meet tomorrow’s 
customer needs.

Coolchain
Our dedicated perishable cargo handling centre 
at Changi Airport, Singapore, Coolchain is a 
SGD 4 million investment by dnata. It has the 
capacity to handle loose and intact cargo, 
build-up and break-down requirements, and 
offers chilled and frozen storage for goods 
such as fresh fruit, meat and pharmaceuticals. 
We ensure that our customers’ products are 
stored at their optimum condition and are 
handled with the highest care and safety 
standards. The 15,000 square feet facility 
also features real-time facilities management 
and has increased Changi Airport’s perishable 
handling capacity by 75,000 tonnes annually. 
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Cargo

Freight forwarding

We contemplate all possible solutions for 
our customers, before recommending the 
most suitable option.

Our freight forwarding activities in Dubai are 
operated by two companies:

SDV UAE LLC
Incorporated in mid-2008, SDV UAE is a joint 
venture between several organisations: dnata, 
The Kanoo Group in the UAE, SDV International 
Logistics in France and SDV Bolloré Africa 
Logistics (a subsidiary of Bolloré – a highly 
diversified, independent industrial group that 
ranks among the world’s top 10 in transport 
and logistics).

This joint venture has created one of the 
UAE’s largest logistics solution providers, 
which operate in 99 countries and has over 
26,000 employees. One of the main factors 
in performance is this extensive network 
across so many markets that guarantees 
end-to-end control.

SDV UAE offices are grouped together in 
five regions: Africa (Bolloré Africa Logistics), 
Europe, Middle East (headquartered in Dubai), 
Asia-Pacific and the USA.

SDV UAE specialises in international freight 
forwarding, transportation and logistics and 
is strategically situated in the Dubai Airport 
Free Zone (DAFZ) where administration, 
warehousing and distribution are handled. 

It is a fully fledged service centre with 
dedicated teams that manage an extensive 
list of services.

Our services include:
  Customer services and operations for 
handling personalised services for direct sea 
and air cargo

  Air and sea consolidation services
  Non-vessel operating common carrier (NVOCC)
  Aerospace
  Storage
  Exhibition and logistics
  Project handling
  Sea air transhipment
  Air/sea charters

Freightworks
Established in 1975, Freightworks is an 
international freight forwarder and logistics 
provider in Dubai, UAE. It is a joint venture 
between the shareholder dnata and 
The Kanoo Group. 

Along with a wide range of transportation 
and logistics solutions, Freightworks provides 
commercial and private removal services to 
local and international destinations. They also 
handle project cargo planning, AOG/aircraft 
parts logistics and exhibition handling, 
while linking the supply chain requirements 
of customers through their network of 
partners worldwide. 

Our services include:
  Logistics  — Third party logistics services
  Line  — NVOCC sea freight operations
  Project  — Cargo planning and shipment
  Art —  Movement of art installations, 

locally and internationally
  Expo  — Exhibitions and logistics
  Mover —  Household and commercial moves, 

locally and internationally
  Lean — Consolidated air and sea shipments
  Warehousing —  Storage, inventory and distribution 

services
  Link — Rapid, secure road transportation
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Pan Airport Logistics
Pan Airport Logistics (PAL) is a joint venture 
between dnata and Public Warehousing 
Corporation Airport Logistics and was created 
in 2006. Both organisations have brought 
expertise, manpower, IT systems, equipment 
and vehicles to the partnership. PAL operates 
from Dubai Cargo Village and offers our cargo 
operations customers road feeder services 
between all airports in the Gulf region.

We provide our customers with a wide choice 
of off-line routings and quality service at 
competitive rates. Our fleet of state-of-the-art 
45 foot trailers can accommodate four full size 
Boeing 747 freighter pallets at a time. Each 
vehicle is designed to interface with the 
loading docks of air cargo terminals so as to 
eliminate the need for forklifts during loading 
and unloading. We currently serve over 
75 airlines in the Middle East and have plans 
to expand internationally. 

As well as our physical operations, we provide 
class-leading solutions for managing the 
increasingly complex world of airline operating 
systems.

Our services include:
  Management of airline operating systems
  Comprehensive physical operations
  Smooth co-ordination of aircraft and cargo
  Fully transparent, reportable and 
trackable systems

We offer premium cargo handling services for 
passenger belly cargo and freighter cargo. 
With best-in-class facilities and state-of-the-
art cargo handling support technologies, our 
handling services are diligent and efficient. 
We move our customers’ cargo smoothly from 
one destination to another, tracking its 
progress the whole way.

Our services include: 
  Express handling facility
  Automated and semi-automated facility 
catering to premium and economy carriers

  Customer self-handling facility
  Temperature controlled perishable 
cargo facility

 GSSA services
Cargo Partners
Cargo Partners is our General Sales and 
Services Agent (GSSA) and provides a liaison 
service between 26 principal airlines and a 
multitude of local agents. Our exceptional 
air services professionals also provide first-rate 
support on an international level. Our success 
is built on foundations of seamless logistical 
services and we continue to set ever-higher 
industry standards.

Our services include: 
  Cargo station management
  Helping airlines to operate more profitably
  Delivering a full complement of 
handling services

  Acting as a business link between 
airlines and local agents

  Ensuring consignments are delivered to the 
receiving points

Road feeder services Cargo handling
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Calogi provides the air cargo supply chain with a comprehensive 
state-of-the-art air cargo portal. We are committed to offering our 
customers a range of reliable, secure, simple and cost effective 
e-freight business solutions. Designed to simplify the cargo 
business, we enable local supply chain stakeholders to interact 
seamlessly, thus enhancing the transaction process.

We are the world’s leading paperless air cargo solutions portal and, by simplifying traditional 
closed systems and payment structures, we’re enhacing the cargo landscape.

Calogi offers solutions for shippers, forwarders, airlines, general sales agents, terminals, 
consignees and third party logistics providers.

Our services include: 
  Availability and booking 
  End-to-end shipment management
  e-Air waybill
  e-Consignment security declaration
  Credit management 
  Stock control 
  Rate management 
  Tracking

Calogi cargo portal 

Cargo
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Satisfaction guaranteed
Today’s travellers expect an exceptional dining experience 
when they fly. Helping our customers to deliver their 
promises requires us to delicately blend several crucial 
ingredients, such as impeccable produce, catering, food 
handling, safety, security, service and cost management.

 Catering
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Our food division serves our customers at 61 airports 
across 12 countries. Our catering, packing and distribution 
facilities in the UK, the USA, Singapore, Italy, Australia, 
the UAE and South Africa enable us to manage all our 
customers’ global catering requirements with excellence 
and efficiency. 

Our award-winning chefs create authentic meals for 
all classes, designed to suit our airline customers’ local 
cuisine and culture. We’re experts at catering to a wide 
range of dietary and ethnic requirements including Halal, 
Indian, Japanese and Chinese dishes to name a few. Our 
passion for creative and logistical distinction results in 
the successful delivery of over 112,000 meals a day.

Our services include: 
 Catering service 
 Blue Sky Service
 Frozen entrée manufacture

We deliver over

112,000112,000112,000

meals every day

In-flight catering

We are continually striving to perfect this recipe, which enables us 
to deliver over 41 million meals annually — each one beautifully 
cooked using exceptional local ingredients and imagination.

AWARDS

Design Business 
Association (DBA) Design 
Effectiveness Award

On Board Services 
Diamond Award

Continental Caterer of 
the Year 2011: Business 
First Category, Crystal

United Caterer of the 
Year 2011: Tier 2

Outstanding Regional 
Caterer award by 
Hainan Airlines to 
dnata Singapore

Garuda Indonesia voted 
best regional airline at 
Asia Pacific Airline Food 
Awards (supplied by 
dnata Singapore)

Across our facilities 
we can cater to many 
requirements such as 
Halal certifications, local 
health policies, etc.

CERTIFICATIONS
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Our in-flight catering brands:

Singapore and Italy 
In order to satisfy the taste buds of our customers’ 
discerning passengers, our experienced chefs are 
continually designing new and creative menu selections 
of the highest culinary standards.

Our hygiene team, comprising food microbiologists and 
qualified hygiene officers, conducts daily laboratory 
testing and inspection at every stage of food preparation. 
By doing so, we ensure that each and every meal meets 
our stringent hygiene benchmark before being speedily 
delivered to our customers’ aircraft.

Reliability is the key to our operations. Our flight kitchen 
operates on a "flow and communications" system that 
tracks the flow of orders with precision. In Singapore, 
the facility is equipped to handle approximately 6 million 
meals annually.

Alpha Flight Group
The award-winning Alpha Flight Group provides the 
highest standards of service, choice and innovation for 
in-flight catering and in-flight retail operations. Each meal 
is conceptualised and hand-finished by our team of 
exceptional chefs, and research and development 
professionals. We provide first, business and economy-
class meals tailored to suit the needs of our airline 
customers and their passengers. The company’s in-flight 
retailing and logistics divisions have also won their fair 
share of awards. We are renowned for driving sales for 
our customers, which is why we are continuing to grow 
internationally. With over 5,900 staff worldwide, Alpha 
Flight Group operates in 10 countries around the world, 
including the UAE, Australia, Jordan, Romania, the UK and 
Ireland.

En Route
In 2012, En Route International Limited became part of 
the dnata family. En Route now provide premium baked 
goods and packaged meals to clients such as British 
Airways, Delta Airlines and Emirates. En Route has an 
impressive brand portfolio, comprised of “yum.me”, 
“In the Mood for Food” and “me, myself & my…”. Each 
brand is designed to tempt and treat our customers’ 
passengers. For example, the yum.me brand of 
gourmet-style dishes and snacks has been developed to 
deliver a home-away-from-home dining experience. Free 
from preservatives, its selection is made with all natural, 
slow-cooked ingredients and has proved consistently 
popular with our customers’ passengers. En Route operates 
in London and Dubai.   

dnata Newrest 
Formed by Wings In-flight Services, jointly owned by 
dnata and Mentor Africa Limited, and Newrest First 
Catering in South Africa, dnata Newrest is our new 
joint venture operating in the South African market. 
We offer choices ranging from fresh and authentic, 
world-class cuisine to innovatively developed, sourced and 
packaged fresh, frozen or ambient products, delivered by 
state-of-the-art provisioning and logistics services – all 
tailored to our airline customers’ specific requirements 
and needs at competitive cost.

Catering
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In-flight retail
Backed by the latest technological innovations and a team of 
industry experts, we provide our customers with in-flight retail 
solutions to suit even the most discerning passengers.

We offer a broad range of unique premium products and services, including delectable meals 
and snacks, and boutique and brand name products. We also provide cost-effective shared 
services and a fully-integrated turnkey operation resulting in industry-leading figures for 
on-board sales per head.

Our services include: 
 On board sales 
 Crew retail training

Airport food and beverage
Through Alpha Flight Group, we operate food and beverage outlets 
at airports in the UAE, Jordan, Italy, Bulgaria and Romania.

We also offer licensing to international trademark brands who wish to trade within airports. 
We have recently launched Grab and Go in the Fountain Plaza forecourt of Amman’s iconic new 
terminal at Queen Alia International Airport. This latest concept brings our total number of food 
& beverage outlets in Amman to eight and further enhances our portfolio of innovative brands, 
which also includes Refuel, World News Café and Catalina. In Italy, our food and beverage 
activities are directly operated by dnata with a selection of bars, restaurants and cafeterias in 
six airports.

Over 25,000 customers per day enjoy a wide range of international and traditional products at 
our food and beverage outlets. With excellent quality control and safety proceedures in place, 
we are a trusted mainstay at a host of international airports.

Our services include: 
 International and domestic flight catering 
 Licensing to international trademark brands to cater to airports
 Excellent quality control and safety procedures
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 200travel outlets
across the region

Over

 250,000
calls handled by our friendly 
travel advisors every month

Calls answered within

 30 secs
80% of the time

 275,000
global hotels in 
our database

 Over Over

The right package
We provide comprehensive travel services for individuals, 
companies and the travel trade across 27 countries.           
We manage everything from business and incentive travel 
to worldwide tour operations, including leisure, sports and 
active holidays. We also offer sales and marketing services 
for a broad range of hotels, along with specialist travel 
services for those customers in government and the offshore 
and marine industries.  

AWARDS

Middle East’s Leading 
Business Travel Agency 
2013 

Middle East’s Leading 
Tour Operator 2012; 2013

UAE’s Leading 
Business Travel Agency 
2012; 2013

Travel Republic: 
Best Holiday Attraction 
Ticket Provider & Best 
Agent Website at the 
Travolution Awards 2013 

World’s Leading Air Travel 
Service Provider 2012

Dubai’s Leading Travel 
Agency 2012

Best Service Performance 
Outlet – Travel Services 
2010; 2012

UAE’s Leading Tour 
Operator 2010

World’s Leading Travel 
Management Company 
2009; 2010

UAE’s Leading Destination 
Management Company 
2009; 2010

Middle East’s Leading 
Travel Management 
Company 2007; 2008; 
2009; 2010 

 Travel
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Travel

Leisure

Our skilled, resourceful and multi-lingual travel consultants 
provide global travel solutions at over 200 of dnata's travel 
outlets across the UAE, Kingdom of Saudi Arabia, Bahrain, 
Qatar, Oman, Afghanistan and India.

We also offer our services online at dnatatravel.com and through our 24/7 multi-lingual call 
centre which provides our customers with an easy booking process. From tours and cruises 
to flights, car hire, accommodation, travel insurance, and visa processing, we offer a truly 
comprehensive service, competitive value and complete peace of mind.

Website: dnatatravel.com 
Mobile site: m.dnatatravel.com

Our services include:
  Corporate travel
  Leisure travel
  Government travel
  Offshore and marine
  Hajj and Umrah
  Sports travel
  GSA representation
  Visa services
  Agency support unit
  Destination management services
  MICE

Our services are delivered through:
  Retail outlets
  B2C online booking tool and mobile website
  Corporate implants/business travel centres
  Corporate online booking tools
 24/7 multi-lingual contact centre services

Employee testimonial 

I’ve learned over the years that a personal touch 
and the rapport you build goes a long way to 
winning customer confidence and loyalty.
Tanuja Tennekoon
Leisure Travel Supervisor
Travel, Dubai
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Corporate

Hogg Robinson Group
As the Middle East and West Asia regional managing partner 
for Hogg Robinson Group — one of the world’s leading travel 
companies, we work with multinationals and small to 
medium-size enterprises alike.

We service clients from a broad range of business streams, including but not limited to banking, 
pharmaceutical, consultancy, oil and gas, and telecommunications. Each business sector is 
supported by specialised consultants trained and experienced in delivering high quality services 
tailored to our customers’ requirements. In addition, we now offer corporate leisure – a new 
service specifically designed to meet the leisure needs of our corporate clients. 

We also provide specialist advice and support for local government organisations, and 
maintain offshore and marine operations across six continents.

MMI Travel 
Renowned for the exceptional high quality of its service, 
MMI Travel caters to over 175 small to medium-size 
businesses across the UAE.

We can customise packages for a vast range of leisure breaks, including scuba diving, ski 
travel, cruises, trekking, golf holidays, cultural tours, beach resorts, safaris, theme parks, 
sports events, adventure holidays and city breaks.

As an accredited travel management company, we can also provide business travel services, 
incentive travel and exclusive airline representation and inbound tours.

Government travel
Since 1966, we have been catering to the varied 
requirements of government, semi-government and 
prominent local and national organisations.

We also provide an exceptional level of service, care and attention for VIP travellers according 
to their individual needs. Whether it’s for official travel, family holidays, or Hajj and Umrah, 
we provide efficient, reliable and cost effective travel solutions. Our experienced, specialist 
travel consultants work within major government departments across the UAE, including 
the offices of the Diwan, the Crown Prince, Dubai Police, Dubai Health Authority and Dubai 
Municipality.
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Travel

Offshore and marine
We specialise in crew rotation and managing all the travel 
requirements revolving around this highly specialised sector 
across six continents.

We are the largest offshore and marine travel services provider in the Middle East 
present across the region and servicing more than one hundred local, regional and global 
companies. Our services include both ‘off-the-rack’ and tailor-made solutions, including 
visa services, integrated air-to-sea travel management, marine and offshore crew 
transfers, ship chandler and other specialised services.

Travel trade
Through our extensive partnership network, we call on expertise 
in the corporate travel and holidays, government and offshore 
sectors, to help our travel trade customers deliver on their 
promises to their own customers.

Our network spans the globe and our clients value our relationships with the thousands of 
premium travel offerings we represent across the industry including hotels, villas, cruise, 
sports, car hire, adventure holidays, coach touring, rail journeys and travel insurance.

Air divisions
We provide a range of General Sales Agent (GSA) services to 
support the marketing and promotion, sales and distribution, 
and representation of our customers — our airline partners.

GSA acts as the essential link between our customers and the regional travel trade. 
We work to deliver all our customers’ business requirements, and we promote and sell 
their services. 

With a cosmopolitan team of dedicated specialists, we currently represent 30 major 
airline partners in the UAE and the GCC. Our portfolio of outsourcing options is 
vast and flexible enough to meet the needs of a variety of different business models. 

Testimonials 

dnata represents the ultimate airline 
representation experience – managed and 
staffed by global experts but with local insight 
and knowledge of all global travel regions that 
is unmatched. From the oldest airline in the 
world with a continuous brand name with a 
relationship spanning more than 45 years, we 
are well qualified to make this assessment.
Rohan Garnett
Regional General Manager Middle East, North Africa, India 
and South Asia, Qantas Airways

At all times, dnata have provided excellent 
customer service and have gone the extra 
distance to ensure the services provided 
are first class. I would have no hesitation in 
recommending dnata to other clients.
Steve Wood 
Senior Manager, Procurement & Supplier Relations 
Lloyds TSB Middle East

We represent over  

 30major
airline partners
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In 2008 we strengthened our offering in the 
international travel market with a major investment 
in Hogg Robinson Group (HRG). This move enabled 
us to link our customers to the HRG worldwide 
network in over 120 countries. We are also the 
regional managing partner for HRG in the Middle 
East and West Asia (MEWA), with a regional network 
that extends across 20 HRG partner countries. 

Our philosophy is to focus on three key elements 
of our business: people, technology, and breadth 
of service. These combine to make a difference 
to the corporate travel programmes of our 
clients around the globe. The difference is shown 
through achievement of savings, delivering 
service excellence, and meeting their corporate 
responsibility requirements. 

With the acquisition of Travel Republic, a leading 
online travel agent, in 2012, we began providing 
our customers with access to 650 destinations 
worldwide through partnerships with over 
100 airlines, along with a database of over 220,000 
international hotels. Every year, 2 million customers 
make their travel bookings through the Travel 
Republic website. As such, the company is set to 
become one of the largest travel companies in 
Europe, with websites and mobile sites in the UK, 
Ireland, Spain and Italy. 

One of the first destination management and 
meetings, incentives, conferences and exhibitions 
(MICE) specialists in the Middle East, Gulf Ventures 
became part of dnata in 2006. The company 
handles both leisure and corporate travel, which 
enables our customers to offer their clients a broad 
scope of options and services. Operating exclusively 
within the UAE and Oman, where it has unrivalled 
experience, Gulf Ventures sources the best tours, 
excursions, hotels and all-travel options including 
sea cruises. Its unique offering – Camel Polo – puts a 
new spin on team building.

Founded in 1994, this leading independent travel 
company currently has over 1,200 home-based 
travel consultants. The workforce is supported by 
200 staff at the company’s headquarters in the UK 
as well as offices in Ireland, the Netherlands, South 
Africa, Australia, Canada and Dubai. We formed a joint 
venture with Travel Counsellors in 2012 to launch a 
service-based travel model in the UAE. This means our 
customers can offer their clients intimate, personalised 
service in the comfort of their own homes.

In June 2008, dnata acquired 49% of the global 
outsource provider, Mindpearl Group. This move 
expanded our outsourcing services across the globe 
and offers a comprehensive suite of contact centre 
services to help other businesses. Mindpearl offers 
“around the clock, around the world” coverage through 
facilities in prime locations such as Spain, Australia, 
South Africa and the Fiji Islands. Our contact centres 
operate 24/7, 365 days a year, giving our customers 
and their clients complete peace of mind.

In February 2014, dnata acquired one of the UK’s 
leading travel businesses Gold Medal Travel Group 
plc. Gold Medal Travel Group is a market leading 
and award-winning multi-channel, multi-brand 
distributor of scheduled long haul flights, hotels and 
car hire. This acquisition gives us the opportunity to 
increase our presence in the UK and strengthen our 
offering to our customers locally.

The Gold Medal Travel Group consists of three well 
established brands:

Gold Medal has a long established reputation 
within the independent travel agent market, where 
it procures, supplies and facilitates scheduled 
air fares, hotels and car hire, both as packaged and 
pre-packaged brochured travel products.

Pure Luxury is a high-end, tailor-made luxury holiday 
provider which serves the travel agent market.

Netflights.com is an online business which focuses 
principally on the sale of flights with additional 
capability for hotels and car hire.

Our network
Over the years, we’ve expanded and developed to meet our 
customers’ growing travel needs by acquiring interests in other 
established travel companies. 

Back to Contents
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While every innovation must assure the 
on-going safety of our staff and customers, 
some technology is specifically designed to 
improve safety. Our new dual-view X-ray 
screening machine penetrates metals up to 
50mm thick. This allows us to scan goods on 
acceptance for better warehouse segregation 
of secured and non-secured cargo. We’ve also 
introduced a new explosive trace detector, 
the IONSCAN 400b (Transportation Security 
Administration approved) equipped with the 
latest molecular sampler, which can analyse 
traces of explosives and narcotics.

We have long had refrigerated warehouses, 
containers and thermal blankets in Dubai to 
protect perishable goods from extreme heat. 
The climates in other countries in which we 
operate raise different issues. For example, 
in Geneva and Zurich, Switzerland, our eight 
state-of-the-art ‘Elephant Beta’ de-icing trucks 
from Vestergaard help us achieve on time 
performance despite adverse weather conditions. 
By removing snow by blowing air, instead of 
spraying glycol, this solution is not only more 
effective, it’s more environmentally friendly too. 

In Singapore, we have experimented with 
driverless pushback, putting us in the vanguard 
of airport operations. We have also undertaken 
trials with electric and hybrid pushback vehicles, 
which offer more efficiency and vastly 
reduced emissions.

Raising the bar
Our constant drive to improve performance means that we’re 
always looking for innovations that place us at the forefront of 
our industry. We often run trials in one country before rolling out 
new equipment and processes across all our businesses.

 Innovation
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Innovation

Taking ownership

Innovation is not so much about following industry trends 
as it is about a mindset. We encourage our people to use 
their imagination to find better solutions that challenge 
the status quo.

Alistair Knox-Crawford, our baggage facilities manager at Heathrow, is a prime example 
of someone doing just that. He suggested that baggage tracing would be improved if the 
current system, WorldTracer, was installed on tablet devices – enabling its use at the 
aircraft door or at the reclaim carousel. What’s more, he made it happen. 

We also have a good relationship with Avtura (a UK company) whose software solutions, 
including RATT (Realtime Aircraft Turnaround Tool), enable us to guarantee excellent 
on-time performance. Through the use of RATT, we provide our staff with a checklist – 
installed on a PDA or smartphone – ensuring that nothing is missed during turnaround. 
We also use a variety of other performance-enhancing apps, such as an automated system 
for invoicing that eliminates the need for paper and multiple signatures by sending data 
directly from the ramp to accounts.
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We have the agility to match our solutions to your requirements. 
We also have the mindset to imagine, and implement, new ways 
of doing things that you haven’t even considered.

Across all our business units, we aim to ensure maximum efficiency, and to pass these 
efficiencies on to you. It’s about going above and beyond what’s expected or what our 
competition offers.

Our lounges are a good example. Where other ground handling agents are content to simply 
check-in passengers, we have introduced a premium lounge in Geneva, a VIP lounge in 
Singapore, and dedicated marhaba lounges in Dubai and Bahrain.

Exceeding expectations

Back to Contents
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Seizing 
the initiative

Almost every service-sector business attributes its success 
to its employees. But, how many companies really put their 
people at the centre of their strategy, empowering them to 
take charge of their careers? 
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We are proud that our reputation already attracts talented and 
motivated people. Yet we know that it’s what we do afterwards that 
makes all the difference to them achieving their full potential.

The dnata way
We strike a balance between doing things our way – leading to service consistency – and 
encouraging people to use their initiative. 

First, we get everyone off to a common start. Every new dnata employee, regardless of location 
or company, now receives identical training on their first day. However, we take things well 
beyond that initial induction.

In our search for continual improvement, we look outside our own industry. Disney, for example, 
is renowned for its approach to customer service. So all staff in dnata Singapore receive an 
innovative two-day service excellence training course in partnership with the Disney Institute. 
This inspires them to interact with their customers in a fun, personable way. 

Engaging everyone
The ‘One dnata’ programme has helped create a common mindset for all our employees. 
Building on this, we have renewed our communications programme with a global newsletter 
and a new employee portal. Here, people can see how everyone shares – and acts on – our core 
values to achieve success, and how individuals are recognised.

These are strategic initiatives that send a strong message of support, which we follow up with 
action. Our revamped company website aims to give employees pride in our achievements. 
Meanwhile, a new performance review system lets them set their personal goals in line with the 
company’s objectives. These initiatives all lead to a more enriching work culture, which translates 
to stronger business performance for our customers. 
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 Our people

Keeping things in flow

Psychologists tell us that people are happiest when faced 
with ‘just enough’ of a challenge. When a task is too easy, it 
becomes boring; too hard, and the result is anxiety and 
a drop in performance. The trick is getting the balance right.

In our industry, boredom is rarely an issue – every day presents a fresh challenge. 
Even so, routine can set in after a while. This is one of the reasons we give people 
the chance to develop their skills and the support to develop into new roles. Our 
talent management framework is a programme designed to identify our top talent 
and provide them with the development and training they will need, as the future 
leaders of dnata.

In fact, learning and growth happen at all levels, and we make sure to announce 
job vacancies internally first with the aim of promoting from within. This approach 
seems to work. Many of our best employees have served for over 20 years, rising 
through the ranks to positions where they can mentor those coming up behind them.
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Sie Beng in Singapore showed his natural 
compassion when helping an 80-year-old 
woman who had missed her flight connection 
on her way home. Not only did Sie book the 
next available flight for her – and pay for it with 
his own debit card – he even made the lady 
welcome in his home for a few days while she 
waited for her next flight. He also asked his 
friends to look after her and give her a tour of 
the city while he carried on working. The woman 
was thrilled, as were her family. They were even 
more delighted when Sie was able to secure her 
a seat on an even earlier flight home. 

Sometimes even more is at stake. Carl Peri, a 
Ramp Duty Manager at Sydney Airport, averted 
ground damage through his quick thinking. 
Assigned to a routine dispatch, Carl had pushed 
the aircraft back when he saw another aircraft 
turning towards it. He immediately slowed down 
but realised that the other aircraft was not. 
Without any communication from the tower, 
Carl rapidly towed his aircraft out of harm’s 
way. The airline praised his alertness and 
invited him to Singapore to receive a ‘Safety 
Citation’ award. 

dnata’s ‘Team Heathrow’ supported the London 
2012 Olympics and Paralympics with flying 
colours. They coped with the extra volume of 
passengers and an array of sporting equipment 
– from medical tables and pole vaults to
kayaks and rifles – with enthusiastic efficiency. 
Additionally, over 60 staff, whose usual jobs 
range from check-in to accounts and human 
resources, volunteered to help the regular 
ground-handling teams with additional tasks 
and organisation in the weeks leading up to the 
games and beyond. 

These are just a handful of instances that show 
the pride our people take in their work, and 
their desire to delight our customers. As we share 
these stories across the business, everyone sees 
that our culture of imagination is rewarded, often 
with promotion as well as internal recognition. 

The extra mile

The kind of people we hire need 
very little encouragement to use 
their initiative. 

1.  Sie Beng (centre) with the 
award committee

2.  Carl Peri (left) recieveing 
the ‘Safety Citation’ award

3.  Christina Arroniz (left) from 
dnata’s ‘Team Heathrow’ 
with the Olympic torch

1 2

3
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Safety
We are committed to achieving the highest 
possible safety and security standards for our 
customers and their passengers, as well as 
our employees and facilities.

We have long held ISAGO certification and 
in early 2012, we introduced a Safety 
Management System (SMS). This enabled 
us to enhance and streamline reporting, 
communication and training for our staff.

‘One safety’
Our recently developed internal initiative, 
‘One safety’, defines and reinforces our attitude 
and approach to safety. 

The initiative’s goal is to develop a strong 
safety culture, creating and reinforcing safe 
habits among our workforce. ‘One safety’ 
moves the issue from a corporate level to 
a personal one that resonates with all our 
employees. The message is a simple one: 
Safety is everyone’s business.

This initiative is being rolled out in over 70 
dnata businesses globally. By understanding 
and addressing human factors and individual  
 behaviours, we can ensure that safety is truly 
a core value at the heart of our organisation. 
The initiative is also about empowering people 
to report any breeches within an open and 
non-punitive culture.

Our One safety initiative includes the 
following:

  Instilling safety leadership best practices 
from first-line supervisors to senior 
executives, so that we can build a culture of 
commitment towards safety

  Identifying and reinforcing safe behaviours 
in the workplace through peer-to-peer 
observations and feedback

  Controlling exposures at the working 
interface through identifying and removing 
barriers that prevent our people from 
working safely

  Engaging our people at all levels of the 
organisation in continuous improvement 
and change initiatives to constantly review 
and improve safety in the workplace

  Establishing safety codes of practice and 
ensuring compliance to all local regulations, 
standards and industry best practice in 
health, safety and the environment

  Integrating safety in all aspects of our 
people management processes, including 
recruitment, development and performance 
management

  Monitoring and measuring success through 
a safety governance board structure that sits 
at all levels of our organisation

Promoting a culture
A prominent feature of our ‘One dnata’ identity is our continual focus 
on safety and security. These are fundamental aspects of our business.

 Safety and security
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Ensuring security
In order to implement our stringent security standards, we carry out 
layer upon layer of rigorous security checks. These include:

 Baggage screening and transportation
 Passenger screening 

  Aircraft security sweeps
 Anti-sabotage checks
 Security patrols

  Additional security escorts and services
  Security supervision of catering facilities, preparation and transportation
  Secure storage and physical examination of cargo and post office mail

Back to Contents
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We offer:
  Innovative selling propositions
  Consistency of service delivery and 
standards across our network

  Business contingency plans
  Competitive prices and economies of scale
  Cost reduction programme
  Transparent results on our operational 
performance across the network and 
analysis of achievements against our 
customers’ targets

With a new customer relationship 
management programme in place, we make 
sure that our staff – from our front line agents 
to our senior executives – take good care of 
our customers. Our key account managers are 
our customers’ point of contact across our 
network and their interface with the business. 
They are responsible for:

  Managing and facilitating all 
communications with our businesses

  Developing and understanding our 
customers’ needs and challenges

  Embracing our customers’ vision and values
  Sharing ideas and developing a strategy 
across our network

  Proposing initiatives and tailored solutions 
to enhance our customers’ products

  Identifying opportunities which impact our 
customers’ business

  Ensuring a constant level of service to 
exceed our customers’ expectations

Insight from experience:
After a period of recession and economic 
concern, airlines in Europe and the US continue 
to face uncertainty. Consolidation of suppliers 
– locally, regionally or internationally – can
offer a route to increased margins. However, 
this must be done with a deep understanding 
of the promises our customers make to their 
clients. We have proven that it’s possible to 
thrive in a very challenging economic 
environment, and to do so without cutting 
corners. In fact, our expansion into more 
airports allows us to guarantee end-to-end 
service quality for our customers as they 
operate between them. 

We also operate in high-growth markets. 
These have a unique set of challenges. Dubai 
International Airport, our home, has grown at 
a phenomenal rate and now experiences over 
379,000 aircraft movements a year. This has 
given us tremendous insight into airports, 
such as Erbil International Airport, which are 
now starting to see rapid growth.

Every day, we review and refine the 
infrastructure, processes and equipment we 
have developed. This has now become a 
finely honed operation capable of adapting 
to high-capacity airfields such as Singapore, 
Geneva and Heathrow. 

Designed with our  
customers in mind
We understand our customers’ individual needs. We consistently 
propose tailor-made solutions to meet their global expectations and 
local requirements. Our commercial team focuses on our customers’ 
business, opportunities and success.

 Customer focus

In optimising our internal communication, 
we better understand our customers’ 
businesses and best serve their needs. 

Back to Contents
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We are financially very strong and prepared to 
spend in order to assure our continued success. 
Over the past two years we’ve invested in 
capital expenditures – from the latest 
technologies (see Innovation, p. 40) to major 
facilities:

  dnata City is a purpose-built cargo logistics 
facility at London Heathrow Airport, which 
has been designed to improve the airport’s 
air cargo infrastructure and shape the 
future of the industry at Heathrow 

  Coolchain is a SGD 4 million perishable 
goods facility at Singapore Changi Airport, 
that has increased the airport’s handling 
capacity to 75,000 tonnes annually 

  A second premium dnata lounge at 
Singapore Changi Airport. Situated in 
Terminal 3, the 4,300 square feet space 
has been completed for a total investment 
of SGD 1 million

We will seek new acquisitions and partnership 
opportunities that complement our core 
business streams, while ensuring that our 
growth continues to be both financially 
sustainable and in line with our environmental 
commitments. Achieving this means remaining 
focused on delivering service quality with an 
adequate financial return for the company 
and for our customers. 

Our ambition is to not be the largest combined 
air services provider. But, to become the best 
in everything we do.

Investing in tomorrow
Our incredible growth during a period of global financial turmoil speaks 
volumes about the confidence we have in our mission to deliver our 
customers’ promises. 
We have made our long-term commitment clear to our customers and  
stakeholders, and have been rewarded by two consecutive years of 
record revenue.

 The future
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 Air services global network

AFRICA
South Africa
Cape Town (CPT)
Johannesburg (JNB)

ASIA
China
Guangzhou (CAN)

Pakistan
Islamabad (ISB)
Karachi (KHI)
Lahore (LHE)
Peshawar (PEW)

Philippines
Manila (MNL)

Singapore
Changi (SIN)

OCEANIA 
Australia
Adelaide (ADL)
Brisbane (BNE)
Cairns (CNS)
Canberra (CBR)
Coolangatta (OOL)
Darwin (DRW)
Melbourne (MEL)
Perth (PER)
Sydney (SYD)
Townsville (TSV)

EUROPE
Bulgaria
Sofia (SOF)
 Czech Republic
Prague (PRG)
 Ireland
Cork (ORK)

Italy
Alghero (AHO)
Bari (BRI)
Bergamo (BGY)
Bologna (BLQ)
Brindisi (BDS)
Cagliari (CAG)
Catania (CTA)
Florence (FLR)
Genoa (GOA)
Lamezia Terme (SUF)
Palermo (PMO)

Ground handling

Passenger Ramp Load control & 
flight operations

Aircraft 
appearance

Meet & 
greet

Airport 
lounges

Security
services

Line 
maintenance

REGION, 
Country and 
Airport
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Cargo and logistics Catering Alpha
catering

dnata
Newrest
catering

En Route
catering

Warehouse 
handling

GSSA Cargo web 
portal

Road 
feeder

Freight 
forwarding

dnata
catering

Cargo 
handling
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Air services global network

Passenger Ramp Load control & 
flight operations

Aircraft 
appearance

Meet & 
greet

Airport 
lounges

Line 
maintenance

Italy 
Milan Linate (LIN)
Milan Malpensa (MXP)
Naples (NAP)
Olbia (OLB)
Pisa (PSA)
Rome Ciampino (CIA)
Rome Fiumicino (FCO)
Trapani (TRA)
Turin (TRN)
Venice (VCE)
Verona (VRN)

Romania
Bucharest (OTP) 
Switzerland
Geneva (GVA)
Zurich (ZRH)

United Kingdom
Aberdeen (ABZ)
Belfast (BFS)
Birmingham (BHX)
Bristol (BRS)
Cardiff (CWI)
Doncaster (DSA)
Edinburgh (EDI)
Nottingham East 
Midland (EMA)
Glasgow (GLA)
Leeds Bradford (LBA)
Liverpool (LIV)
London Gatwick (LGW)
London Heathrow (LHR)
Luton (LTN)
Manchester (MAN)
Newcastle (NCL)
Stansted (STN)
 MIDDLE EAST
Bahrain
Manama (BIA)

Iraq
Erbil (EBL)
 Jordan
Amman (AMM)
Marka (ADJ)

UAE
Dubai (DXB)
Dubai World Central 
(DWC)
Sharjah (SHJ)
 NORTH AMERICA
USA
Sanford (SFB)
Atlanta (ATL)

REGION, 
Country and 
Airport

Ground handling Security
services
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Warehouse 
handling

GSSA Cargo web 
portal

Road 
feeder

Freight 
forwarding

dnata
catering

Cargo 
handling

Cargo and logistics Catering Alpha
catering

dnata
Newrest
catering

EnRoute
catering
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Saudi Arabia

IrelandUnited Kingdom

EgyptMorocco

KuwaitLibya

Lebanon

YemenSyria

Tunisia

Republic of 
South Africa

Sudan

 Travel global network

dnata 

HRG 

Mindpearl               

Travel Republic 

Travel Counsellors 

Gulf Ventures     

MMI Travel              

Gold Medal Group  

Netflights.com    

Pure Luxury             

Sultanate of Oman Iraq
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Afghanistan Pakistan

Bangladesh

Qatar

India

Sri Lanka

Australia

Spain

Kingdom of Bahrain

Fiji

SydneyLondon Dubai

Italy

United Arab Emirates
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 Contacts

Kingdom of 
Saudi Arabia 
Mohammed Mosaid
General Manager 
T: +966 (0)13 895 5570 
E: mohammed.mosaid@dnata.com.sa 

Iraq
Oliver Mathwich
General Manager, 
Erbil – Kurdistan 
T: +964 (0) 750 157 4882 
E: oliver.mathwich@dnata.com

UAE   Management Team

Gary Chapman
President dnata 
E: gchapman@dnata.com

Ismail Ali Albanna
Executive Vice President dnata 
E: ismailali@dnata.com

Iain Andrew
Divisional Senior Vice President,  
Travel Services 
E: iain.andrew@dnata.com

Jon Conway
Divisional Senior Vice President, 
UAE Airport Operations 
E: jonconway@dnata.com

Stewart Angus
Divisional Senior Vice President, 
International Airport Operations 
and Associated Companies 
E: sangus@dnata.com

Robin Padgett
Divisional Senior Vice President, 
International Catering
E: rpadgett@dnata.com 

Ross Marino
Senior Vice President, 
International Airport Operations 
E: rmarino@dnata.com

Derek Swan
Senior Vice President, 
Business Development 
E: derek.swan@dnata.com

Nick Moore
Senior Vice President, 
Airline Services 
E: nickmoore@dnata.com

Abdulla Tawakul
Senior Vice President, Corporate 
and Regional Network 
Travel Services 
E: abdulla.tawakul@dnata.com

Stuart Hayman
Senior Vice President, Safety 
dnata 
E: stuart.hayman@dnata.com

Ailsa Pollard
Divisional Vice President Strategy, 
Business Development and Retail 
E: ailsa.pollard@dnata.com

Kevin Ennis
Vice President, 
Business Development 
Cargo 
E: kennis@dnata.com

Vincent Dennehy
Vice President Commercial and 
Business Development, 
Airport Operations 
E: vincent.dennehy@dnata.com

David Loft
Vice President, dnata International 
Catering 
E: dloft@dnata.com

Catherine Quenon
Head of Service Quality and 
Commercial 
E: catherine.quenon@dnata.com

Paul Coventry
Manager, International 
Cargo 
E: paul.coventry@dnata.com

Janis Balkens 
Manager, International 
Ground Handling 
E: janis.balkens@dnata.com

Switzerland
Mark Bradley
Chief Executive Officer 
T:  +41 (0) 43 815 8301 
E:  mark.bradley@dnata.ch

Alexandre Koenig
Director, Sales and Marketing 
T:  +41 (0) 22 817 4402 
E:  alexandre.koenig@dnata.ch



58

Philippines
Margaret L. Yu
General Manager 
T: +63 (2) 879 6114 
E: margaretlyu@dnata.com.ph

Jiji K. Gopi
Commercial Manager 
T: +63 (2) 879 6114 
E: jijigopi@dnata.com.ph

Pakistan
Syed Haris Raza
Vice President 
T: +92 (0) 21 9907 1552 
E: haris.raza@gerrysdnata.com

Asad Siddiqui
Commercial Manager 
T: +92 (0) 21 9907 1560 
E: asad.siddiqui@gerrysdnata.com

Singapore
Mark Edwards
Chief Executive Officer 
T: +65 (0) 6511 0101 
E: markedwards@dnata.sg

Daniel Banens
Vice President, Ground Services 
T:  +65 (0) 6511 0401 
E:  danielbanens@dnata.sg

David Bian
Vice President, Catering Services  
T: +65 (0) 6511 0230 
E: davidbian@dnata.sg

Jason Tan
Vice President, Cargo Services      
T: +65 (0) 6511 0505 
E: jasontan@dnata.sg

Toi Chia Tan
Vice President, Commercial 
T: +65 (0) 6511 0268 
E: toichia@dnata.sg

Australia
Daniela Marsilli
General Manager 
T: +61 (2) 9352 7910 
E: daniela.marsilli@tolldnata.com

Nigel Blow
Commercial and Marketing 
Manager 
T: +61 (2) 9667 9975 
E: nigel.blow@tolldnata.com

India
Ashish Kishore
Country Head 
T: +91 (120) 676 3600 
E: ashish.kishore@dnata.com

UK
Gary Morgan
Chief Executive Officer 
E:  gary.morgan@dnata.co.uk 

Mohammed Akhlaq
Business Development 
Director, Cargo                                               
E:  mohammed.akhlaq@dnata.co.uk

Paul Williams
Commercial Director 
E:  paul.williams@dnata.co.uk
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