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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



















































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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 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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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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