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The Delaware North Family of Companies

Delaware North Companies is a global leader in hospitality 
and food service with operating companies in the lodging, 
sporting, airport, gaming and entertainment industries. 
Among its many assets are several world-renowned resorts 
and Boston’s TD Garden, widely acclaimed as one of the 
top sports and entertainment venues in the United States.

Delaware North began in 1915 in Buffalo, N.Y., where  
its award-winning global headquarters can still be found.  
It is one of the largest privately held companies in the 
world, with annual revenue of $2.6 billion. Each year, 
its 55,000 associates serve half a billion customers in the 
United States, Canada, the United Kingdom, Australia 
and New Zealand. 

The company began with Delaware North Companies 
Sportservice, the longest-standing name in sports 
hospitality. Delaware North has served fans for nearly 
a century and today provides retail expertise and 
concessions, gourmet catering and fine dining services to 
sporting, entertainment and convention center venues in 
the United States and Canada. Today’s portfolio of more 
than 55 clients includes many of the most recognizable 
names in the sports world.

Delaware North Companies Gaming & Entertainment 
is one of the most innovative gaming and racing operators 
in the United States, specializing in regional gaming 
venues with added amenities such as video gaming 
machines, table games, poker rooms, full-service 
restaurants, retail shops and hotels. Delaware North has 
regional gaming destinations in New York, Arizona, 
Florida, West Virginia, Oklahoma, Arkansas and Illinois.

Delaware North Companies International manages 
the company’s award-winning operations in Australia, 
New Zealand and the United Kingdom. Its special 
brand of hospitality and food service can be found in 
hotels, resorts, airports, railway stations, sporting and 
entertainment venues and cultural centers. Contracts at 
Wembley Stadium and Emirates Stadium, as well as its 
continuous involvement with the Australian Open, have 
given Delaware North’s growing international division a 
well-deserved reputation for handling large-scale events at 
premier properties.

Delaware North Companies Parks & Resorts was 
founded in 1992 following the company’s winning 
bid for the largest contract in the U.S. National Park 
Service: Yosemite National Park. With Stewardship and 
Hospitality in Special PlacesSM as its credo, Delaware North 
Companies Parks & Resorts has emerged as a leader in 
the hospitality sector. In addition to operating at some of 
the crown jewels among national parks, Delaware North 
has a portfolio that includes world-renowned hotels and 
attractions. It has been in the national spotlight on many 
occasions for its lodging, culinary, retail, environmental, 
marketing, recreation and management expertise.

Delaware North Companies Travel Hospitality Services 
is one of the world’s leading airport food service and retail 
companies. Through contracts at major U.S. airports and 
toll plazas, Delaware North manages 300 restaurants and 
retail stores and serves more than 350 million customers 
each year. At more than 70 years old, the company is one 
of the oldest in the Delaware North family and a respected 
member of the travel industry. Its Gateway ConceptSM that 
revolutionized U.S. airports by transforming them into 
harbingers of the sights, sounds and tastes of the host cities 
continues to set the standard.
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Delaware North Companies Boston is one 
of America’s premier providers of world-class 
entertainment and hospitality experiences. 
As the owner/operator of TD Garden, the 
company serves more than 2.5 million visitors 
each year, more than 200 days a year. The 
home of the NHL’s Boston Bruins and the 
NBA’s Boston Celtics is a frequent stop for 
the world’s top music entertainment acts. It 
also is one of the few multitenant facilities in 
the United States and arguably among the best 
venues of its kind in the world.

The Boston Bruins organization is one of 
the original six teams of the National Hockey 
League, known equally well for an unrelenting 
style of play that has led it to six Stanley Cup 
championships, including its latest in 2011. 
During the 30-plus years that Delaware North 
Companies Chairman and Chief Executive 
Officer Jeremy Jacobs has owned the legendary 
team, it has showcased some of the best talent 
the sport of hockey has ever seen. Almost 50 
Bruins have been inducted into the Hockey 
Hall of Fame.

Delaware North Companies 
Gaming & Entertainment

Delaware North Companies 
International

Delaware North Companies 
Boston (TD Garden)

Delaware North Companies 
Travel Hospitality Services

The Boston Bruins
(Owned by Jeremy Jacobs,  
Chairman & CEO,  
Delaware North Companies)

Delaware North Companies 
Parks & Resorts

Delaware North Companies 
Sportservice
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Family Leadership

In 1915, brothers Marvin, Charles and Louis Jacobs 
took the first step toward realizing the American dream 
of their immigrant parents by establishing a modest 
popcorn and peanut vending business in Buffalo, N.Y. 
Through hard work, dedication and innovative thinking, 
that small business has grown into one of the most 
admired hospitality and food service companies in  
the world.

Yet, it is still a family business and Delaware North 
places great value on being a family-owned-and-
operated company. Current Delaware North Companies 
Chairman and Chief Executive Officer Jeremy Jacobs, 
the son of founder Louis Jacobs, represents the second 
generation of the Jacobs family to own and lead the 
company. His three sons, Jerry, Lou and Charlie, 
are principals of Delaware North and are leading the 
company’s long-term business strategy.

Much of Delaware North’s success can be attributed 
to its ability to form lasting relationships with all of 
its stakeholders. From the beginning, the company 
embraced its clients, customers and dedicated associates 
who continually achieve new levels of success in delivering 
hospitality across the globe. It is that commitment to 
service that has given rise to one of the world’s most 
enduring and successful private enterprises.

5
From left to right:
Charlie Jacobs, Lou Jacobs, Jeremy Jacobs, Jerry Jacobs, Jr.



Financial Overview

Among the qualities for which Delaware North is most 
respected is its financial stability. With 200 locations in 
seven market sectors that are served by 55,000 associates 
around the world, Delaware North is one of the largest 
privately held companies in existence.

The company has remained strong despite a weakened 
global economy, even capitalizing on opportunities to 
add new business and properties to its portfolio. Since 
2009 alone, Delaware North has purchased five Australian 
resorts, one regional gaming destination and three hotel 
properties in West Yellowstone, Mont. 

It also has added major contract extensions for Kennedy 
Space Center Visitor Complex and Yosemite National 
Park and contracts for MetLife Stadium, Target Field, 
Oriole Park at Camden Yards, Bank of America Stadium, 
LIVESTRONG Sporting Park, Red Bull Arena,  

Lambeau Field, Edinburgh Airport, Glasgow Airport, 
Hartsfield-Jackson Atlanta International Airport and Los 
Angeles International Airport. 

Indeed, Delaware North has achieved outstanding financial 
results by keeping its objectives clearly in focus.

$2.6 Billion
Annual revenue

204
Forbes rank

55,000
Associates

200
Properties

300
Retail locations

500 Million
Guests served

Sportservice 31%
Gaming & Entertainment 24%
Parks & Resorts 15%
International 15%
Travel Hospitality Services 12%
Boston and other 3%

6
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A global leader  
in hospitality and 
food service.

Vision  
To become the preferred provider 
of products and services that foresee 
and satisfy the needs of customers, 
balancing the highest level of 
satisfaction consistent with maximizing 
returns to stakeholders.

Mission  
Creating special experiences  
one guest at a time.®
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Like any true competitor, Delaware North Companies 
Sportservice thrives on being at the top of its game. In fact, 
nothing gets Delaware North’s sports hospitality business 
wound up for success like championships. In 2011, the 
company faced some of its toughest challenges yet. And 
won. Again and again.

Football. Hockey. Baseball. Coast to coast in North 
America, in London and in the land down under. By all 
accounts, it was a stellar year for many Delaware North 
clients. But success didn’t always come easily. In the United 
States and Canada, Major League Baseball was plagued 
early on by extremely bad weather. The controversy over 
NFL and NBA lockouts threatened to significantly affect 
revenue. And a dragging global economy continued to 
challenge even the most resilient teams.

The company rose above it all with the focus and drive 
of a champion. By capitalizing on successful playoff runs 
and diligently practicing prudent management strategies, 
Sportservice built on its clients’ achievements with 
spectacular openings and innovative concession and  
retail concepts.

“Ever since the Great Depression when the Jacobs brothers 
faced unfathomable economic obstacles, Sportservice has 
found ways to succeed,” said Delaware North Companies 
Sportservice President Rick Abramson. 

“In 2011, we continued to follow their diligent example  
of sound management and visionary initiatives. And  
as a result, we are well-positioned for growth in 2012  
and beyond.” 

There were a number of opportunities to shine in 
2011 and Sportservice made the most of every one of 
them. First, the Boston Bruins brought the Stanley Cup 
back from Vancouver after a do-or-die match with the 
Canucks. As Major League Baseball moved toward its Fall 
Classic, the four left standing had at least one thing in 
common: Sportservice. And the New York Giants brought 
a Super Bowl championship home to MetLife Stadium.

Delaware North’s sports hospitality business made its mark 
in Europe as well. At Wembley Stadium, for example, 
soccer wasn’t the only event drawing thousands of fans. 
Take That – one of Britain’s most popular musical acts 
– set record attendance numbers in July. In October, 
Delaware North played host to the NFL International 
Series. The Chicago Bears – a Delaware North client – 
won in a challenging game against Tampa Bay. Meanwhile, 
in Australia, Delaware North served up a grand-slam 
menu to a hungry crowd at the Australian Open.

Indeed, while many companies struggled amid economic 
uncertainty, Delaware North met the challenge head on, 
even to the point of expanding its already diverse sports 
hospitality portfolio. 

With hardly a moment to reflect on the success of new 
accounts from the previous year, including MetLife 
Stadium, Bank of America Stadium, Target Field, Target 
Center and Red Bull Arena, the company pulled out 
all the stops for two new clients in 2011: Oriole Park at 
Camden Yards and LIVESTRONG Sporting Park in 
Kansas City, Kan.

Delaware North renovated Oriole Park’s main concourse 
concessions and team store and created two new branded 
stores to rave reviews in 2011. From locally influenced 
menu favorites to exciting new offerings at retail, 
Sportservice gave the Baltimore ballpark its first major 
renovation of food and retail amenities since it opened  
in 1992.

Some two months later, the much-anticipated, state-of-
the-art LIVESTRONG Sporting Park opened its doors 
to cheering fans. The home of Major League Soccer’s 
Sporting Kansas City put a new twist on traditional menu 
offerings by incorporating local flavors such as Kansas City 
barbecue and KC strip-steak sandwiches.

Sports Hospitality
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However, the new venues weren’t the only ones to benefit 
from Sportservice’s extensive culinary expertise. Regional 
offerings, action stations and fresh, locally sourced foods 
stole the spotlight on menus across the Sportservice 
portfolio. From homemade Italian meatballs for NFL fans 
in New York/New Jersey to crab cakes in Baltimore, local 
cuisine was a major hit.

Sportservice also achieved noteworthy results by 
implementing one-of-a-kind, award-winning retail 
concepts at its venues and continuing to expand its 
offerings with a broad range of coveted brands and  
high-quality family-friendly selections.

The new year of 2012 saw Delaware North continue to 
grow its sports hospitality business by adding one of the 
most prestigious franchises in all of sports: the NFL’s 
Green Bay Packers. 

A World Series sweep and more
Delaware North made history in 2011 
by being the only sports hospitality 
company ever to serve all four Major 
League Baseball teams vying for a 
spot in the World Series. In addition, 
for the second time in six years, 
Sportservice served the fans of both 
teams competing in the World Series. 
The St. Louis Cardinals and Texas 
Rangers battled seven games before the 
Cardinals took the latest title in their 
storied history. This marked the second 
consecutive year for Sportservice at the 
World Series in Texas. In 2010, the 
Rangers made the Fall Classic for the 
first time ever.

Both prior to and during the 2011 
World Series, Sportservice stepped 
up to the plate with innovative food 
and retail offerings and world-class 
customer service. Thousands of 
dedicated associates worked long hours 
to provide guests with an exceptional 
fan experience. In fact, many traveled 

from other award-winning Sportservice venues to bolster 
kitchen staffs, concession stands, restaurants and stores, 
not to mention the large-scale pregame and postgame 
parties that Sportservice catered with great fanfare.

Sportservice chefs in St. Louis prepared a meal to 
remember for U.S. First Lady Michelle Obama and Dr. 
Jill Biden, wife of U.S. Vice President Joe Biden. Likewise, 
former Presidents George W. Bush and George H. W. 
Bush were treated to Sportservice’s all-star expertise at the 
games in Texas.

But Sportservice’s top-notch culinary offerings were not 
just bestowed upon famous world leaders. Each guest was 
given the royal treatment from outstanding associates. 
From concessions to premium dining to retail, they 
demonstrated the Delaware North mission of “creating 
special experiences, one guest at a time.®” Even play-by-
play announcer Joe Buck was impressed. “They’ve got  
great food at this ballpark!” he said.
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Other members of the media also took note, featuring 
Sportservice chefs and culinary managers on Dallas and  
St. Louis television stations. They highlighted two menu 
items created especially for the playoffs and World Series – 
the Big Game Backyard Dog and the Sausage Sundae –  
that were also featured on Fox’s national broadcast of 
Game 5 in Texas.

The thrilling World Series was the culmination of a 
sensational season for Sportservice and Major League 
Baseball. Two other longtime clients, the Detroit Tigers 
and Milwaukee Brewers, scored high marks with their fans 
as they rounded out their league championship series. 
And the much-hyped Milwaukee vs. St. Louis “battle 
of the beer cities” epitomized the spirit of America’s 
favorite pastime as fans celebrated with gusto. All in all, 
Sportservice served fans at 28 of the 38 2011 Major  
League Baseball playoff games. 

From knishes to kabobs, local favorites abound 
Sportservice enhanced its focus on fan favorites that 
celebrate the city outside the stadium, even sending its 
executives and chefs out to local restaurants and food 
producers to research the best selections to bring to the 
fans. Local cuisine was a major hit at Sportservice venues 
and it gained an impressive amount of local and national 
media attention for the company and its clients.  

Not long after the ink dried on a 12-year deal with the 
Orioles, Sportservice President Rick Abramson led his 
culinary team and Orioles officials on a tour of nearly a 
dozen Baltimore restaurants for inspiration and ideas. 
The new Sportservice culinary team at Oriole Park at 
Camden Yards subsequently made visits to more than 50 
restaurants around the region and spent hours testing new 
recipes in the kitchen. 

“Baltimore and the region are known for great food and 
we are eager to add more menu items at the ballpark 
that celebrate local fare,” Abramson told a gathering of 
Baltimore media. 

The result was more than 10 new and delicious menu 
items for Orioles fans, including the Camden Yards Crab 
Cake that several local food critics called one of the best 
they had ever tasted. The Baltimore favorite was joined 
by the Tex-Mex-style Rolling Crab, The Birdland Dog 
topped with smoked pit beef hash, and Polock Johnny’s 
Polish sausage, a local tradition with a rich history.  

In another culinary coup, Sportservice kicked off the 
2010 inaugural season at Target Field with a number 
of popular regional food concepts, including some 
simmering selections from the Minnesota State Fair and 



Kramarczuk’s sausage, which is made fresh every day down 
the street from the new Minneapolis ballpark. A year 
later, Sportservice added the very popular Turkey to Go 
sandwich and Minneapple Pie from the Cottage Grill, as 
well as several other local concepts.

“It’s all about Minnesota,” said Pete Spike, general 
manager for Sportservice at Target Field. “We’re 
committed to offering fans some of the state’s most 
dynamic and delicious options to enjoy at the ballpark.” 

Sportservice also had the opportunity to give the ever-
enthusiastic New Jersey and New York football fans 
at MetLife Stadium a lot of local fare to cheer about. 
Using a coveted family recipe from the executive chef’s 
maternal grandmother, Nonna Fusco, Sportservice added 
generations of traditional Italian flavor to more than 
5,000 fresh meatballs served in concessions and premium 
areas. In addition, guests at MetLife Stadium can fill up on 
their favorite pepper and egg sandwiches, knishes, pastrami 
sandwiches and meatball hoagies. 

Food Network and Sportservice go local
Delaware North built upon its successful 
partnership with Food Network in 2011 by 
adding locally influenced Food Network 
offerings at many Sportservice venues 
across the country. Among the new items 
are tasty local variations of steak sandwiches 
in ballparks and brisket sandwiches in 
football stadiums.

For example, Cleveland Indians fans were 
treated to a steak sandwich topped with 
sauerkraut and their beloved Bertman 
Ball Park Mustard; Milwaukee Brewers 
fans enjoyed a steak sandwich doused with 
regional sharp and hoppy beer cheese; 
and Detroit fans found just what they like 
in a steak sandwich topped with banana 
peppers and feta cheese. During the World 
Series, Sportservice and Food Network 
presented St. Louis and Texas fans with 
steak sandwich offerings that were infused 
with regional flavors designed to appeal to 
their respective tastes.

In September, Sportservice rolled out 
Food Network pub-style beef brisket 
sandwiches at multiple NFL stadiums, 
with flavorful toppings that reflect the 
unique tastes of each region. Pepperoncini 
and smoked mozzarella thrilled the fans 
at MetLife Stadium, while Sportservice 
spiced things up for Bills fans with Buffalo 
hot sauce, blue cheese and sliced celery.



13

Since March 2010, Delaware North has partnered with 
Food Network, one of the most popular lifestyle networks 
on television. The collaboration began when Sportservice 
added Food Network dishes to many of its suite menus and 
it continues with new items being offered as concessions 
throughout the company’s footprint. 

Three cheers for retail
Award-winning retail locations at U.S. Cellular Field, 
Comerica Park and MetLife Stadium are just a few reasons 
why Sportservice’s retail business continued on its nearly 
decade-long impressive growth track. 

The strategy of maximizing retail space at stadiums and  
ballparks and increasing the level of the fan shopping 
experience to what they are accustomed to at mainstream 
stores allowed Sportservice to take retail merchandising to 
new heights.

The most recent large-scale effort, Chicago Sports Depot, 
debuted at U.S. Cellular Field in November 2011. The 
game-changing store opened a mere 13 months after 
Sportservice began discussing options with the Chicago 
White Sox to increase retail space at the ballpark. The 
12,000-square-foot store is one of the largest of its  
kind at any professional sports stadium. It carries a wide 
array of White Sox merchandise and apparel, as well as 
merchandise for other Chicago professional sports teams 
and regional colleges, making it a true one-stop shop for 
local sports fans.

Earlier in the year, Sportservice opened a renovated 
Baltimore Orioles team store and two new branded stores 
when it took over retail services at Oriole Park at Camden 
Yards. Adding a wider variety of apparel and other 

merchandise, including designs exclusive to Oriole Park at 
Camden Yards, has helped make the ballpark a year-round 
destination for Orioles fans.

The company’s retail accomplishments created quite a buzz 
in Detroit, too. Sportservice garnered national attention 
for the success of The D Shop, a brand-new team store 
for the Detroit Tigers at Comerica Park. Major League 
Baseball recognized the Tigers as its retail club of the year 
fo 2011, noting the success of The D Shop. It was the third 
straight year a Sportservice retail client claimed the honor, 
with the Milwaukee Brewers and Cincinnati Reds winning 
the recognition in previous years.

Lastly, the 9,600-square-foot retail store at Metlife 
Stadium racked up numerous awards for Delaware North 
and Sportservice. Among its most notable features is an 
ability to be transformed into an exclusively New York 
Giants or New York Jets team store, in keeping with the 
home team. With customized lighting, the store’s white 
design finish can be illuminated in either Jets green or 
Giants blue.



Serving with style at Australian Open 
As one of the Grand Slam events, the Australian Open is 
a huge draw for tennis fans all around the world. With as 
many as 77,000 visitors a day to serve at Melbourne Park 
during the two-week tournament, it was Delaware North’s 
1,500 associates who were the unsung heroes.

The massive undertaking took months of menu planning, 
complex purchasing and delivery schedules and the 
establishment of an effective temporary infrastructure. 
Delaware North’s successful recruitment and training 
program utilized GuestPath® strategies and principles 
to ensure that the staff was well-prepared to deliver 
unparalleled hospitality to more than 600,000  
spectators from around the globe.

Guests at the 2011 Australian Open praised Delaware 
North and its food service. In fact, men’s champion Novak 
Djokovic was quick to compliment the Player Café and 
the associates who prepared his dishes of chicken, turkey, 
quinoa, rice and vegetables.

Such an ambitious event has its challenges, too, which 
Delaware North and its associates handled with aplomb. 
One example was the Arena Café’s new wood-fire pizza 
oven, which malfunctioned at the start of the tournament. 
The oven was quickly repaired and produced more than 
4,500 pizzas that were enjoyed by those in attendance.

Events of note at Wembley Stadium
Most known for its thrilling soccer matches, Wembley 
Stadium hosts a spectacular number of world-class events 
every year, ranging from major concerts to rugby league 
matches to the NFL International Series. And through 
it all, Delaware North has been the caterer of choice for 
hundreds of thousands of music and sports fans.

In July 2011, Take That took over the world-famous 
stadium for eight straight days. One of the most popular 
musical acts in Britain set attendance records for a concert 
series at the venue, keeping the Delaware North hospitality 
staff energized. 

“Music is a key part of Wembley’s past, present and future, 
and since opening in 2007 we have aspired to become  
the venue of choice for the biggest acts and events visiting 
the U.K.,” said David Thompson, the stadium’s group 
events director.

The five-piece vocal pop group drew more than 600,000 
people to the stadium during the concert series, surpassing 
attendance at Michael Jackson’s seven-date tour in 1988. 

Pink champagne bars were set up throughout Wembley 
Stadium, along with the specially created Champagne 
Terrace Bar. Together, these concepts sold more than 
150,000 pints of Pimms, Britain’s popular fruity cocktail. 
Take That fans were able to satisfy their hunger with a 
homemade pizza from Cucina, an Italian restaurant that 
made more than 10,000 pies during the tour.

And on Oct. 23, 2011, the NFL International Series 
at Wembley Stadium was host to the Chicago Bears – a 
Delaware North client – and the Tampa Bay Buccaneers. 
More than 77,000 fans were treated to American fare 
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such as hot dogs, popcorn, burgers and beer. Featured 
concession items included the Butcher’s Block – carved 
beef and a half-back burger stuffed with cheese and onion 
rings. Suite guests were treated with Apple Jack cocktails 
made from apple juice and Jack Daniels.

In what was already an outstanding year, Delaware North 
secured a contract for the NFL International Series at 
Wembley Stadium for another five years due to its highly 
acclaimed success in 2011. In addition, concerts made 
headlines and filled the 90,000-seat stadium to capacity 
during the summer months.

The icing on the cake was the announcement in November 
that Wembley Stadium would welcome the 2012 Olympic 
Games as a host venue for football (soccer) matches.

Tabbed for Titletown
Of all of the world’s sports franchises, one of the most 
storied is the Green Bay Packers of the National Football 
League. In April 2012, the Packers selected Delaware 
North as the new exclusive provider of food and beverage 
services at Lambeau Field in Green Bay, Wis.

Sportservice is pairing its legendary service and passion for 
food with the tradition of the 13-time world champion 
Packers and their die-hard fans. Sportservice is managing 
all general concessions, premium dining and catering 
operations at the stadium, a crown jewel of the NFL.

“We are excited to begin our new partnership with 
Delaware North Companies Sportservice,” said Packers 
President and CEO Mark Murphy at a Lambeau 
announcement event with Delaware North Principal Lou 
Jacobs and Sportservice President Rick Abramson. 

“Much like the Green Bay Packers, they have a 
distinguished history of success, and we are looking 
forward to the quality of food and beverage experience and 
service they will provide for our fans.”

Sportservice began operations at Lambeau Field in  
July 2012, even handling banquets and weddings at the  
year-round destination.

HIGHLIGHTS

  Delaware North’s impressive sports hospitality portfolio 
continues to grow in 2011 as Sportservice adds two more 
major clients: the Baltimore Orioles, its 10th MLB 
client; and Sporting Kansas City, the Major League 
Soccer (MLS) team that opened the new LIVESTRONG 
Sporting Park in June. The growth follows 2010’s 
addition of six new clients at five venues. In April 2012, 
Sportservice adds the Green Bay Packers.

  Sportservice takes the prize for providing food, beverage 
and retail services during the Boston Bruins’ run to the 
Stanley Cup at TD Garden. Several months later, the 
company serves fans of four longtime clients in Detroit, 
Milwaukee, St. Louis and Dallas in the two 2011 Major 
League Baseball league championship series. Sportservice 
goes on to serve fans and cater large pregame and 
postgame events at the World Series at Busch Stadium in 
St. Louis and Rangers Ballpark in Arlington.

  Delaware North’s food service and catering operations at 
two of the most prestigious sporting and entertainment 
venues in the world – Wembley Stadium in London and 
Melbourne Park in Australia – continue to serve crowds 
of 70,000 or more at concerts and sporting events. The 
company offers broad menus and customized catering 
for specific audience tastes.  

  Sportservice further sharpens its focus on regional 
flavors, introducing many new menu items at its venues 
after thoroughly researching local restaurants and food 
producers. The commitment to local culinary favorites 
in Baltimore, Minnesota and New York/New Jersey wins 
over fans and gains local and national media attention. 

  Retail merchandising at sports venues continues to be a 
growth area for Sportservice, which opens a number of 
new team stores in 2011, including The D Shop at 
Comerica Park for the Detroit Tigers and the spacious 
Chicago Sports Depot at U.S. Cellular Field for the 
White Sox. The Tigers are named MLB club retailer of 
the year in 2011. Meanwhile, MetLife Stadium’s store 
racks up awards for its innovative design.
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Courageous effort brings the Stanley Cup back to Boston 
The Boston Bruins 2011 Stanley Cup Championship team 
can be described in one word: resilient.  

The Bruins overcame a National Hockey League record: 
three down-to-the-wire matchups in the postseason, 
including the June 15 cup-clincher in Vancouver. The 
road to the cup also included a four-game sweep of the 
Philadelphia Flyers, the team that eliminated the Bruins in 
the conference semifinals the year prior. 

2011 was the first championship season for the franchise 
since 1972 and the first since Delaware North Companies 
Chairman and CEO Jeremy Jacobs purchased the team  
in 1975.

“This is something very special, and it’s significant how 
these guys played and how deserving they are [of] what they 
achieved this year,” said Jacobs, who joined the team and 
family members on the ice for the awarding of the Stanley 
Cup by NHL Commissioner Gary Bettman. 

“I can’t speak enough for the total organization. I’m just so 
proud of what they’ve achieved.”

After allowing a mere eight goals in seven Stanley Cup finals 
contests, Bruins goaltender Tim Thomas was awarded the 
Conn Smythe Trophy, the prize that’s given annually to the 
player voted most valuable to his team during the playoffs. 

The Jacobs family’s returning of the cup to Boston sent the 
city into a frenzy of joy as 1 million people lined the streets 
June 18 for the Bruins’ celebratory parade. The rolling rally 
– team and hardware on full display in duck boats – went 
around the Boston Common and Public Garden, into the 
Back Bay and wrapped up in Copley Square. 

World traveler and ambassador 
After the Bruins’ incredible championship victory in  
mid-June, the Stanley Cup made plenty of appearances 
in the greater Boston area. Bruins players also took it far 
and wide to their hometowns. Team owner Jeremy Jacobs 
brought it to a place of special beauty where it reached  
new heights. Literally.

In Boston and elsewhere, the cup often put smiles on 
the faces of ill and hospitalized children and served as 
the centerpiece of viewing events aimed at giving back to 
supporters of the team, first responders and other public 
servants. A prime example was the day in September when 
Delaware North Companies and Bruins Principal Charlie 
Jacobs brought the cup to the Jimmy Fund Clinic, a 
premier center for pediatric cancer research and treatment 
at Dana-Farber Cancer Institute in Boston. He also shared 
it with the Weston, Mass., police department. 

Bruins players and staff made stops with the cup in Europe 
and across the United States and Canada. Milan Lucic and 
Bruins President Cam Neely brought the famous trophy 
back to their native Vancouver, B.C., the scene of the 
triumph over the Canucks.

And Jeremy Jacobs shared the cup with associates at 
Delaware North’s global headquarters in Buffalo, N.Y., 
before taking it on the road to two of the company’s  
special places.  

One of them was Yosemite National Park, where the cup 
made several stops. If that weren’t enough, the trophy 
posed for a picture inside space shuttle Atlantis during a 
visit to Kennedy Space Center Visitor Complex.

The Boston Bruins and TD Garden
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The traveling celebration continued into the new year, 
highlighted by a Jan. 23, 2012, visit to the White House in 
Washington, D.C.; U.S. President Barack Obama honored 
the team and Jeremy Jacobs. 

“It’s about the people that stand behind them, and that’s 
why since the last buzzer sounded in June, the Bruins have 
been taking the cup all over the world to share it with  
their fans,” Obama said during the Bruins’ visit to the 
White House. 

“Under the leadership of owner Jeremy Jacobs and Coach 
[Claude] Julien, this team has shown a commitment to the 
game and to each other. That is a testament to them, but 
also a testament to fans that cheer for the Black and Gold 
all around the world.”

Road to Bruins’ success 
Heading into the 2010-11 campaign, Bruins season  
tickets were a hot commodity, selling out ahead of the 
initial projections.  

The regular season began with a hectic travel schedule, 
including two games in Prague, but that didn’t prevent the 
Bruins from getting off to a quick start. A fully healed Tim 
Thomas, who missed much of the prior season, reassumed 
his status among the NHL’s elite goaltenders. Thomas 
won his first eight starts and went on to lead the league in 
save percentage and goals against average to capture his 
second Vezina Trophy in the last three years as the league’s 
top goalie. The Bruins allowed only 195 goals, which was 
good enough for tops in the Eastern Conference and third 
overall in the league.

The 2010-11 Bruins weren’t just solid in the defensive 
end. Their 246 goals scored pushed improvement from 
the prior year’s total by 40 goals. The result: Northeast 
Division champs, a third straight trip to the postseason and, 
most importantly, hoisting the Stanley Cup to cap off one 
of the most celebrated seasons in team history. 

Steve Babineau – N
H

LI via G
etty Im

ages
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Just prior to the season-opener, the Bruins inked team 
captain Zdeno Chara to a seven-year deal, which will keep 
the All-Star defenseman in black and gold through the 
2017-18 season. Chara took the league’s Plus/Minus Award 
and was also honored with the Mark Messier Leadership 
Award for the 2010-11 season for exemplifying great 
leadership qualities on and off the ice.

Speaking of Chara, not only did he make history by tying  
Al MacInnis with his fourth consecutive Hardest Slap Shot 
title, he also broke his own record by registering a shot 
clocked at 105.9 mph during the 2011 All-Star weekend.

Community impact  
While it was a busy year on the ice and throughout the 
arena for the Bruins and TD Garden, they were equally 
committed to giving back to the greater Boston community.

Under the leadership of Charlie Jacobs, the Boston Bruins 
Foundation in 2011 distributed in excess of $350,000 in 
grants to more than 50 children’s charities throughout  
New England and was involved in a myriad of other 
outreach initiatives. In fact, the good work of the Bruins 
Foundation was recognized by President Obama at the 
White House in January 2012.

Garden Neighborhood Charities, the philanthropic arm  
of TD Garden, continued its support of the Greater  
Boston community. Additionally, Garden Neighborhood 
Charities played host to special events such as the MIAA 
semifinals and finals for men’s and women’s high-school 
basketball and hockey, the 16th annual Table of Friends  
to benefit Friends of Boston’s Homeless, and a play-on-
the-parquet event that helped to raise more than $100,000 
to benefit Action for Boston Community Development.

TD Garden and Delaware North Companies Sportservice, 
which operates food, beverage and retail services at the 
venue, began donating unsold, never-touched food to  
the Boston Rescue Mission in October 2010. In 2011  
alone, nearly 16 tons of food that otherwise would have  
gone to waste was donated to fill hungry stomachs.  
Delaware North worked with Rock and Wrap it Up! – a 
national organization working to reduce poverty – to set  
up the program at TD Garden.
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Bruins pedal for the cause
In August 2011, more than 5,000 riders from 37 states 
and eight countries participated in the annual Pan-
Massachusetts Challenge (PMC), a grueling cycling course 
of more than 190 miles from Sturbridge to Provincetown. 
The nation’s top athletic fundraising event drew the likes 
of U.S. Sen. John Kerry, Tour de France master Lance 
Armstrong and a team of nearly 30 riders from the Boston 
Bruins organization.

No strangers to adulation through the summer months, 
the Bruins riders received a standing ovation at the opening 
ceremony. Though the hockey champs’ participation might 
have initially been inspired by the worthiness of the cause, 
it has taken on a personal meaning for them. Jeff Hayes, a 
former Bruins peddle-partner, lost his fight with cancer a 
few years ago. The riders stopped at his parents’ house to 
pay their respects en route to Provincetown.

Since the fundraiser began in 1980, it has brought in  
an impressive $303 million. The 2011 ride raised more  
than $34 million to benefit Dana-Farber Cancer  
Institute in Boston.

Lasting memories grow in the Garden
Arguably no other city can compare to Boston’s run of 
championships over the last decade. Indeed, TD Garden 
has the most championship banners of any professional 
arena in the United States. Owned and operated by 
Delaware North Companies Boston, TD Garden is 
home to the legendary Boston Bruins and Boston 
Celtics franchises, both of which have now claimed world 
championships since 2008 and consistently been among 
the top teams in their respective sports. 

The Bruins’ championship season took center stage in 
2010-11 and the team finished the first half of the  
2011-12 campaign once again looking like a top contender 
for the Stanley Cup. Bruins fans continued to provide a 
large home ice advantage for the team, filling TD Garden 
to capacity Dec. 3 for the 100th time in as many games. 

TD Garden fans have also seen the Celtics continue to 
be among the NBA’s elite. The team posted a regular-
season record of 56-26 during the 2010-11 season to win 
the Atlantic Division. The Celtics made it to the second 
round of the playoffs. The team followed that up with 
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an impressive 2011-12 campaign, reaching the Eastern 
Conference finals before losing in seven games to the 
eventual champion Miami Heat.

TD Garden’s diverse schedule also includes top collegiate 
hockey teams, nationally recognized events such as  
NCAA tournaments and dozens of annual concerts,  
family shows and special events. In 2010, TD Garden  
hosted its first UFC event. In 2011, the arena counted  
Lady Gaga, Foo Fighters, Bon Jovi, Bob Seger, Josh  
Groban and Britney Spears among the top music acts  
in the world to make appearances. 

Through an unparalleled commitment to delivering 
memorable live events, Delaware North’s management  
team in Boston has built its own championship squad  
off the ice and court, stocked with all-star players and a 
focus on the fan experience.

HIGHLIGHTS

  The Boston Bruins and owner Jeremy Jacobs win the 
2011 Stanley Cup, thanks to a Game 7 shutout of the 
Vancouver Canucks on the road. The championship is  
the franchise’s sixth in its storied history. In all, the team 
wins in Game 7 a record three times, led by Tim Thomas, 
winner of the Conn Smythe Trophy as most valuable 
player in the playoffs and the Vezina Trophy as the 
league’s best goaltender.

  The Bruins, team owner and Delaware North Companies 
Chairman and CEO Jeremy Jacobs, and Delaware North 
and Bruins Principal Charlie Jacobs take the Stanley Cup 
around Boston and around the world, sharing it along the 
way with family, friends, Delaware North associates, 
hospital patients and first responders. Jeremy Jacobs takes 
the cup to Yosemite National Park and Kennedy Space 
Center Visitor Complex, both Delaware North-operated 
destinations. The Bruins and the Jacobses are honored in 
January 2012 by President Barack Obama at the White 
House in Washington, D.C.

  Giving back to the community and to important causes 
accompanies the glory of the Stanley Cup win as the 
Boston Bruins Foundation and Garden Neighborhood 
Charities, the charitable arm of TD Garden, distribute 
funds to countless organizations. A Bruins team helps 
raise funds to fight cancer in the Pan-Massachusetts 
Challenge and even the uneaten food at TD Garden 
events is donated to the Boston Rescue Mission.

  TD Garden jumps to the center of Boston sports fans’ 
attention with the Stanley Cup victory and a string of 100 
sold-out Bruins games, plus the Celtics’ continued 
success. The arena continues to boast a world-class 
schedule of entertainment under the ownership and 
operation of Delaware North Companies.
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Delaware North was well-positioned to survive – and  
even prosper – in the travel sector downturn of recent 
years that saw many people stay put, especially groups. 
Indeed, the company’s management approach put it in a 
better position to weather the recession and slow recovery 
since then.

“We’re succeeding because of our strategy of focusing on 
providing Stewardship and Hospitality in Special PlacesSM, 
and our ability to do it well,” said Kevin Kelly, president 
of Delaware North Companies Parks & Resorts. 

“We want to operate in places that people look to for 
extraordinary experiences…historic locations and places  
of incredible natural beauty.”

Integrated management systems and commitment to  
guest service have been key to Delaware North’s  
success at these special locations, including Yosemite 
National Park in California and Kennedy Space Center 
Visitor Complex in Florida. In fact, Delaware North’s 
clients at those two destinations recently recognized the 
company’s outstanding performance in operating a wide 
array of guest services by extending its operating contracts.

Delaware North has invested heavily in recent years in 
both its owned locations and those it operates under 
management contracts. The company’s commitment to 
stewardship of historic properties and special places is 
among the driving forces for upgrades and renovation  
that total millions of dollars. Highlights include work on  
The Ahwahnee in Yosemite and at Gideon Putnam  
Resort in Saratoga Spa State Park in upstate New York.  
Delaware North is also building a permanent exhibit  
for the space shuttle Atlantis at Kennedy Space Center 
Visitor Complex.  

In 2011, Delaware North Companies Parks & Resorts  
continued to enhance the operation of the five Australian 
luxury resorts acquired in 2009, including refurbishing 
the accommodations at the renowned Lizard Island 
Resort. Unparalleled for its scenic beauty and impeccable 
guest service, Lizard Island continues under Delaware 
North’s stewardship to be recognized by international 
travel media as one of the world’s top hotel and  
resort destinations. 

Homecoming for Atlantis and a golden anniversary
Delaware North Companies officials were already thinking 
ahead to an early 2012 groundbreaking ceremony in April 
2011 when they heard the news that the visitor complex 
they operate for NASA had been selected as the final 
home of one of the three orbiters in the now-ended Space 
Shuttle Program’s fleet. 

Parks, Resorts and Cultural Attractions



The company’s planned 90,000-square-foot dream  
home for Atlantis, the last shuttle in space, is a fitting 
tribute for what Delaware North Companies Parks & 
Resorts President Kevin Kelly called “a national treasure.” 
The $100 million exhibit will be the marquee element 
of the Kennedy Space Center Visitor Complex 10-year 
master plan. 

Design concepts include viewing the space shuttle “in 
flight,” showing how the spacecraft worked in space and 
providing a unique vantage point for guests to get an 
up-close look at the complex vehicle. Complementing  
the orbiter display will be interactive features reflecting 
major accomplishments of the Space Shuttle Program, 
including the Hubble Space Telescope and the 
International Space Station.

After the Atlantis exhibit groundbreaking got 2012 off 
and running, Delaware North helped NASA celebrate 
Kennedy Space Center’s 50th anniversary with special 
programs and behind-the-scenes tours for visitors to 
Kennedy Space Center Visitor Complex. Programs 
included an event marking the 50th anniversary of 
astronaut John Glenn’s historic 1962 mission as the  
first American in orbit and a July 1 celebration of the 
official anniversary. 

Delaware North worked with NASA to add tours inside 
the massive Vehicle Assembly Building, Launch Control 
Center and one of the launch pads from which most of 
the Apollo rockets and space shuttles launched. The rare-
access tours are scheduled to conclude at year’s end as 
Kennedy Space Center prepares to be the launch site for 
the next generation of space exploration.

Tapped to continue the mission 
Delaware North’s commitment to Stewardship and 
Hospitality in Special Places and its operational excellence 
were recognized when NASA awarded Delaware North a 
new 10-year contract to operate Kennedy Space Center 
Visitor Complex. 

The agreement, which began May 1, 2010, has a 10-year 
base period with one five-year option and five one-year 
options. Delaware North came out on top in a competitive 
bid process that began in 2009.

Delaware North has operated Kennedy Space Center 
Visitor Complex since 1995. During that time, it has 
worked with NASA to implement extensive educational 
programs, including designing and building major  
new attractions such as the Apollo/Saturn V Center,  
a tribute to NASA’s lunar landing program; the more 
recent Shuttle Launch Experience, which simulates  
what astronauts experience while launching into space 
aboard a space shuttle; and the future exhibit of the  
space shuttle Atlantis. In partnership with NASA,  
Delaware North has helped the public component of 
the Kennedy Space Center launch facility become an 
international destination.   
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Our ongoing commitment to Yosemite
The U.S. National Park Service in September 2011 
announced a continuation of its contract with Delaware 
North Companies Parks & Resorts at Yosemite to provide 
visitor services through January 2015. 

Delaware North provides food and beverage, lodging, 
retail, recreation and other services within the famous 
park, which welcomes more than 4 million guests annually. 
Visitor services include raft rentals on the Merced River, 
the Yosemite Mountaineering School, and horse and 
mule rides in Yosemite Valley and Tuolumne Meadows 
and near the Wawona Hotel. Delaware North-operated 
hotels in the park include the Wawona, Yosemite Lodge  
and The Ahwahnee, a National Historic Landmark that is 
consistently ranked in AAA®’s Four-Diamond class.

In fact, in 2011 Delaware North began a major renovation 
project at The Ahwahnee to upgrade the fire-detection, 
alarm and suppression systems and enhance a number  
of interior areas, including guest rooms, hallways, the 
lobby, the Great Lounge and the famous Ahwahnee  
Dining Room. Using designers who have become experts in 
The Ahwahnee’s history, the company replaced upholstery, 
draperies, linens and other furnishings to make them 
consistent with those that were used in the hotel’s early years 
following the hotel’s 1927 opening.  

Just outside the park, the Delaware North-owned-
and-operated Tenaya Lodge at Yosemite opened a 
10,000-square-foot spa and wellness center in 2010. 
Ascent Spa at Tenaya Lodge features 12 treatment rooms 
for massages, facials and body treatments, as well as locally 
produced, handcrafted and certified organic products.  
The spa also offers dry saunas, steam rooms and exercise 
and fitness rooms with instructor-led classes. 

Tenaya Lodge’s meeting and event space also expanded. 
Delaware North added a 3,000-square-foot Signature 
Grand Terrace, three new 700-square-foot breakout 
spaces and an expanded Grand Ballroom, bringing the 
destination resort’s total interior meeting space to 15,000 
square feet. 
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Gideon Putnam renovations continue
Delaware North Companies Parks & Resorts dedicated 
more than $1 million in 2011 to complete guest-room 
renovations at Gideon Putnam Resort in Saratoga Spa  
State Park in upstate New York.

The project was another phase of a planned $19.7 million 
renovation by Delaware North and partner Saratoga Casino 
and Raceway® as part of a 20-year operating contract 
with the New York State Office of Parks, Recreation & 
Historic Preservation. More than $6 million has now been 
invested in the property since 2009, including the resort’s 
restaurants, lobby and historic Roosevelt Baths & Spa.  

The 2011 improvements included new beds, chairs, desks, 
dressers, refrigerators, carpeting and flat-screen televisions 
in all guest rooms. In addition, the hotel’s 18 suites have 
been fitted with pullout sofa beds.  

Lizard Island unveils new look
Delaware North’s work at Lizard Island Resort in 2011 
included a fresh look for the Lodge Bar and Osprey’s 
Restaurant, plus new furnishings for the Anchor Bay 
Suites and Sunset Point Villas. 

The refurbishment is aimed at significantly improving 
the guest experience and reflecting the beauty of Lizard 
Island’s location. The rugged yet beautiful 1,000-hectare 
island sits right on the Great Barrier Reef, fringed with 
colorful coral reefs.

More freshening up
In West Yellowstone, Mont., Delaware North has been 
enhancing its portfolio of three owned and managed 
properties, two of which it acquired in 2010: the Gray 
Wolf Inn & Suites and The Yellowstone Park Hotel, the 
newest hotel in all of West Yellowstone.

In 2011, Delaware North put its touches on the Branch 
Restaurant & Bar adjacent to its first hotel in the area, the 
Holiday Inn West Yellowstone. The renovated restaurant 
features open-range cuisine to satisfy the palate after a day 
exploring America’s first national park.

Delaware North also launched an effort to market its  
three hotels as The Park Gate Lodges at Yellowstone. 

Inside the park, Delaware North continues to operate 
12 general stores, several of which feature casual eateries. 
In particular, the store’s retro-style diners have proven 
popular with park visitors since their addition as part of 
the slate of improvements Delaware North has made to  
the stores in recent years.    
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Back east, The Lodge at Geneva-on-the-Lake in  
Ohio renovated and renamed its restaurant in 2011. 
Known for its panoramic views of Lake Erie, the new 
Horizons Restaurant & Lounge added a fireplace and 
additional lake-view seating and now features a more 
contemporary décor.

HIGHLIGHTS

  Delaware North Companies Parks & Resorts weathers the 
travel-sector downturn and slow recovery of recent years 
better than the lodging industry as a whole, thanks to its 
strategy of operating in must-see special places and the 
integrated management systems that have equipped it to 
do so very well.

  Just a year after winning a competitive bid for a new 
10-year contract with NASA to operate Kennedy Space 
Center Visitor Complex, Delaware North Companies 
Parks & Resorts and NASA break ground on a new $100 
million exhibit that will feature the Atlantis space shuttle.

  The U.S. National Park Service announces a continuation 
of its contract with Delaware North Companies Parks & 
Resorts at Yosemite to provide visitor services within the 
park through January 2015.

  Delaware North completes renovation projects at several 
of its parks and resorts in 2011. Among them are: 
another phase of renovations at Gideon Putnam Resort 
in upstate New York, interior upgrades at The Ahwahnee 
in Yosemite National Park and refurbishment of several 
areas of the noteworthy Lizard Island Resort in Australia. 
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Delaware North Companies Gaming & Entertainment 
enjoyed a significant year of growth in 2011. The success 
even went beyond the continuing increase in popularity 
of its existing regional gaming and entertainment 
destinations, which outperformed many venues in the 
hard-hit international gaming industry.

That’s because in April 2011, Delaware North completed 
the acquisition of and began operating Jumer’s Casino & 
Hotel in Rock Island, Ill.

Jumer’s has been a highly successful casino resort in 
the Quad Cities Region since opening its new complex 
in 2008. The former Mississippi riverboat casino 
operation is a major addition to Delaware North’s gaming 
portfolio, which now includes nine regional gaming and 
entertainment destinations across the United States. All 
but two are owned by the company.

Since 2010, Southland Park Gaming & Racing in West 
Memphis, Ark., has become a major Delaware North 
success story, experiencing such fast-paced growth in its 
patronage that it prompted the company to launch a  
$10 million renovation project in November 2011.  
The project adds new features and gaming machines,  
plus hospitality amenities. 

Additional upgrades were made to Wheeling Island  
Hotel-Casino-Racetrack in West Virginia and to  
Finger Lakes Casino & Racetrack, which celebrated its 
50th anniversary in 2012. The Hamburg Casino at  
the Fairgrounds completed its first full year in its new  
$25 million facility, and Delaware North’s Gaming 
Hospitality Group continued to provide the new  
Choctaw Casino Resort in Oklahoma with world-class 
dining and food service.

Adding to their regional appeal, Wheeling Island and 
Daytona Beach Kennel Club & Poker Room both 
solidified themselves as venues for tournaments of 
international professional poker tours.

Jumer’s joins the portfolio 
Delaware North began a new era in its gaming business 
in April 2011 when it purchased and began operating the 
premier casino resort in the Quad Cities Region. The 
Delaware North flag now flies over Jumer’s Casino & Hotel 
in Rock Island, Ill. The $180 million purchase agreement 
was announced in September 2010 and approved by the 
Illinois Gaming Board after its review process. 

Jumer’s features a casino with more than 1,100 video 
lottery terminals and 24 table games, as well as a live  
poker room, high-limit slot area and a VIP lounge. 
Amenities include a 205-room hotel with an indoor pool 
and fitness center, salon and day spa, events center with 
meeting rooms for up to 600 people, four restaurants,  
a nightclub, a sports bar and a lakeside fire pit.

Delaware North integrated its core business systems into 
the operation, including GuestPath® and GreenPath®, 
its customer service program and environmental 
management system, respectively. The team also has 
enhanced the casino’s overall dining experience with  
new restaurant concepts and menus.

It only took a few months for the new Delaware North 
venue to gain recognition within the gaming community. 
In August 2011, Jumer’s received 11 first-place awards 
in the Card Player Magazine “Best of Gaming” poll, 
including best casino, best suites, best steakhouse and best 
seafood. Jumer’s was also recognized by Midwest Gaming 
and Travel magazine with 20 awards in its 2011 “Reader’s 
Choice Awards.”

“I believe these polls demonstrate that Jumer’s successfully 
attracts guests from our local market, as well as regionally, 
due to the quality of our operation,” Jumer’s President 
and General Manager Therrin Protze said.

Gaming and Entertainment
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Bigger, better fun at the fairgrounds 
The Hamburg Casino at the Fairgrounds – previously 
known as Fairgrounds Gaming & Raceway – opened 
the doors to a new $25 million gaming and hospitality 
building in August 2010. It hasn’t looked back since. The 
new casino facility outside of Buffalo, N.Y., saw continued 
growth in its first full year of operation in 2011. 

Delaware North manages the gaming, food service and 
other entertainment at the venue for the Buffalo Trotting 
Association. It also oversaw construction of the new 
facility. The venue was built from the ground up, unlike 
the previous location, which was constructed inside of the 
pre-existing infrastructure of Buffalo Raceway. 

It features a large, open floor plan and is conveniently 
connected to the Agri-Center, the popular trade show 
and event center at the Erie County Fairgrounds. 
Amenities include several dining options, 939 popular 
gaming machines, a bar and lounge, a private banquet 
room, more than 50 flat-screen televisions, a large live 
entertainment stage and a newly paved and expanded 
parking lot.

The 66,000-square-foot facility is one-third larger than 
the previous space. However, it is 40 percent more water 
efficient and includes submeter devices to maintain energy 
efficiency. Other environmentally friendly elements 
include energy-efficient windows, ventilation monitoring 
to ensure inflow of fresh air, and a highly reflective roof to 
avoid overheating and to reduce air conditioning use. 

Building on success 
Thanks in part to several years of aggressive enhancement 
projects and marketing, Southland Park Gaming & 
Racing in West Memphis, Ark., reached mid-2011 with 
a problem every venue would like to have. Southland 
Park had become so popular that it needed more space to 
accommodate the crowds flowing through its doors.

So, in November 2011, Delaware North Companies 
Gaming & Entertainment began a $10 million renovation 
of Southland Park’s gaming and hospitality amenities to 
better serve its fast-growing patron base.

Five years since the introduction of gaming and a $40 
million expansion of the 55-year-old racing venue, 
Southland Park has established itself as a popular gaming 
and entertainment destination for the Mid-South region 
that includes Memphis, Tenn.

“Southland Park has been a great success story for 
Delaware North and we are grateful to our dedicated 
management team and staff there for what they’ve 
accomplished,” said William Bissett, president of Delaware 
North Companies Gaming & Entertainment. 

“The support from West Memphis, the region and the 
state of Arkansas has also been tremendous and Delaware 
North is proud to be able to expand our positive effect on 
the local and state economy.”
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The project has added new features to the gaming floor, 
including 200 additional gaming machines, bringing the 
venue’s total to 1,200. 

A new sports bar and lounge have also been added.  
The project allowed Southland Park’s gaming machines  
and table games to be better spaced and added much-
needed kitchen and serving space to the popular World 
Market Buffet.

“We’ve built our business on providing guests with exciting 
gaming and racing, delicious food and great hospitality, 
but we needed more space to do it,” said Troy Keeping, 
Southland Park’s president and general manager.

The wheels keep turning
Delaware North’s Wheeling Island Hotel-Casino-Racetrack 
has continued to be a popular regional gaming and 
entertainment destination since it added table games in 
December 2007 to become a full casino resort.

It has racked up awards from a number of gaming trade 
publications, including the highly respected Casino Player. 
It now regularly hosts tournaments of international poker 

tours. For example, Darvin Moon, who finished second in 
the 2009 World Series of Poker, launched his poker career 
at Wheeling Island.

Despite increased competition in nearby Pennsylvania, 
Wheeling Island has successfully differentiated itself 
by continuing to enhance its gaming, hospitality and 
entertainment offerings. In November 2011, Wheeling 
Island unveiled upgraded live and simulcast racing areas. 
The project included numerous cosmetic upgrades to 
the second and third floors, highlighted by the addition 
of new flat-screen, wall-mounted televisions. Individual 
wagering stations, each with its own television, give guests 
opportunities for secure and private wagering.

During the summer of 2011, Wheeling Island cut the 
ribbon on a remodeled buffet and food court. The popular 
dining areas underwent a combined $2 million renovation 
that added an authentic Italian pizzeria and New York-
style deli to the food court, and new-and-improved action 
stations, a private dining room and contemporary décor to 
the award-winning all-you-can-eat buffet.



More room to party
Meanwhile, Delaware North continued a similar approach 
at its popular Finger Lakes Casino & Racetrack at the 
gateway to the growing wine and recreational tourism 
region in upstate New York. 

The Vineyard Buffet received a $3.4 million facelift and 
expansion in early 2011. The project added more than 
5,000 square feet to create two new banquet rooms and 
a 15-person dining room. It also expanded the buffet’s 
seating capacity to nearly 450 people.

Now the thousands of year-round gaming patrons and 
racing enthusiasts who enjoy the only thoroughbred racing 
in the state west of Saratoga have a more comfortable 
environment in which to relax and enjoy Delaware North’s 
great food. The expanded hospitality areas also come in 

handy for the annual International Series of Champions 
AMSOIL Championship Snocross Series and other events 
as Finger Lakes celebrated its 50th anniversary in 2012.  

The stakes are high in Daytona 
In the few short years since its opening, the new Daytona 
Beach Kennel Club & Poker Room has joined Wheeling 
Island on the international poker map. Since moving to 
the new facility in 2008 and opening a 50-table poker 
room with a Las Vegas feel, the Delaware North-owned-
and-operated venue has furthered its reputation as a 
gaming leader in central Florida.

Thanks to a multiyear deal with the Heartland Poker Tour, 
the poker room is getting national television exposure. 
The first experience with the tour came in October 2011 
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with 10 days of competition among an estimated 2,000 
pro and amateur players. The first-place winner took 
home more than $100,000, with the total prize purse 
reaching nearly $500,000. Two nationally syndicated 
one-hour television shows of the event aired in January 
2012. The Heartland is returning to the property twice  
in 2012.

“The Daytona Beach Kennel Club & Poker Room could 
soon become one of our biggest stops on the tour,” said 
Heartland Poker Tour President Todd Anderson. 

Daytona Beach has played host to the annual Venetian 
Deep Stack Charity Classic Poker Tournament since 
2009. It likewise has held a World Series of Poker event, 
drawing many top professional poker players, including 
Mike Matusow, Darvin Moon and Tom McEvoy. The 
club also hosted a number of poker events for charity, 
including NBA star Vince Carter’s Embassy of Hope 
Foundation Charity Poker Tournament.  

We’re doing fine in Oklahoma 
The Gaming Hospitality Group within Delaware North 
Companies Gaming & Entertainment continued to 
provide the new Choctaw Casino Resort in Durant,  
Okla., with world-class dining and food service during  
its second year in operation.

Since opening in February 2010, the $300 million  
casino has become a popular destination in the 
Oklahoma-Dallas region and is now a regular site  
for World Series of Poker tournaments.  

The Gaming Hospitality Group operates an impressive 
lineup of restaurants, including the sophisticated 1832 
Steakhouse, Tomatillo’s, the Blue Moon Café and the  
Las Vegas-style Butterfield’s Buffet.

HIGHLIGHTS

  Delaware North Companies Gaming & Entertainment 
in April 2011 acquires and begins operating Jumer’s 
Casino & Hotel, the premier gaming destination  
in the Quad Cities Region. The Rockford, Ill., 
acquisition represents a large addition to Delaware 
North’s gaming portfolio.

  Southland Park Gaming & Racing in West Memphis, 
Ark., becomes a major company success story, launching 
a $10 million renovation to expand its gaming and 
hospitality amenities to accommodate a fast-growing 
patron base in the Mid-South Region that includes 
Memphis, Tenn. 

  Wheeling Island Hotel-Casino-Racetrack, Finger Lakes 
Casino & Racetrack, and Hamburg Casino at the 
Fairgrounds continue to increase their appeal as regional 
entertainment destinations. The company continues to 
make significant investments to enhance gaming and 
hospitality amenities at each location.

  Two Delaware North gaming venues put the company 
on the poker map. Both the new Daytona Beach  
Kennel Club & Poker Room and Wheeling Island 
Hotel-Casino-Racetrack are regularly hosting 
tournaments of major international poker tours, 
including qualifiers for the World Series of Poker. 
Daytona Beach becomes a regular site for the  
Heartland Poker Tour.



Delaware North Companies is continually showcasing 
its innovative hospitality concepts for travelers. And the 
industry has taken notice. The company has recently 
won contracts at three major airports – Los Angeles 
International Airport (LAX), Dallas/Fort Worth 
International Airport and Hartsfield-Jackson Atlanta 
International Airport. At the same time, it has been 
awarded contract extensions at Richmond International 
Airport, Louis Armstrong New Orleans International 
Airport, Austin-Bergstrom International Airport and 
Syracuse Hancock International Airport. 

Its plan for LAX includes new attractions in the form 
of the Original Farmers Market, Skewers by Iron Chef 
Masaharu Morimoto and Wolfgang Puck’s new Express 
concept. People passing through Dallas/Fort Worth will be 
pleased to hear that Delaware North is bringing in two new 
dining options: Twisted Root Burger and The Salt Lick, 
a favorite Texas barbecue spot that has long been racking 
up honors for Delaware North at Austin-Bergstrom 
International Airport.  

In January 2012, Delaware North was awarded a major 
contract to operate in two terminals at the Atlanta airport, 
the busiest in the world. The company is bringing in 
numerous local concepts and some of the nation’s most 
popular brands. 

The list of new and exciting projects for Delaware North 
also includes a partnership with hip-hop mogul Jay-Z’s 
40/40 Club. Delaware North is working to bring the 
concept to major airports in the next few years. 

In 2011, Delaware North opened a wide array of stylish 
new restaurants at Scotland’s Glasgow Airport, the fourth 
in the company’s growing United Kingdom portfolio. 
Delaware North was tapped in 2010 to revive several 
landside hospitality spaces at the airport.

These additions to high-traffic travel locales are reflections 
of Delaware North’s ongoing strategy of bringing in a fresh 
blend of local, national and proprietary brands. For more 
than 70 years, the company has been one of the world’s 
leading providers of travel hospitality services.  

Travel Hospitality
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Expanding at LAX
Delaware North charted a new course in the 1990s when 
it brought Wolfgang Puck to Los Angeles International 
Airport. Though the practice of putting celebrity chefs and 
their restaurants in airports is now more commonplace, it 
has hardly become dull. The Food Network reports more 
than 100 million homes tune in to see its slate of culinary 
rock stars. 

With that in mind, Delaware North teamed up with 
celebrity chef Masaharu Morimoto to develop new 
fast-casual restaurants at several larger airports across 
the country.

Skewers made its debut at LAX in 2012. It features 
yakitori-style meals – skewered meats with vegetables grilled 
or fried and served with rice bowls. Yakitori is popular as 
street and bar food in Japan, and the portable nature of 
the product is perfect for on-the-go travelers. 

In addition to Skewers, Delaware North was approved 
to open other exciting concepts at LAX, including the 
Original Farmers Market, one of the city’s most historic 
tourist and culinary attractions. The popular ¡Loteria! 
Grill and Monsieur Marcel round out the program. The 
concepts center on replicating the imagery and excitement 
of The Original Farmers Market at Third and Fairfax, a 
tried-and-true Los Angeles destination for more than 75 
years and a top tourist attraction in the city. 

Delaware North will also bring two locations of L.A.-
based The Coffee Bean & Tea Leaf®, the oldest and 
largest U.S.-based, privately held global specialty coffee 
and tea retailer. The Coffee Bean & Tea Leaf at The 
Original Farmers Market is among the chain’s most 
visited locations. Wolfgang Puck will also land at the 
airport with a new location.

Still making waves 
In November 2010, Delaware North added yet another 
name to its growing list of restaurants in the Fort 
Lauderdale-Hollywood International Airport. Acclaimed 
South Florida chef Allen Susser opened his second spot in 
the airport, The Burger Bar, and travelers were instantly 
drawn to his simple yet delicious items.

“The burgers, cheeseburgers, salads, shakes and other 
foods are interesting, but not intimidating,” Susser said. 

“The flavors reflect our diverse cultures from right here  
in South Florida, including our Beach Burger, the  
Coastal Turkey Burger, Spicy Tuna Burger and Stone 
Crab Chowder.”

In July 2011, Delaware North introduced Red Mango to 
complement the gourmet burger bar. This sleek venue 
at the presecurity section of Terminal 3 offers sweet and 
healthy treats, including frozen yogurt, probiotic iced teas, 
smoothies and fruit parfaits.



Music to travelers’ ears
The music scene is stronger than ever at Austin-Bergstrom 
International Airport. Woven into the fabric of the 
airport, thanks to continued support from Delaware 
North Companies Travel Hospitality Services, is a 
sponsored concert series that has distinguished the Texas 
travel hub since 1999. In 2011, the airport celebrated 
its 5,000th live music performance as Delaware North 
continued to expand the program.

The Austin City Council and Mayor Lee Leffingwell issued 
a proclamation recognizing the milestone performance 
and Delaware North’s financial support of all 5,000 

shows. The shows are held Monday through Friday at 
various times in five venues operated by Delaware North 
throughout the airport. 

Delaware North has launched similar music programs in 
Louis Armstrong New Orleans International Airport and 
Nashville International Airport, a fitting tribute to two of 
America’s bastions of music.  

During the annual Austin City Limits Music Festival each 
fall, Delaware North sponsors extra live performances 
inside the airport. Delaware North also organizes airport 
concerts for (and is a financial sponsor of) the annual 
Health Alliance for Austin Musicians benefit day.

In fact, music is a recurring theme in Delaware North’s 
operation in the Texas airport. Ray Benson’s Roadhouse  
is a Delaware North concept and frequent stop for visitors 
to the Austin airport. When the nine-time Grammy  
winner and country music star unveiled his “Asleep at  
the Wheel Bar-B-Que Sauce” in January 2011, he  
marked the occasion by singing a few songs with guitarist  
Redd Volkaert. 

Delaware North also celebrated the openings of Hills Café 
and Nuevo Leon, two more options for Austin food and 
music lovers. 

“We have a better local lineup in our airport than any 
other airport in America,” said Terry Mahlum, regional 
manager for Delaware North. 

“The local flavors of Hills and Nuevo Leon continue the 
airport’s commitment to show off Austin’s culture.”
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Helping travelers help themselves
Delaware North continues to innovate in the airport 
food and retail sector by offering distinctive concepts and 
extraordinary service to guests. 

A key focus has been researching and implementing 
technologies aimed at enhancing the airport customer 
experience by providing quicker service. Since 2010, 
self-service kiosks that Delaware North has installed at 
Schlotzsky’s Deli at Austin-Bergstrom International 
Airport and other restaurants have done just that.

Travelers quickly embraced the kiosks, especially at the 
Schlotzsky’s Deli location, where more than three of every 
four transactions are now taking place at the kiosks as 
opposed to remaining manned points of service. Credit 
card usage is up by more than 60 percent. 

The kiosks have sped up service dramatically and the faster 
service has led to increased sales. Delaware North has been 
installing the kiosks at other airport locations.

Barbeque and burgers
The past year also saw Delaware North win a Texas-sized 
contract at Dallas/Fort Worth International Airport. The 
company was selected in May 2011 to bring two regional 
favorites – The Salt Lick and Twisted Root Burger – to 
DFW’s Terminal A.

The Salt Lick will serve spicy sausages, smoked turkey, 
tender brisket, tangy chicken and melt-in-your-mouth 
ribs, all cooked in a fire pit in true Texas fashion. The 
menu will also include a traditional country breakfast. 
This is the third The Salt Lick restaurant Delaware North 
has opened, with locations already in Austin-Bergstrom 
International Airport and Will Rogers World Airport in 
Oklahoma City. 

Twisted Root Burger will offer a wide variety of sandwiches, 
including elk, venison, lamb, ostrich, turkey, vegetable and, 
of course, beef.

No one knows sports like Delaware North
Don’t let the classic memorabilia, menus filled with 
local teams’ trivia and modified stadium seats fool you. 
Richmond (Va.) International Airport’s Club Level Grill is 
also outfitted with some of the latest and greatest gadgets.

The venue, a perfect mix of old-world sports and 21st 
century technology, also boasts an array of flat-screen 
televisions, a common table with outlets for electronics  
and energy-efficient LED lighting.

During the year after The Club Level Grill’s January 
2011 opening, the airport hosted a career luncheon for 
Highland Springs High School students. Delaware North 
associates spoke to the youth about hospitality education, 
training, interviewing etiquette and career opportunities  
after graduation.
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Minnesota’s top flight wine and cheese
Travelers are raving about the gourmet wine and 
cheese shop opened by Delaware North in 2011 at the 
Minneapolis-St. Paul International Airport. Surdyk’s 
Flights Wine Market & Bar, the first wine bar at the airport, 
was developed by Delaware North through a partnership 
with the original Surdyk’s, a beloved Minneapolis liquor 
and cheese shop. 

Besides selling wine by the glass and bottle, the store 
features deli items, breakfasts, sweets, cocktails, bread, 
cigars, cheese and beer. The most unique feature: 
Customers are able to buy bottles of wine at the shop  
to take with them on their trips.

The sleek new eatery was hailed as “the best U.S. airport 
eatery” of 2011 by AirFareWatchdog.com. 

“There’s some good buzz on the recently opened Surdyk’s 
Flights,” the website said. 

“Surdyk’s is a revered local liquor purveyor that’s now 
serving up wine, beer and cocktails (along with some great 
food) in a sleek little spot in the Lindbergh Terminal mall 
area. Try the local cheeses (and the local beers). Order 
a Bellini and the baked figs, stuffed with blue cheese and 
walnuts. Try it all. (Don’t miss your flight! Or do!)”

Dropping anchor in Buffalo
Travelers shuffling off to and from Buffalo, N.Y.,  
have been enjoying a much-expanded array of restaurant  
choices in Buffalo Niagara International Airport in  
recent years, thanks to Delaware North Companies  
Travel Hospitality Services.

Through an exclusive partnership, Delaware North brought 
the innovative new sandwich chain Which Wich to the 
airport in spring 2010. The latest addition to the airport’s 
hospitality lineup has been well-received. Delaware North’s 
Which Wich location is consistently one of the chain’s 
highest-performing franchises in the United States. 

Which Wich focuses on providing customers with the 
freshest bread and ingredients. The company offers more 
than 50 varieties of sandwiches and gives customers the 
chance to customize them through a unique ordering 
system on a bag.

Prior to opening Which Wich, Delaware North completed 
a $7.5 million renovation and expansion project in 2009 
with the addition of the Labatt Blue Zone and a food court 
featuring such concepts as Villa Italian Kitchen, Freshens, 
Checkers and the Anchor Bar, a tourist destination that  
has bragging rights as the birthplace of Buffalo chicken 
wings. Delaware North also opened an Everything ASAP 
travel convenience store and the new Lake Erie Pub, a  
presecurity lounge featuring a variety of light fare.

We’ll take the high road
Guests of Scotland’s two largest airports experienced a  
wide selection of new dining options in 2011 at the hands 
of Delaware North.

Glasgow Airport tapped Delaware North in 2010 to help 
serve travelers in Scotland’s second-busiest airport. Before 
operations began, the company renovated the landside 
restaurants to create four new eateries that opened in the 
spring of 2011 to cater to the needs of all airport visitors, 
whether they seek a relaxed meal or quick coffee and snack.
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The Central Sports Bar and Grill features an American 
menu and a strong sports décor, complete with plasma  
TVs so guests can follow the latest action. The Deli 
Kitchen Café serves freshly prepared sandwiches and 
other foods and Fresh Food Central offers an assisted 
buffet-style restaurant with an open view of the kitchen 
for watching the theater of cooking. Those arriving from 
international ports of call can enjoy a delicious range of 
sweet and savory snacks and a large selection of coffee and 
tea at the First Stop Café Bar.  

Delaware North also opened two new restaurants in 
Edinburgh Airport, where it has operated The Gathering 
Restaurant & Lounge and its complementary Gathering 
Café Deli & Takeaway since early 2010. Thermidors, an 
elegant and sophisticated seafood bar serving the freshest 
and finest locally sourced fare, joined the lineup in 
December 2010. A month later, Delaware North opened 
The Fringe Bar and Eating Place. Named for an annual 
Edinburgh festival, it provides a fun atmosphere and a 
menu of tasty bar favorites.

Please welcome Jay-Z
He’s a hip-hop icon, producer, entrepreneur and actor 
whose 40/40 Club will soon be featured in select airports. 
Delaware North became the exclusive airport hospitality 
partner of Jay-Z in December 2010, a bold move that will 
give travelers access to his sports bar concept.

The 40/40 Club will offer a luxurious environment in 
which to watch a sporting event, with lounge seating and 
massive flat-screen televisions. There will also be one-of-
a-kind signed jerseys adorning the walls.

Jay-Z and his partners, Juan and Desiree Perez, named the 
first-class bar after the impressive Major League Baseball 
achievement of hitting 40 home runs and stealing 40 bases 
in one season. The original 40/40 Club is located on West 
25th Street in Manhattan and there is a second location in 
Atlantic City, N.J.
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We don’t mean to brag, but…
When Airport Revenue News held its annual Best Airport 
& Concessionaire contest, several airports at which 
Delaware North operates made the cut: Newark Liberty 
International Airport, Phoenix Sky Harbor International 
Airport and Dallas/Fort Worth International Airport.

Meanwhile, Food & Wine released its “Ultimate Airport 
Dining Survival Guide” and two Delaware North-operated 
eateries in Los Angeles International Airport were 
mentioned: Encounter Restaurant and Pink’s Hot Dogs. 
The Food & Wine article went on to praise Corky’s BBQ 
in Memphis International Airport and The Salt Lick 
in Austin-Bergstrom International Airport, two more 
Delaware North locations. 

The Salt Lick in Austin was also chosen by Forbes as one of 
its favorite airport restaurants in the country. 

“In Texas it’s all about the brisket. If it’s done well, it 
works,” said Joe Brancatelli, a business travel consultant.

In the same story, Forbes stated that the best options at 
LAX were Encounter and Pink’s Hot Dogs. 

Speaking of Encounter, the “Jetsonesque” restaurant 
stockpiled awards in 2011. It was recognized by 
Entrepreneur magazine, which called out its cayenne 
citrus chicken drummettes and sesame-crusted Norwegian 
salmon. MSNBC.com and LonelyPlanet.com gave it  
kudos as well.

Finally, the Club Level Grill in Richmond International 
Airport was featured in Airport Improvement magazine as 
a new choice for travelers postsecurity.

HIGHLIGHTS

  Delaware North is approved to bring exciting new 
concepts to Los Angeles International Airport: Skewers 
by Iron Chef Masahuru Morimoto; the Original 
Farmers Market, one of Los Angeles’ most historic 
tourist and culinary attractions, featuring ¡Loteria! Grill 
and Monsieur Marcel; Wolfgang Puck Express; and  
The Coffee Bean & Tea Leaf. 

  Delaware North wins a contract to develop and operate 
the Central Sports Bar and Grill, the Deli Kitchen Café 
and Fresh Food Central, and the First Stop Café Bar at 
Glasgow Airport in Scotland. 

  In January 2012, Delaware North is awarded a major 
contract to operate in Hartsfield-Jackson Atlanta 
International Airport, the busiest airport in the world. 
The new contract follows others at LAX and Dallas/Fort 
Worth International Airport, plus contract extensions 
for several other airports.

  The Delaware North-sponsored concert series at Austin-
Bergstrom International Airport celebrates its 5,000th 
live music performance. Delaware North’s music 
program has been expanded to the Nashville and New 
Orleans airports.

  Delaware North teams up with Jay-Z in December 2010 
to give travelers access to his exclusive sports bar concept, 
the 40/40 Club. 
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Delaware North Companies develops and begins operating 
a spacious and striking new Chicago White Sox retail store 
adjacent to U.S. Cellular Field. 

Memorable Moments

Delaware North Companies is awarded a new concessions 
agreement to bring one of the city’s most historic tourist  
and culinary attractions – the Original Farmers Market –  
to Terminal 5 of Los Angeles International Airport (LAX).  
Other popular brands such as ¡Loteria! Grill and Monsieur 
Marcel are also in the mix.  

In April 2011, Delaware North 
Companies purchases the award- 

winning Jumer’s Casino & Hotel  
in Rock Island, Ill.

Three hotels and resorts at which 
Delaware North operates are selected 
for Conde Nast Traveler’s 2011 Readers’ 
Choice Awards. They are: The Ahwahnee, 
The Plaza and Lizard Island.

Austin-Bergstrom International Airport celebrates its 5,000th 
live music performance, a program that Delaware North 
helped establish and continues to fund.  

GreenPath®, Delaware North’s 
award-winning environmental 
management system, celebrates  
10 years of ISO 14001 registration. 

Delaware North Companies Parks & Resorts, which 
operates Kennedy Space Center Visitor Complex for 
NASA, is working to create a $100 million exhibit for the 
retired space shuttle Atlantis.
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WE ARE THE CHAMPIONS --  
The Boston Bruins, owned by 
Delaware North Chairman and CEO 
Jeremy Jacobs since 1975, take home 
the 2011 Stanley Cup after defeating 
the Vancouver Canucks in a thrilling 
seven-game series.

U.S. President Barack Obama honors the Boston Bruins and the 
Jacobs family for winning the 2011 Stanley Cup. 

Delaware North Companies Australia once again handles all food 
and beverage operations at the 2012 Australian Open, including 
catering, player dining and concessions. 

The Stanley Cup makes its way to an assortment 
of Delaware North locations courtesy of Jeremy 
Jacobs, the owner of the championship Boston 

Bruins. The celebrated trophy travels from 
Boston to Kennedy Space Center to Yosemite 

National Park and many places in between. 

Delaware North Companies Sportservice manages the food and 
beverage service for both 2011 World Series teams: the St. Louis 
Cardinals and Texas Rangers. From regional fare that receives 
national media coverage to elaborate special event catering, the 
company’s culinary team hits a home run. 

Southland Park Gaming & Racing 
becomes a major Delaware North 
success story as a growing regional 

gaming and entertainment destination.
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Delaware North has always regarded its customers as guests 
with high expectations. Further, the company understands 
they can – and will – make choices about how and where 
they want to spend their time and money. 

Delaware North also knows that great customer service is 
a strong competitive advantage. Satisfied guests will pay a 
higher price, tell others about their experiences and drive 
additional business. 

That’s why in 2004 the company created GuestPath®, a 
multidimensional, data-driven customer service process 
that takes a scientific approach to the job of delivering 
exceptional guest service.

Delaware North assesses thousands of standards to drive 
the process, but the key element of GuestPath is that it was 
developed to empower associates with the knowledge and 
skills they need to perform their jobs effectively and deliver 
first-rate service. With the help of GuestPath, associates 
understand the importance of every guest interaction, 
regardless of how brief. 

Gathering praise in Scotland
When a couple of weary English people who had traveled 
by train from a funeral in another Scottish city arrived at 
Edinburgh Airport to catch a flight home, they discovered 
they had booked it for the wrong date. 

They paid a hefty sum to fix the reservation and then took 
refuge at The Gathering Restaurant and Lounge, operated 
by Delaware North. 

Kevin Gray, a supervisor at the restaurant, welcomed the 
couple in true GuestPath fashion with a cheerful smile and 
quickly began providing service that “would have impressed 
Michel Roux,” a famous French chef in Britain, the 
couple later spelled out in a thank-you letter.

“He was swift, attentive and utterly professional, without 
being imposing. He was a real credit to you,” they said in 
the letter. 

“The excellence of your food and, more especially,  
the quality of the service we received from Kevin lifted  
our spirits.”

A first for Delaware North
Steve Carlisle has a very important job at Target Field.  
As Delaware North’s first GuestPath facilitator educated  
in American Sign Language (ASL), he works with 30  
deaf Delaware North Companies Sportservice associates  
at the stadium and helps them communicate with  
other associates.  

Carlisle also interviews deaf job candidates at career fairs 
and signs for associates in orientation classes. 

Life-saving service
Thanks to GuestPath, Delaware North strives for service 
that goes above and beyond the call of duty. In April  
2011, Devin Robinson demonstrated how much truth  
is in that statement.  

GuestPath®
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A guest was eating a meal in Butterfield’s Buffet at Choctaw 
Casino Resort, the Durant, Okla., venue where Delaware 
North Gaming Hospitality Group operates all dining and 
food service. She began to choke. Robinson, a cashier  
at the restaurant, noticed the woman choking and rushed  
over to her.

“Devin crossed the restaurant to the guest’s table and 
performed the Heimlich maneuver,” said Carrie Barron,  
a human resources manager at Choctaw. 

“Our guest’s breathing was restored and she expressed her 
great gratitude for Devin’s actions.”

Robinson received a gift card from the Choctaw team for 
dinner at the casino in gratitude for his spectacular service, 
a regular practice at Delaware North.

Ready for the game
When Delaware North Companies Sportservice began 
operating at the new Red Bull Arena in Harrison, N.J., 
one of its first jobs was hiring the team that would serve 
guests of the new Major League Soccer venue. At each  

new-hire class, associates received training on GuestPath, 
which included managers talking about the importance of 
friendly customer service.

But the training didn’t stop there. Before each game, 
associates received a newsletter with the day’s events and 
two GuestPath standards on which to focus. Managers also 
walked the concourse, making sure that uniforms were 
presentable and associates were excited to work.

Walking the GuestPath
At Delaware North operating locations around the world, 
company executives and managers periodically take a day to 
join associates by working on the front line, serving guests 
during crowded sports events, at busy airport eateries, at the 
front desks of luxury resorts and in popular gaming venues.

The exercise, called Walking the GuestPath, has become 
a worthwhile and lighthearted tradition at Delaware 
North. Not only does it help build camaraderie and 
break down barriers, it brings an important perspective to 
senior managers as they interact with frontline associates. 
They experience firsthand what it takes to create special 
experiences for guests while taking orders, flipping burgers 
and stocking refrigerators.

Sportservice Chief Operating Officer Larry Wittenberg, 
who joined Delaware North in 2011, walked the GuestPath 
early on. Taking his place next to associates and volunteers 
from nonprofit organizations, he served Buffalo Bills fans 
at a Ralph Wilson Stadium concession stand.

“I wanted to experience firsthand what all of our staff goes 
through, to be in their shoes and to also see what kind of 
opportunities there are to be more efficient and provide a 
better experience for all of the staff,” Wittenberg said.
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Every day at hundreds of locations across the globe – 
national park lodges, luxury resorts, major sports stadiums 
and arenas, convention centers, casinos and airports – 
Delaware North Companies’ culinary and hospitality staff 
is providing an extraordinary dining experience for guests. 

At the center of the guest experience is the food. And with 
good reason. Delaware North’s chefs are among the best in 
the world. Their creations run the gamut, from delicious, 
mouth-watering ballpark fare to glorious gourmet 
delicacies befitting a head of state. 

The company founded nearly 100 years ago as a small 
concessions business has indeed become a global leader in 
hospitality and food service. But how? Delaware North’s 
passion, innovation and unwavering commitment to the 
highest level of training for its culinary and service teams 
have been crucial in its reaching the forefront of the 
hospitality industry. These qualities have driven Delaware 
North’s food and beverage philosophy of striving for 
excellence in quality, presentation and variety. 

The company’s Culinary & Hospitality Council, founded 
nearly a decade ago by Delaware North Principal Jerry 
Jacobs Jr., guides culinary recruitment, retention, 
continuing education and training programs, including 
one to ensure that every chef is independently certified 
by the American Culinary Federation or the Culinary 
Institute of America’s Pro Chef program. Not only 
does the company pay for the certification exam, it gives 
chefs time away from their jobs to train with its most 
accomplished chefs.  

The council promotes development and implementation 
of best practices and consistent food and beverage 
standards and keeps the company’s culinary and hospitality 
leaders and senior executives focused on the latest trends, 
opportunities and innovations in the field. In addition to 
regular meetings and communication, the council holds 
an annual conference to bring hundreds of Delaware 
North culinary and hospitality managers, and chefs 
together with industry experts and more than 150 leading 
food product companies.

No wonder Delaware North has earned a reputation for 
impeccable food no matter the place setting. 

Keeping a competitive edge
Since bringing home several medals from the 2008 
International Culinary Olympics in Germany, Delaware 
North chefs have entered an increasing number of 
regional, national and international culinary competitions 
to further hone their skills and test their mettle. Delaware 
North chefs have the benefit of training with Corporate 
Chef Roland Henin, a certified master chef for nearly 30 
years and one of the world’s most celebrated and respected 
culinary teachers and coaches.  

Among the highlights, Percy Whatley, regional executive 
chef for Delaware North Companies Parks & Resorts in 
Yosemite National Park, was selected as a semifinalist for 
the Bocuse d’Or USA competition in 2009 and 2010. 
From the competition emerges the small team of chefs 
that will compete for the United States in the prestigious 
Bocuse d’Or World Cuisine Contest in Lyon, France.     

In September 2011, a team of Delaware North Companies 
chefs, including three from the company-owned-and-
operated TD Garden in Boston, took home a silver medal 
at the USA Culinary Cup Challenge in Orlando, Fla. 
The five-member team finished less than a quarter-point 
behind the winning group. 

Kevin Doherty, regional executive chef for Delaware 
North Companies Sportservice at TD Garden and one of 
the chefs who competed in the 2008 Culinary Olympics, 
led the team. He was joined by Elizabeth Silva Hernandez, 
chef for the Garden’s Premium Club; Patrick Kilduff, 
lead chef at the Garden’s Legends restaurant; Jamie 
Caudy, pastry chef at Target Field in Minneapolis; and 
Jonathan Restrepo, a member of the culinary staff for 
Delaware North Companies Travel Hospitality Services at 
George Bush Intercontinental Airport in Houston.

Fall harvest in New England was the theme of the team’s 
four-course menu. It featured maple leaf duck, a salad 
with autumn greens and hazelnuts, Berkshire braised veal 
cheek, celeriac and potato pureé, and modern American 
apple pie topped with Wisconsin Gorgonzola ice cream.

Culinary
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We’re sweet on you
Speaking of apple pie, Delaware North Companies 
Sportservice may well be setting a trend by having a 
full-time pastry chef at a sports venue. Jamie Caudy is 
responsible for the confections and pastries that delight 
fans at Target Field. 

In addition, the company boasts an award-winning 
pastry chef at one of its most revered culinary locations. 
Paul John Padua, executive pastry chef at The Ahwahnee 
in Yosemite National Park since 2008, was named 
Western Region Pastry Chef of the Year after winning the 
competition at the 2011 American Culinary Federation 
Western Regional Conference in May in Scottsdale, Ariz. 
With his creative desserts, Padua is a key contributor to the 
many grand culinary events and everyday highly acclaimed 
dining at The Ahwahnee. 

He has more than 20 years of pastry experience working 
at world-famous resorts, hotels and casinos throughout 
Asia and the Pacific Region and in the United States in 
such locations as Las Vegas. He represented Team USA 
for Delaware North during the 2010 Gelato World Cup 
in Italy. 

A culinary triple crown  
The list of major special events catered by Delaware North 
is immense, including the World Series, Stanley Cup and 
Major League Baseball All-Star games, the Australian 
Open tennis tournament, Super Bowl parties, galas at 
Kennedy Space Center and the biggest concert tours  
in the world.

Every year, Delaware North also plays host to three 
internationally regarded culinary events at The Ahwahnee, 
the AAA® four-diamond hotel in Yosemite National Park. 

Vintners’ Holidays is a time-honored tradition that brings 
winemakers from Napa Valley and beyond to Yosemite. 
The wine specialists show off their latest vintages each fall 
during eight sessions that span five weeks. Percy Whatley, 
regional executive chef for Delaware North Companies 
Parks & Resorts, develops menus for several five-course 

gala dinners. In a reversal from the norm, Whatley creates 
a menu of California cuisine around the individual flavor 
profile of each presenting wine.

Next is the Bracebridge Dinner. Since the first Christmas 
at The Ahwahnee in 1927, it has been heralded as a 
Yosemite institution. Guests come from far and wide to 
experience the holiday musical pageant set in 17th century 
England. While the audience is entertained by the world-
famous Andrea Fulton Chorale, Whatley and the The 
Ahwahnee’s culinary team work their magic. A seven-
course, themed meal, carefully intertwined in the drama, 
is brought procession-style into the dining room. 

Soon after in January, The Ahwahnee hosts its annual 
Chefs’ Holidays. The series puts the spotlight on 24 guest 
chefs from around the country in eight different sessions. 
Guest chefs have included James Beard Award winners 
and nominees, “Top Chef” contestants, “Next Iron Chef” 
contestants, and Food & Wine magazine Best New Chefs. 
Whatley plays host to these chefs, aiding them in executing  
culinary demonstrations and five-course gala dinners  
for up to 250 people.
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Join together
Delaware North’s annual gathering of culinary and 
hospitality managers and company executives has gotten 
larger and better in recent years.

In fact, the 2011 Food & Beverage Summit in Buffalo, 
N.Y., the company’s global headquarters, included 
representatives from across the United States and Canada 
and even from Delaware North’s operations in the United 
Kingdom and Australia. In addition to the 400 company 
attendees, several industry experts were on hand to discuss 
the latest trends. Representatives of 150 leading food 
product and equipment companies demonstrated their 
wares at a trade show.  

The four-day event in November included forums on 
topics such as menus of the future, consumer trends, food 
safety and restaurant construction techniques. The culinary 
challenge, a feature added to the summit in 2010, showed 
off not only the company’s culinary ability, but its creativity. 

Seven teams of Delaware North chefs and culinary 
managers took on one of the food industry’s hottest 
trends: food trucks. Each team produced a theme, created 
and prepared original menu items and merchandised a 
replica food truck to serve conference attendees.

Delicious and nutritious
There was a time when it was difficult to find healthy  
food options at a sporting event, but thanks in large  
part to Delaware North, those days are long gone at  
venues in North America, Australia, New Zealand and  
the United Kingdom.

In recent years, Delaware North Companies Sportservice 
has introduced healthy menu options at the sporting venues 
at which it provides food and beverage service, including 
Comerica Park, home of the Detroit Tigers. Various 
concession stands around the ballpark offer veggie hot 
dogs, vegan burgers and even veggie Italian sausage for the 
health-conscious consumer. Tigers fans can swap French 
fries or onion rings for a fresh fruit cup, roasted almonds 
or pistachios, or a garden salad. Less traditional ballpark 
food such as vegetable sushi, black-bean burgers and 
hummus plates is also available.

At several ballparks, including Target Field in Minnesota 
and Great American Ball Park in Cincinnati, Sportservice 
has added fresh-fruit stands. Gluten-free alternatives for 
popular ballpark menu items and other gluten-free options 
also have been added at Sportservice’s venues.

Likewise, Delaware North’s sports hospitality operations 
outside North America offer many foods that taste good 
and are good for you and the planet, thanks to the Culinary 
Wellbeing® program, an initiative that made its debut 
in 2008 at Melbourne’s Etihad Stadium. The program 
addresses health concerns through light recipes and 
environmental concerns through the use of ingredients  
that are organic and/or sustainable. 

At the 2008 Australian Open, Delaware North became  
the first food service provider in Australia to offer  
Tick-approved meals. The menu items, endorsed by the 
national Heart Foundation, are good choices for health-
conscious guests. 

Central to all of Delaware North’s menus is the company’s 
focus on quality and freshness, including increasingly 
sourcing ingredients from local farms, produce houses  
and food makers.



Grand new stadium stores, national design awards, honors 
for sustainable retail stores, recognition from design trade 
magazines, record sales and revenue, and several sports-
team clients grabbing retail honors.

These were among the exciting things happening with 
Delaware North’s retail business in 2011 at seemingly every 
turn. The retail honors and accomplishments have been 
coming regularly in recent years as the business line has 
become a key area of growth for the company.

Indeed, major sports franchises have recently turned to 
Delaware North Companies Sportservice to create and 
operate team-branded retail stores and additional retail 
outlets at stadiums, ballparks and arenas. The list grew in 
2011 with the addition of the Baltimore Orioles at Camden 
Yards. That was on the heels of the Minnesota Twins, 
Carolina Panthers, New York Red Bulls, New York Jets and 
New York Giants being added as retail clients in 2010.

In all, the company now manages retail services for more 
than 20 pro sports teams and operates retail stores in 
several airports; in its gaming venues; in Yellowstone, 
Sequoia, Yosemite and Grand Canyon national parks; 
and at other popular destinations such as Kennedy Space 
Center Visitor Complex.

Taking home a piece of history
Leading up to a momentous day in July 2011 at Kennedy 
Space Center Visitor Complex, the Delaware North 
Companies Parks & Resorts retail team made certain it  
was ready to take advantage of the opportunity.

The result was the largest day ever for retail revenue at 
the visitor complex with the launch of NASA’s last space 
shuttle mission: STS-135. The mission, carried out by 
a crew of four aboard Atlantis, launched from Kennedy 
Space Center July 8 and landed July 21.

Retail
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During launch week, Delaware North sold more than 
26,000 T-shirts, 8,000 mission patches and 6,000 lapel 
pins. Astronaut ice cream was also a big hit with space 
enthusiasts. Six thousand packages of the freeze-dried treats 
were sold. America’s Pride, a unique T-shirt displaying 
all five orbiters and the missions that each has flown, was 
a popular item with many shuttle program workers and 
fans alike. Momentum for sales was also seen on the digital 
marketing site TheSpaceShop.com.

More space, please
Delaware North’s work is under way to create a $100 
million, 90,000-square-foot dream home for space 
shuttle Atlantis at Kennedy Space Center Visitor Complex. 
Included in the company’s 10-year master plan for 
the attraction is a new, larger retail store that will allow 
Delaware North to better market the largest collection of 
space memorabilia in the world. The plan was part and 
parcel of the reason NASA tapped Delaware North in 2010 
to continue operating the world-famous visitor complex. 

The new store is expected to be finished in the next few 
years in conjunction with the completion of the Atlantis 
exhibit, which is slated to open in summer 2013. It will 
be part of an effort to nearly double the amount of space 
dedicated to retail at the visitor complex. 

We build it right
When Delaware North is called upon to develop the right 
retail store for a sports venue, the company goes to great 
lengths to ensure that it does just that. Perhaps there is no 
better example than MetLife Stadium’s 9,600-square-foot 
Flagship Store Powered by Reebok.

The store was recognized in 2011 by national retail design 
organizations and trade publications. What caught their 
attention most often is the store’s ability to morph in the 
blink of an eye, becoming exclusive space for either the New 
York Jets or New York Giants.

The retail space features customized lighting and a white 
design finish that can be illuminated in either Giants blue 
or Jets green. A large LED video wall and illuminated 
projections of either Jets or Giants players add to the feel, 
while customized and revolving perimeter display panels 
allow for an easy switch of merchandise for game days.

The company’s latest large store project, the Chicago 
Sports Depot, opened at U.S. Cellular Field in November 
2011, just 13 months after Sportservice began discussing 
options with the Chicago White Sox to increase retail space 
at the ballpark. The 12,000-square-foot store is one of 
the largest of its kind at any professional sports stadium. It 
carries a wide array of White Sox merchandise and apparel, 
as well as merchandise for other Chicago professional 
sports teams and regional colleges, making it a true one-
stop shop for local sports fans.



The go-to for stadium retail
Needless to say, the company’s sports retail efforts are 
turning a lot of heads. Major League Baseball recognized 
the Tigers as 2011 retail club of the year. The honor 
marked the third consecutive time a Delaware North 
Companies Sportservice retail client has claimed the 
honor. MLB noted the success of The D Shop, Comerica 
Park’s new 6,000-square-foot store that opened for fans 
on Opening Day 2011. The D Store’s appealing design  
was featured on RetailCustomerExperience.com.

The Milwaukee Brewers were honored in 2008 and in 
2010 the Cincinnati Reds were recognized. (MLB did not 
make an award in 2009.) In 2010, the New York Red 
Bulls, another Sportservice retail client, garnered a similar 
accolade from Major League Soccer.

Busy being and selling green
The retail stores operated by Delaware North Companies 
Parks & Resorts in Yellowstone, Sequoia, Yosemite and 
Grand Canyon national parks are major destinations for the 
millions of visitors drawn each year to these natural wonders. 
Delaware North leverages its relationships with dozens of 
brands and food distributors to stock the stores with a wide 
array of merchandise. Groceries, apparel, keepsakes and 
more give visitors everything they need.

Delaware North has recently modernized many of the stores 
and upgraded their décor, but not without making sure they 
meet the company’s – and the U.S. National Park Service’s 
– environmental standards. Delaware North ensures 
the stores live up to its innovative and award-winning 
GreenPath® environmental management system.

For example, the Lake and Tower locations of the 
Yellowstone General Stores were recognized for their 
sustainability features in 2011 by the Yellowstone Business 
Partnership. They were the first pilot projects to become 
successfully certified as sustainable under the strict 
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guidelines of the Greater Yellowstone Framework for 
Sustainable Development. The rating addresses the 
nationally significant natural and cultural values of the 
Greater Yellowstone ecosystem.

Similarly, the Delaware North-operated Canyon Village 
Marketplace in Grand Canyon National Park earned a 2010 
Environmental Achievement Award from the U.S. National 
Park Service for renovations to the sales floor.

Meanwhile, in Yosemite National Park, Delaware North’s 
Habitat green store opened in 2010. Its 1,000-square-
foot interior is a floor-to-ceiling exhibit of green interior 
design and retailing. Habitat’s display fixtures are made from 
recycled items from Delaware North’s operation throughout 
the park. For example, a set of tables is made from stacked 
recycled tires, topped with recycled glass and reused shelving 
from The Ahwahnee’s kitchen.

A wide range of consumer products is available at Habitat, 
including glassware made of recycled wine bottles; T-shirts, 
sweatshirts and tote bags made from a combination of 
recycled plastic bottles and cotton; clothing made from 
scraps of recycled fabric; and jewelry made of recycled 
paper or metals. The store also features organic snacks and 
reusable water bottles.

A new place for buying and selling in Arizona
Delaware North Companies’ newest discount shopping 
destination, the Glendale Park ‘n Swap, just outside of 
Phoenix in Glendale, Ariz., opened in September 2011. 

The shopping venue with more than 850 vendor spaces, 
including nearly 300 indoors, was created thanks to the 
company’s $8 million purchase and rehabilitation of a 
former industrial site. The 120,000-square-foot building 
was equipped with an air cooling system. Delaware North 
also constructed a fully lit parking lot and added food and 
beverage concessions and a dining area.

Vendors at the Glendale Park ‘n Swap offer products and 
services related to home décor, home improvement, apparel, 
personal care, electronics, food and beverage, entertainment 
and more. Delaware North operates several other successful 
Park ‘n Swap locations in Phoenix; Little Rock, Ark.; 
Memphis, Tenn.; and Myrtle Beach, S.C.
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Delaware North has long enriched the communities in 
which it operates with gifts of time, talent and treasure. 
Evidence of that deep sense of social responsibility instilled 
in it by its founders can be seen today in communities 
throughout the world. 

For instance, Delaware North Companies Sportservice 
works with local organizations in Nashville, Tenn., to hire 
their clients with disabilities. In West Memphis, Ark., 
Southland Park Gaming & Racing donates school supplies 
for hundreds of impoverished students and is the largest 
corporate supporter of the local community college. And 
when several communities in the company’s operating 
regions were crippled by natural disasters in 2011, 
Delaware North came to their aid.

The Boston Bruins Foundation, established by the Jacobs 
family in 2003, recently provided $350,000 in grants to 
more than 50 children’s organizations throughout New 
England. In Delaware North’s hometown of Buffalo, 
N.Y., several company chefs teamed up to prepare 
fresh tilapia raised at an urban nonprofit organization’s 
prototype sustainable fish farm. The fundraising event 
benefited the organization’s educational efforts that  
target at-risk youth.

Meanwhile, at stadiums, ballparks and arenas across the 
United States, Sportservice collects unused food that 
otherwise would go to waste after sporting events and 
donates it to local organizations serving the hungry. 

The company’s understanding – at once simple and 
profound – is this: Delaware North has the power to 
make the world a better place by being a good neighbor, 
an advocate for the environment and a catalyst for its 
communities. 

Answering the call
In 2011, Delaware North reached out to assist in one 
region in Australia and three in the United States in  
the wake of natural disasters.

The company responded in January to what Australian 
officials called “the worst flood in decades” in which more 
than 26 people were killed and 4,000 were forced from 

their homes. Although no Delaware North locations 
were directly affected, some Australian associates and 
their families were. The company made a donation to the 
Premier’s Disaster Relief Appeal and also held a charity 
tennis event at Rod Laver Arena at Melbourne Park.

When a tornado touched down in April in Tushka, Okla., 
leaving 25 people injured and two dead, Delaware North 
stepped in. Its Gaming Hospitality Group culinary team at 
nearby Choctaw Casino Resort quickly set up a makeshift 
kitchen and dining area in the middle of a local field, 
donating and serving more than 2,000 hot dogs and 
hamburgers to residents and volunteers.

Just a month later, Joplin, Mo., was brought to its knees 
by an equally powerful tornado that took 160 lives and 
injured 750. Delaware North again jumped in to offer 
support, hearing about the disaster firsthand through 
its Sportservice associates at Hammons Field in nearby 
Springfield, Mo. The company had tractor-trailer loads 
of food and water delivered to Joplin and made a financial 
contribution to victims on behalf of the company and the 
Jacobs family.

Also in May, flooding of the Mississippi River caused all 
nine of the Tunica, Miss., casinos to close, devastating the 
local economy. Delaware North’s Southland Park Gaming 
& Racing in West Memphis, Ark., stepped up and donated 
$25,000 to the Red Cross to assist the relief efforts.

Ready, willing and able
At a number of locations across the United States, 
Delaware North Companies makes it a priority to seek  
out and hire qualified individuals who are facing obstacles 
in obtaining jobs.

For example, in October 2011, Sportservice’s effort to hire 
individuals with disabilities for operations at Bridgestone 
Arena, home of the Nashville Predators, garnered 
recognition for both the company and the client. The 
Nashville Area Employment Consortium and Tennessee 
Business Leadership Network selected Bridgestone Arena 
as one of five employers of the year because of its track 
record of providing employment opportunities for 
individuals with disabilities.

Corporate Social Responsibility and GreenPath®
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Delaware North has hired associates for its Bridgestone 
Arena food and retail operations through the Park Center, 
a nonprofit organization in Nashville that provides 
services and employment opportunities for those with 
mental illnesses. The company also has recruited associates 
through Catholic Charities, Operation Stand Down, Pride 
Developmental Services, Room in the Inn and Goodwill.

“Delaware North has been a great partner and is to be 
commended for this well-deserved recognition and 
commitment to the Nashville community,” said Sean 
Henry, president and chief operating officer of the 
Nashville Predators.

At Fort Lauderdale-Hollywood International Airport, 
Delaware North Companies Travel Hospitality Services 
has been recognized for working with two Broward County 
human services organizations – the Broward Partnership 
for the Homeless and the Broward Outreach Center – to 
hire more than 60 program participants to work in the 
airport’s food and beverage operations.

Sharing Thanksgiving joy
Companies often give their associates a turkey before 
Thanksgiving as a sign of appreciation for their hard work 
throughout the year. But in 2011, several Delaware North 
locations decided to give back to local communities instead.

At Hamburg Casino at the Fairgrounds near Buffalo,  
N.Y., associates and patrons rallied together to collect 
more than 2,700 pounds of food in one day for the Food 
Bank of Western New York. Associates at Wheeling Island 
Hotel-Casino-Racetrack supported their community 
by donating 50 turkeys to the Soup Kitchen of Greater 
Wheeling (W.Va.), and Southland Park Gaming & Racing 
chipped in another 100 birds for local charities in  
West Memphis, Ark.  

A fresh donation
The Massachusetts Avenue Project in Buffalo, N.Y., 
needed to broaden fundraising for its Growing Green 
youth development and urban agriculture program, which 
focuses on increasing healthy food access for local youth 
and educating them about nutrition, urban farming and 
sustainable foods.

Delaware North jumped in to provide the services of several 
of its chefs to cater a reception to kick off a new capital 
campaign in July 2010. Using sustainable food from the 
organization’s urban farm, the chefs, led by Corporate 
Chef Roland Henin, prepared various dishes using fresh 
tilapia grown in the farm’s prototype aquaponics system. 
Youth program participants assisted the chefs and served 
the food while guests dined and explored the farm to learn 
more about the innovative educational program.

Our cup runneth over  
Delaware North’s charitable contributions in the Boston 
community continue to grow and 2011 saw another tool 
added to further the effort.

Garden Neighborhood Charities, the philanthropic arm  
of the company-owned TD Garden, assisted hundreds of 
fundraising campaigns, including a significant donation to 
the Salvation Army. 
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Additionally, Garden Neighborhood Charities played host 
to special events such as the MIAA semifinals and finals for 
men’s and women’s high-school basketball and hockey, 
the 16th annual Table of Friends to benefit Friends of 
Boston’s Homeless, and a play-on-the-parquet event that 
helped to raise more than $100,000 to benefit Action for 
Boston Community Development.

Under the leadership of Bruins and Delaware North 
Companies Principal Charlie Jacobs, the Boston Bruins 
Foundation in 2011 distributed in excess of $350,000 in 
grants to more than 50 children’s charities throughout 
New England. At the same time, it was involved in a 
myriad of other outreach initiatives. In fact, the good work 
of the foundation was acknowledged by U.S. President 
Barack Obama during a Jan. 23, 2012, White House 
reception honoring the 2011 Stanley Cup-winning team 
and owner Jeremy Jacobs, chairman and CEO of Delaware 
North Companies.

The Jacobs family and the team also shared the Stanley 
Cup at countless events in Boston and elsewhere, putting 
smiles on the faces of hospitalized children, as well as first 
responders and other public servants.

An extreme pep rally at Kennedy Space Center
“Extreme Makeover: Home Edition” is famous for its 
life-changing construction projects. So, when the award-
winning television show decided to help a family on the 
Space Coast of Florida, Delaware North figured out a way 
to involve the whole community.  

At the dawn of 2011, the Delaware North-operated 
Kennedy Space Center Visitor Complex hosted a pep rally 
to kick off the build. Bill Moore, the visitor complex’s 
chief operating officer, welcomed more than 1,200 local 
residents, along with associates and volunteers in the 
Rocket Garden, encouraging everyone to assist with the 
project in support of the recipient family.

A community-first approach
Like many Delaware North-operated locations, Southland 
Park Gaming & Racing in West Memphis, Ark., goes  
above and beyond for its local community. Each year, 
Southland Park associates help the community by donating 
thousands of dollars to many local organizations, giving 
their time to serve dinner to those in need and collecting  
items for children. 

Southland Park contributed cash and more than 8,000 
school supplies in 2011 to two local elementary schools. 
The regional gaming destination also presented a $10,000 
donation to the West Memphis Chamber of Commerce to 
fund a memorial in honor of local officers who have given 
their lives in service to the community.

Over the years, Southland Park has donated more than 
$1 million to Mid-South Community College in West 
Memphis. In 2011, it announced a new $250,000 pledge 
to support the college’s athletic program via 10 $25,000 
annual donations. The latest gift is allowing the college to 
begin men’s and women’s intercollegiate basketball teams.  
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Delaware North Career PathSM

In Delaware North’s nearly 100-year history, the 
company’s success has depended on the strength of  
its associates. 

With that in mind, Delaware North works diligently to 
hire and retain the best talent in the industry. The effort, 
known as Delaware North Career PathSM, includes the 
company’s total compensation practices, training and 
other initiatives for providing high-potential associates 
with opportunities to develop their skills, further their 
careers and achieve their goals.

Behind Delaware North Career Path is a belief in the 
importance of fostering diversity by hiring associates with 
different backgrounds, ethnicity, beliefs and challenges. 
Delaware North has been recognized on many occasions  
for its success in employing older or disabled workers and 
those who have disadvantaged backgrounds.

Wrap it up, we’ll take it
At arenas, ballparks and stadiums across the United 
States, Delaware North Companies Sportservice has 
instituted a program that alleviates hunger and reduces 
the environmental impact of the company’s food service 
operations. After games and other events, the Sportservice 
culinary staff at each venue collects uneaten, untouched 
food that has been kept fresh and packages it up for 
immediate pickup by local organizations that provide  
food for the hungry. 

Sportservice began donating food to the Boston Rescue 
Mission in October 2010 at TD Garden, the Delaware 
North-owned-and-operated sports and entertainment 
venue that is home to the 2011 Stanley Cup champion 
Boston Bruins and the Boston Celtics. After merely six 
months, nearly 16 tons of food that otherwise would have 
gone to waste had been used in the fight against hunger. 

“I think this is great that people are going to have an 
opportunity to eat a meal that otherwise would go 
uneaten,” Delaware North Companies and Bruins 
Principal Charlie Jacobs said in a national story about the 
TD Garden program that aired on NBC in April 2011.  

Delaware North worked with Rock and Wrap it Up!, a 
national organization working to reduce poverty, to set up 
the program at TD Garden and several other Sportservice 
locations. In fact, Bruins owner and Delaware North 
Chairman and CEO Jeremy Jacobs and Sportservice 
President Rick Abramson advocated the program’s 
implementation at all National Hockey League venues.   

Elsewhere, Sportservice has worked with the Cleveland 
Indians to donate more than 50,000 pounds of unused 
food to Foodbank Cleveland during the last three seasons. 

The programs have also been lauded for reducing a 
venue’s waste stream. Sportservice’s effort at Nationwide 
Arena, home of the Columbus (Ohio) Blue Jackets, was 
recognized in March 2011 by the U.S. Environmental 
Protection Agency.
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In December 2011, the Minnesota Twins became the  
first professional sports franchise to attain LEED 
(Leadership in Energy and Environmental Design) silver 
certification for the operation and maintenance of its 
facility. Sportservice’s donation of more than 7,500 
pounds of unused food to local charities during the  
2011 season was among the contributing factors cited  
for Target Field’s certification.

ENVIRONMENTAL STEWARDSHIP

GreenPath®, Delaware North’s formal and documented 
environmental management system (EMS), originated in 
2000 in the Parks & Resorts division. Its roots go back 
much earlier, however.

Of all the companies that bid on the Yosemite National 
Park concessions contract in the early 1990s, only 
Delaware North was willing to pay an unlimited amount 
for the cleanup and removal of leaking underground 
storage tanks left by a previous park concessionaire. 
This sense of environmental stewardship eventually was 
articulated through a formal EMS. And thus, GreenPath 
was born. 

In 2008, Delaware North expanded GreenPath into all of 
its operating companies. The results speak for themselves. 
Delaware North has diverted thousands of tons from 
the solid waste stream, saved millions of gallons of water 
and reduced energy consumption. GreenPath has been 

recognized more than 50 times with regional, national 
and even international awards from organizations such as 
the U.S. Department of the Interior, the U.S. National 
Park Service, NASA, the U.S. Environmental Protection 
Agency, IMEX and the U.S. Travel Association.

GreenPath celebrates 10 years of ISO 14001 registration
October 2011 marked the 10th anniversary of Delaware 
North becoming the first U.S. hospitality company 
to achieve ISO 14001 registration of its GreenPath 
environmental management system. In 2001, Delaware 
North obtained the registration from the International 
Organization for Standardization (ISO) for the company’s 
operations in Yosemite National Park. Since then, the 
company has achieved ISO 14001 registration for its Parks 
& Resorts locations, as well as several airport and sports 
stadium locations. 

With the anniversary, Delaware North has begun working 
toward having one ISO 14001 registration for all of the 
company’s locations. 

Earth Day around Delaware North
Delaware North’s commitment to environmental 
stewardship extends to all of its locations every day of the 
year. Nevertheless, Earth Day provides an opportunity 
for the company to plan and execute special activities that 
further engage associates and their local communities in 
activities that demonstrate that commitment. Here are a 
few of the ways Delaware North’s locations did so in 2011:

  The Lodge at Geneva-on-the-Lake in Ohio celebrated 
Earth Day with its annual Aluminum Can Collection 
Challenge for local elementary school classes and scout 
troops. The group that collected the most cans and 
brought them to the lodge to be recycled won a pizza and 
pool party at the lodge in the summer. There was also a 
cleanup of nearby Geneva State Park.
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  Associates, families and friends of Daytona Beach Kennel 
Club & Poker Room spent a day cleaning up Tomoka 
State Park in Ormond Beach, Fla. The day included 
historic demonstrations, guided nature walks and 
educational presentations by park rangers. 

  Students from Kalfas Middle School in Niagara Falls, 
N.Y., celebrated Earth Day with Delaware North 
associates at Niagara Falls State Park. Associates taught  
the students about recycling and alternative-fuel vehicles. 
The students also planted trees on Goat Island and took  
a trip down the Niagara Gorge from Cave of the Winds.

  Southland Park Gaming & Racing associates offered 
numerous promotions and events. Among them were 
Recycle for Free Play, in which guests brought in 
recyclables for a chance to win free play; Family Fun Day 
with games, prizes, face painting, a balloon artist and 
moon bounce; and a recycling contest for associates.

Delaware North’s national parks stewardship
The efforts of Delaware North Companies Parks & Resorts 
in the national parks in which it operates have been 
recognized with a number of awards since 2010, including 
several from the U.S. National Park Service (NPS).

Delaware North received a top 2011 environmental 
achievement award from the organization for initiating 
a comprehensive food composting program in Yosemite 
National Park in August 2009. During the first year, the 
initiative diverted 216 tons of organic waste – including 
food waste and paper products – from Yosemite’s kitchens 
and restaurants to Mariposa County’s composting facility. 
That represents about 10 percent of the waste stream in 
Yosemite. NPS called Delaware North’s program “a model” 
for other national parks.

The company’s retail operation in the Grand Canyon 
received a 2010 environmental achievement award 
from NPS in recognition of its renovation of the 
32,000-square-foot sales floor of the Canyon Village 
Marketplace. Delaware North used flooring tiles made of 
a laminate composite with more than 70 percent recycled 
content and finished with a low-volatile organic compound 
latex paint. The project also included installing 1,000 feet 
of metal shelving made of recycled content and  
fixtures made of wood reclaimed from old textile mills  
and tobacco barns.
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Yellowstone National Park’s Lake and Tower locations 
of the Yellowstone General Stores were recognized in 
2011 by the Yellowstone Business Partnership for their 
sustainability. The stores were the first pilot projects to 
become successfully certified as sustainable under the 
strict guidelines of the Greater Yellowstone Framework 
for Sustainable Development. The rating addresses the 
nationally significant natural and cultural values of the 
Greater Yellowstone ecosystem.

A pledge to preserve the seas
In a major move to increase the sustainability of the food 
it serves, Delaware North made an Earth Day commitment 
in 2010 to refrain from using 90 percent of the fish and 
seafood species listed on the Monterey Bay Aquarium 
Seafood Watch “avoid” list. A plan to address the 
remaining 10 percent is in the works. 

“This formalizes what we have been working toward for 
several years,” said Delaware North Principal Jerry Jacobs 
Jr., founder of the company’s Culinary & Hospitality 
Council, which drafted the new policy. 

“Many of our chefs have long been incorporating 
sustainable ingredients into their menus and we wanted 
consistency in those efforts. Our seafood choices have the 
power to help preserve the oceans.”

Delaware North Companies Parks & Resorts, which has 
led the company’s sustainable food efforts, established a 
goal of 100 percent for its locations. New restaurant and 
banquet menus were created to offer seafood only from 
healthy and abundant fish populations that are harvested 
responsibly. 

The Monterey Bay Aquarium Seafood Watch is a widely 
recognized guide to the species that environmentally 
conscious companies and consumers should use, as well as 
threatened species – labeled “avoid” seafood – they should 
avoid. Examples include Chilean sea bass, trawled haddock 
and Atlantic cod. Overfishing or catching fish faster than 
they can reproduce is an urgent and devastating issue, 
and may be the single-biggest threat to ocean ecosystems, 
according to the aquarium. 

Teaching fun – edu-tourism
Delaware North is also leading the drive for educational 
family vacations. The company continues to push edu-
tourism at many properties. Yosemite National Park has 
more than a dozen hands-on learning programs for kids 
and adults where the classroom is in the middle of the 
historic park. 

At Kennedy Space Center, kids can go to space camp or 
experience space travel in the shuttle simulator. And across 
the globe down under, young guests on Heron Island on 
the Great Barrier Reef in Australia can take part in the 
Junior Ranger program, learning about sea creatures with 
a marine biologist. It’s a perfect partnership of fun and 
learning at Delaware North.
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  All Lefty’s Grille locations in Denver International 
Airport are named top dining spots for business travelers 
by Portfolio.com. The Lefty’s concept is a Delaware 
North proprietary brand. 

  Memphis City Blues, the wine bar in the Memphis 
International Airport, is considered the best food and 
beverage concession in the airport, according to the 
Memphis-Shelby County Airport Authority. Customer 
service is listed as the main reason the Delaware North-
operated location is cited. 

  Delaware North Chairman and CEO Jeremy Jacobs is 
appointed by the White House and the U.S. Secretary of 
Commerce to a third term on the United States Travel 
and Tourism Advisory Board. 

  Austin-Bergstrom and Nashville airports are called 
out by Airport Revenue News, a top industry  
publication. Austin receives the award for the airport  
with the most unique services (medium airports) and 
Nashville is recognized for having the best overall 
concessions program. 

  Kennedy Space Center Visitor Complex receives the 
2010 Chairman’s Award, the highest level of recognition 
given by the United Way. 

  Delaware North Principal Jeremy Jacobs Jr. serves as the 
keynote speaker for the 2010 International Business 
Distinguished Speaker Series of World Trade Center 
Buffalo Niagara, an organization that puts the spotlight 
on Western New York companies with a global presence. 

  Niagara University names Delaware North family 
business of the year. The company is honored at the 
college’s 2010 Business Awards Dinner.

  Broward Partnership for the Homeless praises Delaware 
North Companies Travel Hospitality Services for hiring 
more than 50 homeless people since 2008. 

  Jaunted, a website affiliated with Conde Nast Traveler 
magazine, dubs Memphis International Airport one  
of the top five for fancy fast food. Delaware North-
operated Interstate Barbecue, Back Yard Burgers, 
Corky’s Ribs & BBQ and Popeyes are also called out.  

  Six Delaware North Companies chefs are invited to the 
White House in June 2010 to participate in the launch 
of First Lady Michelle Obama’s Chefs Move to Schools 
program.  

  People for the Ethical Treatment of Animals includes 
five Delaware North Companies Sportservice venues in 
its ranking of top vegetarian-friendly ballparks in North 
America. Comerica Park, PETCO Park, Miller Park, 
Target Field and U.S. Cellular Field make the grade. 

  Jeremy Jacobs, chairman and CEO of Delaware North, 
is featured in Success magazine. The author writes about 
Delaware North’s evolution from peanut vending, in a 
manner of speaking, to a global leader in hospitality and 
food service with Jacobs at the helm. 

  Queensland’s Wilson Island, owned and operated by 
Delaware North, is voted one of the big six tented camps 
in Australia by The Independent newspaper. 

  Forbes.com recognizes several Delaware North 
Companies Travel Hospitality Services concepts for 
offering some of the best airport food in the country. 
They are: The Salt Lick in Austin-Bergstrom 
International Airport and Los Angeles’ Encounter, 
Wolfgang Puck Express and Pink’s Hot Dogs.

  Little more than 20 years after entering the world of 
hotel management and a mere nine years after 
purchasing its first hotel, Delaware North Companies 
Parks & Resorts is considered one of the top hotel 
companies. The company is on the lists of Hotel & 
Motel Management, Hotel Business and Hotel 
magazines. 

  Conde Nast likes Austin-Bergstrom International 
Airport’s The Salt Lick, calling it one of the top 15 
airport eateries in the United States. 

  Southland Park Gaming & Racing defends its title in a 
statewide culinary competition. The venue’s chefs take 
first place in the soup/salad category and third in the 
appetizer category, and receive the coveted People’s 
Choice Award. 
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  Travel + Leisure raves about Pink’s Hot Dogs and 
Encounter – two Delaware North-operated locations in 
Los Angeles International Airport – and the live music 
in Austin-Bergstrom International Airport that is 
funded in part by Delaware North in a story about 
worthwhile ways to spend time in U.S. airports. 

  Smart Meetings magazine gives Tenaya Lodge at 
Yosemite a Platinum Choice Award for the seventh 
consecutive year. The award recognizes excellence in 
service and amenities among meeting venues in the 
Western United States, Canada and Mexico. One 
hundred winners are chosen from thousands of 
applicants. 

  Delaware North Companies Sportservice and the New 
York Red Bulls are given the merchandiser of the year 
award from Major League Soccer. The award, which is 
given to one merchandising team each year, is based on 
overall performance in various areas of the business such 
as per-cap success, assortment of products and 
innovative ideas, not just revenue. 

  Yosemite National Park receives the 2010 U.S. National 
Park Service National Sustained Park Accessibility 
Achievement Award. The honor is bestowed on the  
park that is doing the best job of identifying barriers  
to equal accessibility for people with disabilities and 
implementing consistent, ongoing actions to eliminate 
the barriers. Delaware North, which handles most  
visitor services in the park, is part of Yosemite’s 
Accessibility Committee. 

  Southland Park Gaming & Racing receives an award 
from the Governor’s Quality Award Program. The 
awards are given to Arkansas businesses that demonstrate 
a serious commitment to performance excellence. 

  Rod Laver Arena in Melbourne, Australia, is ranked 
sixth in the world for ticket sales. Delaware North 
handles the entire culinary operation for the site of  
the Australian Open and other large-scale events. 

  Delaware North and Yellowstone National Park receive 
Montana’s 2010 EcoStar Pollution Prevention Award.

  The Flagship Store Powered by Reebok, developed and 
operated by Delaware North Companies Sportservice at 
MetLife Stadium, receives no less than five awards, 
including being named the most innovative of the year 
and receiving an honorable mention in the soft-lines 
category by Chain Store Age, an award of merit among 
specialty stores from Retail Design Institute and an award 
of excellence from CSCA Creative Best. 

2011
  Entrepreneur magazine names Los Angeles 
International Airport’s Encounter one of the best 
airport restaurants in its Dining On-The-Fly survey. 
MSNBC.com and LonelyPlanet.com also recognize the 
restaurant as a great place to eat. Delaware North 
operates the Encounter. 

  Newark Liberty International Airport, Phoenix Sky 
Harbor International Airport and Dallas/Fort Worth 
International Airport – three Delaware North 
Companies Travel Hospitality Services locations – 
receive awards in Airport Revenue News’ roundup of 
best airports and concessionaires. Newark is deemed the 
airport with the best concessions program design, 
Phoenix receives the award for best customer service and 
best concessions management, and Dallas/Fort Worth’s 
Terminal D is lauded for having the top overall 
concessions program. 

  FoodandWine.com highlights Los Angeles International 
Airport’s Encounter and Pink’s Hot Dogs in its 
“Ultimate Airport Dining Survival Guide: Best Airport 
Restaurants” feature. Corky’s Ribs & BBQ in Memphis 
International Airport and The Salt Lick in Austin-
Bergstrom International Airport are praised as well.  
All are operated by Delaware North.

  Delaware North Companies Parks & Resorts’ 
composting program in Yosemite receives a top 
environmental achievement award from the U.S. 
National Park Service.

  Delaware North Companies Parks & Resorts’ operation 
in Grand Canyon National Park receives a U.S.  
National Park Service Environmental Achievement 
Award for its Earth-friendly renovation of the Canyon 
Village Marketplace. 
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  Wheeling Island Hotel-Casino-Racetrack and Jumer’s 
Casino & Hotel, two regional gaming destinations 
owned by Delaware North, receive multiple awards 
from Casino Player, the largest gaming publication in 
the United States. Wheeling Island walks away with 
first-place honors in 17 categories, including best 
gaming resort, best host, best entertainment and best 
lounge. Wheeling Island also receives 11 second-place 
awards for its players club, coffee shop and comps/
free-play program, among others. Jumer’s also has an 
impressive showing, garnering first-place recognition 
in 11 categories, including best casino, best steakhouse  
(DJ’s Steakhouse), best rooms and best bar/lounge. 
Nine second-place awards round out the list. 

  Jumer’s Casino & Hotel is acknowledged in Midwest 
Gaming & Travel’s 2011 Readers’ Choice Awards. The 
property earns 20 awards for things ranging from its 
hotel amenities to the comfort of its lobby.

  Delaware North Companies Sportservice, Delaware 
North’s oldest line of business, earns the number-two 
spot in Nation’s Restaurant News’ list of fastest 
growing restaurant companies. Sportservice achieved a 
32.5 percent increase in food and beverage revenue 
from 2009 to 2010. 

  TripAdvisor.com, a prolific online travel review 
website, bestows on The Lodge at Geneva-on-the-
Lake a certificate of excellence for receiving consistent 
four-out-of-five ratings from guests. The Delaware 
North-operated resort in Ohio is the number-one 
destination of the five Geneva-on-the-Lake properties 
listed on TripAdvisor.com. 

  Family Circle magazine names Yosemite and 
Yellowstone the two best national parks for family 
vacations. The well-known consumer publication 
lauds both locations for their beauty and affordability. 
Delaware North Companies Parks & Resorts operates 
in both. 

  The U.S. Environmental Protection Agency gives the 
Environmental Merit Award to the Boston Bruins. 
The award honors individuals or groups that show 
extraordinary ingenuity and commitment in their 
efforts to preserve the region’s environment. 

  The U.S. Travel Association recognizes Delaware 
North for its commitment and dedication to the travel 
industry, citing Delaware North Companies Chairman 
and CEO Jeremy Jacobs’ membership on the U.S. 
Travel and Tourism Advisory Board. 

  Finger Lakes Casino & Racetrack receives full 
accreditation from the National Thoroughbred Racing 
Association Safety and Integrity Alliance. Only the 
20th racetrack to receive full accreditation, Finger 
Lakes is now in the company of Churchill Downs, 
Belmont Park and Saratoga Race Course. The 
inspection team calls the Finger Lakes Thoroughbred 
Adoption Program an industry model.

  Target Field is given the top prize – sports venue of 
the year – at Street & Smith’s SportsBusiness Journal’s 
2011 SportsBusiness Awards ceremony. Delaware 
North Companies Sportservice handles the food and 
retail operations at the Minneapolis-St. Paul ballpark. 
Two other Sportservice locations – MetLife Stadium 
(formerly New Meadowlands) and Red Bull Arena – 
are named finalists. 

  US Airways magazine tips its hat to two Delaware 
North Companies Travel Hospitality Services 
restaurants: The Salt Lick in Austin-Bergstrom 
International Airport and Pink’s Hot Dogs in Los 
Angeles International Airport. Both locations are on 
the magazine’s list of top 15 airport eateries. 

  Tenaya Lodge at Yosemite is awarded the Madera 
Compact Crystal Tower Award for being the business 
that is most supportive of education in Madera 
County, Calif. 

  The Minnesota Twins becomes the first Major League 
Baseball franchise to earn LEED (Leadership in Energy 
and Environmental Design) silver certification for the 
operation and maintenance of its ballpark. Sportservice 
plays a role in the achievement through its partnership 
with Rock and Wrap it Up!, a nonprofit organization 
that arranges the pickup of prepared and unused food 
for distribution to local charities. Through Rock and 
Wrap it Up!, Sportservice donates 7,500 pounds of 
food during the 2011 season.
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  Delaware North Companies Parks & Resorts’ light-
pollution and energy reduction team at Kennedy 
Space Center Visitor Complex is given the KSC 
Environmental and Energy Group Award by NASA’s 
environmental program branch. 

  Travel + Leisure magazine includes The Ahwahnee in 
its “Best U.S. Hotels for the Holidays” feature, also 
citing the Yosemite hotel’s world-famous Bracebridge 
Christmas pageant and dinner. 

  MSNBC and the Austin Statesman, a Texas 
newspaper, applaud Delaware North Companies 
Travel Hospitality Services for offering local and 
unique food items in the airports it serves.

  Airports Council International (ACI) gives best-of 
recognition to Delaware North Companies Travel 
Hospitality Services for Fort Lauderdale-Hollywood 
International Airport’s Burger Bar by Chef Allen. 
Meanwhile, Nashville International Airport,  
another Delaware North airport, receives ACI’s  
2011 Richard A. Griesbach Award of Excellence  
for airport concessions. 

  Delaware North Companies Parks & Resorts leaders 
participate in a healthy-foods symposium and host a 
luncheon at the White House in Washington, D.C.

  Delaware North and the Jacobs family receive the 
Hospitality Management Leadership Award from 
Niagara University. 

  Conde Nast Traveler dubs The Ahwahnee one of the 
150 best resorts in the United States. The Yosemite 
National Park hotel, widely considered the grand dame 
of national park lodges, is operated by Delaware North 
Companies Parks & Resorts. Lizard Island, owned and 
operated by Delaware North, earns the eighth spot in 
the publication’s ranking of Oceania resorts.

  Railhead Smokehouse BBQ, a restaurant operated 
in Dallas/Fort Worth International Airport by 
Delaware North Companies Travel Hospitality 
Services, makes the 2011 Fort Worth Weekly Critic’s 
Choice list. Railhead is the readers’ choice in the 
barbecue division. 

  Hungry Jack’s names Delaware North franchise of the 
year for 2011 for its location in the Adelaide Airport 
in Australia. 

  Delaware North receives the Qantas Retail Award for 
outstanding food and beverage growth. Revenue at the 
company’s Villa & Hut location in the Melbourne 
Airport is up by more than 80 percent. 

  Pink’s Hot Dogs, which Delaware North Companies 
Travel Hospitality Services brought to the Los Angeles 
International Airport, is noted in a Food & Wine 
article entitled “Airport Food Worth Flying For.”

  Delaware North Companies Sportservice at 
Bridgestone Arena in Nashville, Tenn., is honored by 
the Nashville Area Employment Consortium and 
Tennessee Business Leadership Network for its record 
of hiring and supporting individuals with disabilities. 

  The Jacobs family receives the 2011 Knox 
Humanitarian Award for its legacy of philanthropy 
and charitable giving in Western New York. 

  Southland Park Gaming & Racing, a regional gaming 
destination owned and operated by Delaware North 
Companies Gaming & Entertainment, takes home 
first-place and second-place awards from the Chef’s 
Culinary Classic Competition at the 2011 Arkansas 
Hospitality Association Convention and Trade Show 
in Little Rock, Ark. 

  Delaware North is again listed on Forbes’ roster of 
America’s largest privately held companies. It is 204th. 

  The executive pastry chef at The Ahwahnee, the 
National Historic Landmark hotel in Yosemite 
National Park operated by Delaware North Companies 
Parks & Resorts, receives the Western Region Pastry 
Chef of the Year award from the American Culinary 
Federation. Paul Padua receives the honor after 
winning the competition at the 2011 ACF Western 
Regional Conference in May in Scottsdale, Ariz.
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  Major League Baseball recognizes the Detroit Tigers as 
its 2011 Retail Club of the Year, marking the third 
straight such honor for a Delaware North Companies 
Sportservice retail client. (The Milwaukee Brewers 
(2008) and Cincinnati Reds (2010) take the previous 
two awards; none is given in 2009.) In honoring  
the Tigers, MLB notes the success of Comerica Park’s  
The D Shop, the new 6,000-square-foot store 
created by Delaware North.

  El Questro Homestead in the Kimberley claims 
second place and Lizard Island, third, in Australian 
Traveller’s ranking of the top 10 luxury lodges on  
the continent. 

2012
  SportsBusiness Journal dubs Delaware North 
Companies Chairman and CEO Jeremy Jacobs one of 
the 50 most influential people in sports business. In 
addition to chairing Delaware North, Jacobs owns the 
2011 Stanley Cup champion Boston Bruins.

  The Curry Village ice skating rink, one of the many 
Yosemite National Park attractions operated by 
Delaware North Companies Parks & Resorts, is pegged 
by NBC as one of the best outdoor rinks in the United 
States. Travel + Leisure magazine declares the rink 
“one of the coolest in the world” and ranks it fourth 
out of 15 on its global list.

  Chicago Sports Depot, opened in November 2011 
by Delaware North Companies Sportservice for the 
Chicago White Sox at U.S. Cellular Field, earns 
recognition in the 2011 Retail Store of the Year 
competition from trade magazine Chain Store Age. 
The store garners first-place honors in the  
cash-wrap category.

  The Arkansas Hospitality Association awards a silver 
cup to Southland Park Gaming & Racing. The 
Delaware North-owned-and-operated venue – a 
leading regional entertainment destination – is cited 
for its contributions to the state’s tourism industry.

  The Which Wich sandwich franchise operated by 
Delaware North Companies Travel Hospitality Services 
in the Buffalo Niagara International Airport becomes 
the chain’s number-one store in sales, besting 154 
other locations. 

  Delaware North Companies Sportservice at Target 
Field in Minneapolis is named employer of the year by 
Placement Partners, an organization that provides 
community-based supported employment services to 
those with physical and/or mental disabilities or other 
barriers to employment.  

  FoodRepublic.com names The Salt Lick in Austin-
Bergstrom International Airport and the Encounter 
Restaurant in Los Angeles International Airport two 
of the best airport restaurants in the world. Both are 
managed by Delaware North Companies Travel 
Hospitality Services. 

  Delaware North Companies Chairman and CEO 
Jeremy Jacobs is honored by The Sports Museum 
during the 11th annual “The Tradition,” an event that 
honors distinguished New England athletes and 
industry leaders. Jacobs, the longtime owner of the 
2011 Stanley Cup champion Boston Bruins and 
current chairman of the NHL Board of Governors, 
receives the Hockey Legacy Award. 

  In its first-ever airport survey, Travel + Leisure asks 
readers to rate major U.S. airports. Minneapolis-St. 
Paul International Airport, where Delaware North 
operates food, beverage and retail services, comes  
out on top.

  Jeremy Jacobs, chairman and CEO of Delaware North 
Companies and owner of the Boston Bruins, is 
honored by the Medical Society of the State of New 
York for a lifetime commitment to community service 
during the group’s annual meeting in Buffalo, N.Y.

  The Boston Bruins receive the coveted team of the 
year award from SportsBusiness Journal. 
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  Lizard Island receives the top prize in the annual 
awards given out by Gourmet Traveller. The Delaware 
North-owned resort is the readers’ choice for the best 
property in Australia. 

  Miller Park comes out on top in ESPN’s Battle of the 
Ballparks, based in part on the quality of the food 
offered there by Delaware North Companies 
Sportservice. Also in the running is Oriole Park at 
Camden Yards, the Baltimore ballpark that also has 
Sportservice as its food, beverage and retail partner.

  Lizard Island is named one of the 25 best hotels 
in the world by Travel + Leisure magazine. The 
Delaware North-owned-and-operated luxury resort  
is also called out by Trivago.com, a hotel-search site,  
which ranks it the ninth-best spot in the world  
for newlyweds.

  Delaware North Companies is honored by the U.S. 
Department of Defense for its support of associates 
who serve in the military. Employer Support of the 
Guard and Reserve presents Delaware North with a 
Patriotic Employer Award.  

  Delaware North Companies Gaming & Entertainment 
makes an impressive showing at the Casino Marketing 
Conference’s Romero Awards competition. As a 
whole, Delaware North Companies Gaming & 
Entertainment receives one diamond award, five gold 
awards, one silver award and three honorable 
mentions. Finger Lakes Casino & Racetrack, Hamburg 
Casino at the Fairgrounds and Southland Park 
Gaming & Racing win awards in the small-to-mid-size 
casino category. 

  Delaware North is well-represented once again in 
Casino Player’s annual “Best of Gaming” awards. 
Wheeling Island Hotel-Casino-Racetrack takes home 
22 honors, while Jumer’s Casino & Hotel scoops up 
14. According to the popular gaming industry 
publication, Wheeling Island has the best reel slots for 
the fourth consecutive year and ranks first place in 
eight additional categories, including best gaming 
resort and best table-game tournaments. The venue 
also receives 13 second-place awards. Readers call out 
Jumer’s Casino & Hotel for having the best casino, 
best hotel and best dealers in the Chicagoland  
region. The Illinois property walks away with other 
first-place honors, five second-place titles and three  
third-place mentions.

  Forbes places Lizard Island on its list of the top-10 
beach resorts in the world. The highly regarded 
Australian property is part of Delaware North 
Companies Parks & Resorts’ portfolio of one-of-a-
kind destinations.

  Delaware North Companies Travel Hospitality Services 
is called out by EIN News. The digital news provider 
puts Surdyk’s Flights Wine Market & Bar in the 
seventh spot on its roundup of the best airport wine 
bars. Surdyk’s is part of the Delaware North offerings 
in Terminal 1 of the Minneapolis-St. Paul 
International Airport.

  The Delaware North Companies Gaming & 
Entertainment-owned-and-operated Southland Park 
Gaming & Racing takes home top honors in four out 
of five possible categories in the Taste of the Town 
awards in West Memphis, Ark.
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