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Delaware North is one of the largest and most 
admired privately-held hospitality companies 
in the world. Founded and owned by the Jacobs 
family for nearly 100 years, it is a global leader in 
hospitality and food service with subsidiary and 
affiliate operations in the sports, travel hospitality, 
restaurants and catering, parks, resorts, gaming 
and specialty retail industries. Its portfolio 
includes high-profile venues ranging from sports 
stadiums, entertainment complexes, national parks, 
restaurants, airports, and some of the top regional 
casinos in the country. The company also owns a 
selection of award-winning destination resorts, as 
well as a series of premium restaurants and catering 
services that are leaders in the industry. Delaware 
North has annual revenue of $3 billion with 60,000 
employee associates serving half a billion guests in 
the United States, Canada, the United Kingdom, 
Australia, New Zealand, and Asia. “Delaware 
North” is a reference to Delaware North Companies 
Inc. and its affiliates and subsidiaries, including 
location-specific operating entities.

In November 2014, Delaware North launched a 
new global brand identity ahead of the company’s 
100th anniversary in 2015. The new brand identity 
further evolves Delaware North into one unified 
brand with one compelling vision for our future. 
The forward-thinking and visually inventive logo 
reflects Delaware North’s focus on innovation 
and creativity, as well as the company’s passion in 
delighting its guests and its strong commitment  
to partnership.

Delaware North Sportservice is the longest-
standing name in sports hospitality. Delaware 
North Sportservice has served fans for nearly a 
century and today provides retail expertise and 
concessions, gourmet catering and fine dining 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. 

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

Parks and Resorts – Delaware North’s Parks 
and resorts business began 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 
has become 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 Overview 

Delaware North Sportservice Gaming International Parks and Resorts
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Travel Hospitality – Delaware North is one of 
the world’s leading airport food service and retail 
companies. Through contracts at major airports 
and travel plazas in the United States, United 
Kingdom, Australia and New Zealand, Delaware 
North manages more than 300 restaurants and 
retail stores, serving more than 350 million 
customers each year. Delaware North partners 
with world-class brands to give travelers the very 
best restaurant and retail offerings in the industry 
– ranging from fresh, healthy fare on-the-go to 
leisurely atmospheres and entertainment. 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. 

International – Delaware North has award-
winning operations in Australia, New Zealand, 
the United Kingdom and now Asia, thanks to a 
partnership at the Singapore Sports Hub. Delaware 
North’s 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 
the company’s growing international division a 
well-deserved reputation for handling large-scale 
events at premier properties. 

Delaware North’s Boston Holdings – In Boston 
Delaware North 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 
NBA’s Boston Celtics is also a frequent stop for the 
world’s top music entertainment acts. As one of 

only a handful of multitenant facilities in the United 
States, it ranks among the best venues of its kind. 

In addition, Delaware North is working with 
Boston Properties Inc. to develop the area 
surrounding TD Garden with a 1.7 million-square-
foot mixed-use project featuring multistory retail 
space, restaurants, offices, a 200-room hotel and 
500 residential units

The Boston Bruins are 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 40-plus years that 
Delaware North Companies Chairman and CEO 
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.

Patina Restaurant Group is a leader in the 
premium segment of the restaurant and catering 
industry. Patina, a majority share of which was 
acquired by Delaware North in 2014, operates 
restaurants and manages catering and food service 
operations at landmark locations in high-profile 
cultural and entertainment venues in New York 
City, California, and Orlando, Fla. Among them are: 
Rockefeller Center®, Lincoln Center, Walt Disney 
World®, Disneyland®, Walt Disney Concert Hall, 
the Empire State Building, Grand Central Station/
MetLife Building and Madison Square Garden.

Travel Hospitality Delaware North Boston Holdings 
(TD Garden)

Boston Bruins®  
(owned by Jeremy Jacobs, 
chairman of Delaware North) 

Patina Restaurant Group
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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 family-owned-and-
operated. Current Delaware North Chairman 
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, were named as CEOs 
by their father in January 2015 after serving as 
Delaware North principals. They continue to lead 
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 continuously 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. 

Family Leadership 
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With 60,000 associates serving half a billion guests 
at more than 200 locations around the world, 
Delaware North is one of the largest and most 
admired privately held hospitality companies. 
Delaware North’s financial stability is among 
the qualities for which it is most respected. The 
company has remained strong despite a sluggish 
global economic recovery, even capitalizing on 
opportunities to add new business and locations to 
its portfolio. 

The largest such opportunity came in 2014 with 
the acquisition of a majority interest in Patina 
Restaurant Group. Patina is a leader in the 
premium segment of the restaurant and catering 
industry, operating restaurants and managing 
catering and food service operations at landmark 
locations in high-profile cultural and entertainment 
venues in New York City, California, and  
Orlando, Fla.

Among several new international contracts in 
2014, Delaware North made its return to the Asian 
market, when it began serving fans at the 

new Singapore Sports Hub. Sports Catering 
Services – a joint venture between Delaware North 
and Singapore-based culinary leader SATS – is 
providing catering and food and beverage services 
for the state-of-the-art facility’s concessions, 
corporate suites, members’ dining areas and for 
conferences, exhibitions and other special events 
across five of its venues.

In other news, in 2014 Delaware North opened a 
$38 million expansion at Southland Park Gaming 
& Racing near Memphis, Tenn., and was selected 
to assist in developing and constructing a video 
lottery terminal (VLT) facility on Long Island in 
Suffolk County, N.Y. The announcement came 
shortly after the December 2013 opening of Miami 
Valley Gaming, Delaware North’s joint venture  
with Churchill Downs Inc. to develop and operate  
a $175 million gaming and racing venue in  
southwest Ohio. 

Also in 2013, the company landed a major new 
account in a new market: Seattle. Delaware North 
is now operating food and beverage services for 
football and soccer games at CenturyLink Field 
– home of the 2014 Super Bowl champion Seattle 
Seahawks and Major League Soccer’s Seattle 
Sounders FC – as well as at CenturyLink Field 
Event Center and the WaMu Theater.

Delaware North’s parks and resorts business 
celebrated its 20th anniversary in 2013 with new 
contracts for Shenandoah and Kings Canyon 
national parks, as well as Peaks of Otter Lodge 
on the Blue Ridge Parkway. Kalaloch Lodge in 
Olympic National Park was added in late 2012. 

Financial Overview 

**New data for pie chart with 
2012 revenue by operating 
company: 

28 % Sportservice; 
23 % Gaming 
14 % P&R; 
11% International; 
10 % THS; and 
9 % Boston
 6% Patina

Sportservice 28% 

Gaming 23% 

Parks and Resorts 14% 

International 11% 

Travel Hospitality 10% 

Boston 8%

Patina Restaurant Group 6% 



The growth continued in 2014 with the 
announcement of an expanded contract at Grand 
Canyon National Park, including the company’s 
first time operating a lodge at the natural wonder, 
and the acquisition of two lodges in Whitefish, 
Mont., near Glacier National Park.

Meanwhile, the company’s airport business 
continued to expand through contracts for 
Charleston International Airport in Charleston, 
S.C., and at Boise (Idaho) Airport and with a 
significant contract extension at Fort Lauderdale-
Hollywood International Airport’s Terminals 3 
and 4. In addition, Delaware North rolled out new 
concepts at other major airports. Among them 
were: Louis Armstrong New Orleans International 
Airport, under a significant contract extension, as 
well as at Los Angeles International Airport and 
Hartsfield-Jackson Atlanta International Airport, a 
major new account won in 2012.

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

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. 

Creating special experiences  

one guest at a time.®

A global leader in  
hospitality and food service. 

$3 Billion* 
annual revenue

179 
Forbes rank

60,000 
associates

200 
Properties

300 
Retail locations

500 Million 
Guests served

annually

* Based on 2014 revenue.
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2013 was the second time in three years that the 
Boston Bruins appeared in the NHL’s Stanley  
Cup Final. 

Although the Chicago Blackhawks prevailed as 
Stanley Cup champs, the rafters at the Delaware 
North-owned-and-operated TD Garden now 
boast a 2013 Eastern Conference Champion 
banner. That’s in addition to the building’s growing 
collection of sports history, including the Bruins’ 
2011 Stanley Cup Championship banner. 

The Bruins’ run to the 2013 Stanley Cup Final 
included a thrilling come-from-behind victory in 
Game 7 of the Eastern Conference Quarterfinal 
series. The Bruins trailed the Toronto Maple Leafs, 
4-1, in the third period before edging out a 5-4 
victory in overtime to advance to the semifinals. In 
doing so, the Bruins became only the fourth team 
in playoff history to overcome a three-goal deficit 
and the first to do it when trailing by three in the 
third period. 

The Bruins were once again a force to be reckoned 
with in 2014, clinching the Presidents’ Trophy, 
which is awarded annually to the NHL’s top 
regular-season team. The Bruins finished with 54 
wins, the second best in franchise history. And for 
the first time since the 1939-40 season, they never 
went more than two games without a win.

The Bruins advanced to the second round of the  
2013-14 Stanley Cup Playoffs, but fell to the 
Montreal Canadiens in a rousing seven-game series. 

Boston Strong
Prior to the excitement of the Stanley Cup  
Final rolling into town, Boston was the center 
of the world’s attention for reasons much more 
solemn: the tragedy of the bombing at the 2013  
Boston Marathon. 

Soon after the tragic event, Jeremy Jacobs led a 
major, multipart donation on behalf of the Bruins, 
TD Garden, the NHL and NHLPA.

The Boston Bruins and TD Garden
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Jacobs, who serves as chairman of the NHL Board 
of Governors, donated $100,000 on behalf of the 
Bruins, while TD Garden, the NHL and the NHL’s 
players association each donated $50,000 to  
aid victims.

“Our family has been touched by the heroic 
moments of so many individuals and the strength 
and resiliency of this community to stand together 
in solidarity in support of those who were injured 
and those who lost their lives in this unimaginable 
tragedy,” Jacobs said. “On behalf of our entire 
family, we pledge our unwavering support to this 
community as the process of healing begins.”

In addition to the monetary donation, the Bruins 
donated tickets to first responders for the April 
17, 2013, meeting with the Buffalo Sabres at TD 
Garden, the first professional sports contest in 
Boston to take place after the marathon.

Prior to the national anthem that evening, a Boston 
Strong-themed video was played on the Garden 
HDX, followed by a moment of silence in honor 
of the victims and first responders. The national 
anthem featured TD Garden legend Rene Rancourt 
and the Boston Fire Department Honor Guard. The 
Bruins encouraged fans to sing along. The result 
was a very emotional crowd singing in unison. 
During the second intermission, there was a special 
8-Spoked Salute, honoring the first responders. The 

8-Spoked Salute takes place at select Bruins home 
games throughout the season and traditionally 
honors men and women of the armed forces.

The Boston Bruins Foundation and 50/50 raffle 
accepted donations throughout the various 
concourses, all of which was donated to The One 
Fund Boston.

Bruins forward Brad Marchand also got in on the 
giving, raffling off his suite at TD Garden for the 
first playoff game. Proceeds from the raffle went to 
the family of Martin Richard, the 8-year-old boy 
who was killed in the bombing.

A little more than a month later, TD Garden played 
host to Boston Strong: An Evening of Support and 
Celebration. The benefit concert for bombing victims 
and their families raised more than $2 million, the 
largest single-source donation to the cause. 

Delaware North donated use of the facility and net 
proceeds from ticket, retail and concessions sales. 

The first several rows in front of the stage were 
reserved for victims and first responders. New Kids 
On The Block, Aerosmith, Boston, James Taylor 
and Carole King, the J. Geils Band, Jimmy Buffett, 
Jason Aldean, and comedians Dane Cook and 
Steven Wright performed for them and tens  
of thousands more who came together for hope  
and healing. 



TD Garden-area development  
plans unveiled
Delaware North and Boston Properties Inc. 
announced in May 2013 plans to dramatically 
reshape the area surrounding TD Garden. The 
project includes a pair of towers in front of TD 
Garden that could reach 600 feet in height, creating 
a gateway for the arena with stores and restaurants, 
500 residences, offices and a 200-room hotel. 

At 1.7 million square feet, it will be one of Boston’s 
largest current development projects, adding 
shopping, dining and living options to the iconic 
sports property and filling in the lot occupied by 
the former Boston Garden. 

“This project will help to transform the rest of 
Causeway Street and become a new front door to 

the TD Garden and North Station,” said Charlie 
Jacobs, CEO of Delaware North’s Boston Holdings, 
including TD Garden and the Boston Bruins.

“This is really a hot part of the city,” Jacobs added. 
“We expect this to transform the area, both for 
West Enders and North Enders.”

$70 million renovation project  
enhances TD Garden
Charlie Jacobs, CEO of Delaware North’s Boston 
Holdings, in April 2014 announced a series of 
privately financed upgrades and renovations to  
TD Garden. 

The comprehensive $70 million arena-wide 
upgrade is touching every aspect of the TD Garden 
fan experience, including the development of a 
new ProShop, redesigned modern concourses, 
renovation of the Legends Club and upgraded 
technology infrastructure. 

12
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“The Jacobs family is committed to providing 
the people of Boston with an arena that sets the 
industry standard,” Jacobs said. “With TD Garden 
being nearly 20 years old, we recognize that these 
renovations are necessary and we are confident that 
they will transform the fan experience from the 
moment a patron enters the building.”

The ProShop was repositioned from its current 
location on the west side of the North Station 
concourse to the arena’s east side second floor, 
known as the main turnstile area. This strategic 
relocation maximizes the store’s location for future 
incorporation into the front development project 
and the arena’s new entryway. 

The new ProShop expands retail offerings, 
optimizes traffic flow and allows for increased 
accessibility for fans before, during and after games. 

TD Garden’s loge and balcony concourses – the 
arena’s largest gathering areas – are receiving 
a complete floor-to-ceiling refurbishment and 
redesign. Major construction on these areas is 
taking place in two phases. The loge concourse 
portion was completed in October 2014 and 
the balcony concourse will get underway in the 
summer of 2015. 

Legends Club – TD Garden’s largest restaurant, 
located on level three of the arena – also received a 
considerable makeover. This private, members-only 
hospitality area houses the Celtics Courtside Club 
and is open to eligible Bruins and Celtics season-
ticket holders. 

Meanwhile, the installation of high-density Wi-Fi 
throughout the arena was fully implemented at the 
start of the 2014-15 NHL season. New technology 
features have been integrated throughout the 
arena’s overall renovation, including dynamic 
digital signage and new point-of-sale technology.

The Tradition wows Boston with Jack 
Nicklaus and other sports legends
TD Garden was a convention of sports heroes on a 
mid-September evening in 2013. They gathered for 
The Tradition, The Sports Museum’s annual event 
that pays tribute to New England’s distinguished 
athletes and sports industry leaders.

Highlighting the class of honorees, Delaware North 
Chairman Jeremy Jacobs presented legendary golfer 
and longtime friend Jack Nicklaus with the Lifetime 
Achievement Award. 

“Jack is the greatest golfer who has ever lived,” 
Jacobs said. “He’s carried that throughout his 
professional career as a golfer and then his career 
thereafter… that same amount of intensity and 
that same quality of a person. He’s had that 
predictability, playing that same role throughout his 
life, and that’s what you have to admire about the 
man. And he’s always put his family first.” 

Other honorees included former Boston Bruins 
player Derek Sanderson, Doug Flutie, Carlton Fisk, 
Vince Wilfork, Aly Raisman and the Boston Celtics 
ownership group.
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HIGHLIGHTS: 

  Delaware North Chairman Jeremy Jacobs, owner of the Boston Bruins, leads a multipart donation, 
benefiting victims of the Boston Marathon bombing.

  Major development plans are announced for the site of the old Boston Garden, which neighbors  
TD Garden, and a $70 million renovation of the arena kicks off.

  The Tradition honors a longtime friend of Delaware North Chairman Jeremy Jacobs: legendary  
golfer Jack Nicklaus. 

  Giving back to the community and to important causes accompanies the glory of a second trip in three 
years to the Stanley Cup Final as the Boston Bruins Foundation and Garden Neighborhood Charities, 
the charitable arm of TD Garden, distribute funds to countless organizations. 

The Tradition also had a surprise honoree: the 
Boston Athletic Association, the keeper of the 
Boston Marathon. Given the 2013 tragedy, 
honoring the thousands of race volunteers and 
organizers made for an emotional scene. 

Community Impact
While it was a busy time 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 direction of Charlie Jacobs, CEO of 
Delaware North’s Boston Holdings, the Boston 
Bruins foundation in 2013 and 2014 distributed 
a total of $4.3 million in grants to more than 100 
organizations throughout New England. It was 
involved in a myriad of other outreach activities  
as well. 

Garden Neighborhood Charities, the philanthropic 
arm of TD Garden, continued its support of the 
greater Boston community through monetary 
support, ticket donations and a strong tradition 
of hosting charitable events. In 2013, Garden 

Neighborhood Charities hosted its 18th Annual 
Table of Friends, its third annual Hoops Dreams 
tournament to benefit Action for Boston 
Community Development and its second Back to 
School Celebration in as many years. The latter 
was done in conjunction with The Salvation 
Army, helping more than 4,000 underprivileged 
Boston-area students collect school supplies for the 
upcoming year. 

The organization also continues supporting the 
community in other ways, such as opening the 
arena doors to high school sports every year for 
MIAA tournaments and supporting awareness 
campaigns by changing the TD Garden exterior 
lights to support a community cause or initiative. 
In total, Garden Neighborhood Charities donated 
more than $100,000 in funding and in excess  
of $25,000 in tickets to its community partners  
in 2013.

TD Garden and Delaware North 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 2013 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. 



You were promoted to the role of president in 
September 2012. Now that you have more than two 
years under your belt, what are your impressions of 
the job and the operation as a whole?

Amy Latimer: My first year as president of TD Garden 
was made up of a number of challenging situations 
and difficult decisions. We had hurricanes, blizzards, 
lockouts and the Boston Marathon tragedy. It reminded 
me that life has a way of taking unexpected twists and 
turns. The painful events somehow make times with 
friends and family even more precious. 

That’s where we’re privileged to play a 
role. It’s not just a game or a concert or 
a show. It’s a lasting memory for many, 
many people. When I approach it that 
way, it changes how I look at my job 
and even how I look at life. 

Aside from that, my role as president 
has provided increased exposure to 
Delaware North’s leaders and its overall 

business, which I really enjoy. My role as president  
has made me realize the difference between being  
part of a leadership group and being a leader. It’s 
not just about making decisions. It’s about how you 
interact with people. It’s my job to set the tone for our 
Boston organization.

You have been recognized as being a female leader 
in the sports business. How did you get where you 
are today?

AL: I worked hard to learn the business and even 
harder at building the relationships needed to learn the 
business. I was very fortunate to have great mentors 
all my life who certainly helped foster my professional 
growth. Since joining Delaware North in 1996, I’ve 
been the beneficiary of superb leadership and have 
had the unique opportunity to learn the ins and 
outs of the team, facility and food service business. 
Learning and working alongside John Wentzell was a 
tremendous opportunity for me. Being a part of this 
unique property for the last 18 years has made me a 
more well-rounded professional and certainly helped 
me get to where I am today.

What is your favorite TD Garden moment since 
taking over as president?

AL: There are two moments that have left a lasting 
impression on me – one emotionally and one from  
a pure sports fan standpoint. On April 17, 2013,  
TD Garden held its first Boston Bruins game after  
the Boston Marathon bombing. During the singing of 
the national anthem, all 17,565 fans who filled the 
Garden that night joined in to sing the entire song 
as one. It was a healing moment for the entire city 
of Boston. The energy in the building that night was 
something I will never forget.

The other moment is when the Bruins came back in 
overtime to beat the Toronto Maple Leafs in Game 
7 of the Eastern Conference Quarterfinal. It was just 
amazing to witness that moment in sports history.

It was announced in 2013 that Delaware North will 
be developing the former Boston Garden grounds. 
Can you tell us about the project?

AL: This is a truly exciting development project in 
our front parking lot (the site of the original Boston 
Garden) that has been in the pipeline for some 
time. We’ve entered into a partnership with Boston 
Properties, a very experienced developer and owner of 
first-class real estate projects, and are happy to report 
the city of Boston has approved the preliminary plans 
for the development. The plans include a 1.8 million-
square-foot, mixed-use complex with new residences, 
hotel rooms, office space and retail, which will attract 
new jobs and residents to the area and continue the 
ongoing neighborhood revitalization. TD Garden will 
finally have a “front door,” a new entrance experience 
for all of our fans and guests. 

The community was thrilled to hear we’ve entered into 
an agreement with Star Market, a local supermarket 
chain that will anchor the site. The store will comprise 
approximately 45,000 square feet and feature the 
freshest produce, top-quality meat and seafood, a large 
selection of prepared foods, as well as natural and 
organic products, and premium customer service. We 
are excited to continue to add value to the residents 
in the community, our fans and our associates 
through this development project. We anticipate 
groundbreaking could begin as early as the first quarter 
of 2015.

with Amy Latimer, President, TD Garden 

15



16

As it has in recent years, Delaware North 
Sportservice continued building momentum, 
thanks to its growth strategy. But there was no 
bigger story than what took place in early 2014 in 
East Rutherford, N.J. – Super Bowl XLVIII. 

The Super Bowl, which was held at MetLife 
Stadium, where Delaware North operates food, 
beverage and retail services, was a first for the 
nearly 100-year-old company. 

Delaware North’s game was at its best from the 
word “go.” Believed to be the first concessionaire to 
provide not only food and beverage services, but 
also retail, Delaware North spent nearly two years 
carefully writing a game plan that put its best foot 
forward for arguably the world’s greatest sporting 
event. As it does with many major events,  
Delaware North drew from its deep talent pool 
to provide key support in the way of executives, 
managers, supervisors, chefs and culinary experts 
to create a one-of-a-kind experience at the NFL’s 
marquee event. 

The results were palpable. Delaware North 
Executive Chef Eric Borgia and his team of 
culinarians created a New York-New Jersey-centric 
menu that was featured in The New York Times, 
Sports Illustrated, Newsday, The Star-Ledger and 
on “Good Morning America,” among other major 
news outlets. With all eyes on MetLife Stadium, 
Delaware North’s attention to detail made all  
the difference. 

“Wow! I am so proud of the job you and all of 
your team did,” New York Jets Senior Director 
of Merchandise and Concessions Chris Pierce 
said in an email to Bill Lohr, general manager for 
Sportservice at MetLife Stadium. “What an amazing 
day/night. To say you and your staff were at the top 
of your game would be an understatement. You 
delivered a world-class experience throughout the 
building. I realize how much work went into this 
and hope that you know that it was recognized by 
everyone at the Jets.”

The New York Giants and New York Jets, of course, 
call MetLife Stadium home. And it wasn’t just 
existing clients that took notice.

Jacksonville Jaguars President Mark Lamping, 
who previously served as CEO of MetLife Stadium 
and was the longtime president of the St. Louis 
Cardinals, weighed in. 

“I wanted to let you know how impressed I was 
with the suite experience at the Super Bowl. 
The food was outstanding. This is a really high-
maintenance crowd, and I thought the menu 

Delaware North Sportservice
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selection, quality, presentation and service were 
outstanding. Congratulations on another perfect 
Delaware North event,” he wrote to Sportservice 
Regional Vice President Dan Fetcho. 

Delaware North Sportservice celebrates 
longtime partnerships
Delaware North Sportservice also continued to 
celebrate the health of lengthy partnerships with 
several clients, including the Cincinnati Reds (77 
years), St. Louis Cardinals (60 years) and Detroit 
Tigers – the company’s first Major League Baseball 
client, dating all the way back to 1930. In fact, the 
most recent contract extension with the Reds will 
bring the partnership north of 100 years. Delaware 
North also secured contract extensions with the 
St Louis Rams, Cleveland Indians and the Texas 
Rangers, expanding that relationship by assuming 
the Rangers’ ballpark retail services.

Speaking of the Cardinals, Delaware North 
provided food, beverage and retail services during 
the three 2013 World Series matchups that were 
held at St. Louis’ Busch Stadium. The occasion 
marked four consecutive years in which Delaware 
North has served fans at the Fall Classic. 

While an ordinary gameday Delaware North staff at 
Busch Stadium hovers around 1,500, that number 
grew to 1,800-plus for the World Series. The 
bolstered staff included several visiting vendors, 
22 additional chefs and 10 retail managers, all 
traveling from Delaware North venues in Chicago, 
Cincinnati, Milwaukee and Arlington, Texas, to 
name a handful.

The Delaware North team at Busch Stadium 
added several specialty menu items and options 

for the World Series, including carving stations 
and action stations. And to help warm fans up, 
the Delaware North culinary team introduced 
several hot chocolate and coffee recipes, such as 
peppermint mocha coffee/hot chocolate, pumpkin-
spiced coffee, hot chocolate chata and Jameson Irish 
coffee, among others.

Delaware North also catered an in-stadium gala 
that attracted more than 2,500 people, including 
MLB executives. 

“When you think about our business, it’s amazing 
to see how it has grown through the years,” said 
Delaware North President Charles Moran. “But 
part of what creates an environment suitable for 
growth is maintaining healthy relationships with 
our existing clients. It’s not just about adding new 
clients, but more so about building long-term 
relationships that benefit both parties. That’s a 
business model that we take great pride in.”

Delaware North Sportservice,  
St. Louis Cardinals celebrate opening  
of Cardinals Nation
The St. Louis Cardinals in March 2014 cut the 
ribbon to unveil Cardinals Nation, a 34,000-sqaure-
foot, four-level venue, a significant portion of which 
is operated by Delaware North Sportservice.

Cardinals Nation, which was the first phase of 
the more comprehensive Ballpark Village – a 
new dining and entertainment district near the 
Cardinals’ Busch Stadium – features a two-story 
restaurant and bar, and a 330-seat rooftop deck 
with spectacular game views and an all-inclusive 
experience unlike anything in baseball today.
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The first floor of the restaurant seats 250 people 
and features two bars, with seating for an additional 
75 on an outdoor patio. The restaurant’s second 
floor – also a 250-seat, two-bar layout – offers 
private dining rooms and two balconies that seat 
an additional 12. The third and fourth floors boast 
3,400 square feet of event and dining space that will 
provide food and beverage service on the rooftop 
seating decks.

Soon after speaking at the venue’s grand opening, 
Delaware North Sportservice President John 
Wentzell presented both Cardinals owner Bill 
DeWitt Jr. and Cardinals President Bill DeWitt III 
with etched bottles of wine to mark the occasion.

“It is a tremendous honor for all of us at Delaware 
North to be involved with an organization with 
the amount of rich history and loyalty that the 
Cardinals have,” Wentzell said. 

All-Star additions 
Delaware North Sportservice once again displayed 
its big-game acumen at the 2014 MLB All-Star 
Game and its accompanying festivities at Target 
Field, home of the Minnesota Twins. 

The culinary experience as a whole drew high 
praise from clients, media and fans. Among the 
headline-grabbing additions to the All-Star Game 
menu was the Hangover Burger, which featured 
two hamburger patties with bacon, American 
cheese and a fried egg, topped with mayo, ketchup 
and sriracha.

But it wasn’t just about what was cooking. Delaware 
North pushed the envelope on that innovation 
front with the introduction of self-serve beer 
machines, capturing headlines around the world – 
including those on ESPN.com. 

The attention to detail and above-and-beyond 
effort at the Mid-Summer Classic was particularly 

well-received by Twins President Dave St. Peter, 
who shared his sentiments with more than 21,000 
followers on Twitter. 

“Thanks to the @delawarenorth team for making 
Target Field’s All-Star Game F&B menu the best 
ever. Proud to call you partners,” St. Peter tweeted. 

Under more bright lights
Delaware North Sportservice’s retail team, in 2013, 
spent significant time and effort preparing for yet 
another marquee sporting event. The NHL’s 2014 
Winter Classic was held Jan. 1, 2014, at Michigan 
Stadium in Ann Arbor, Mich. 

More than 170 Delaware North associates from 
Comerica Park braved the frigid conditions to 
provide retail services at the NHL’s annual  
outdoor game.

Fans of the Toronto Maple Leafs and Detroit Red 
Wings had no shortage of locations at which to 
purchase items such as officially licensed team 
apparel, including jerseys, hats, scarves, hooded 
sweatshirts and T-shirts. The Delaware North 
team bolstered the venue’s retail space for game 
day, adding several outlets inside and outside the 
stadium. The effort wasn’t lost on anyone and  
was mentioned during NBC’s broadcast. 

The festivities also included an alumni game at 
Comerica Park – home to the MLB Detroit Tigers 
– at which Delaware North provided food, beverage 
and retail operations. 

“It was an unusually busy week at Comerica Park, 
which normally is closed at this time of the year,” 
Sportservice General Manager Robert Thormeier 
said. “At Ann Arbor, our staff did an excellent job in 
very difficult conditions  — snow and cold. The fans 
were having a great time and all of our associates 
did an awesome job in the difficult conditions. Knit 
hats and scarves were certainly popular items.”
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Sportservice also served fans at the 2013 AT&T 
Major League Soccer All-Star Game (July 31) 
at Sporting Park in Kansas City, Mo. The event 
featured players from every corner of the world and 
the onsite KC American Sportservice team took 
notice. Black-tie vendors served lobster, oysters 
Rockefeller and champagne, while concessions 
offerings were bolstered with international fare. 

Speaking of special events, the summer of 2014 
marked the 13th straight year that Delaware North 
has served as the exclusive food service provider 
at the Little League Baseball® World Series in 
Williamsport, Pa. While the twin ballparks that 
host the 75-year-old, 11-day tournament may be 
smallish and quaint, the event itself is nothing short 
of major – drawing more than 300,000 guests from 
around the world.

An incredible first year in Seattle
From a quick startup in March 2013 to an NFC 
Championship in January 2014 – all while serving 
record crowds during a regular schedule of soccer 
and football games – the Sportservice team in 
Seattle was up to the task.

Led by General Manager Eric Kornbluth, a team of 
more than 50 managers and staff from throughout 
Delaware North was onsite in Seattle to help 
through a tight turnaround. The goal was to launch 
food and beverage services at CenturyLink Field for 
the Seattle Sounders FC home opener in March.

Sportservice had been gearing up for the major new 
account since December 2012, when its selection 
as the stadium’s new food and beverage partner 
was announced by First & Goal Inc., the parent 
company of the NFL Seattle Seahawks and MLS 
Seattle Sounders FC. But to allow the transition 
from the previous food-and-beverage company, 
Sportservice could only begin operations at the 
stadium, as well as the adjacent CenturyLink Field 
Event Center and WaMu Theater, early in the week 
leading up to the first Sounders match. 

Managers from Delaware North’s global 
headquarters in Buffalo and other locations were 
in Seattle to hire and train more than 400 new 
associates and volunteers from nonprofit groups. 
For example, Sportservice’s Jami Kypta spent nearly 
two months onsite coordinating the new operation, 
just as she had done in Green Bay, Baltimore and 
other new-account locations in recent years.

The final few days before the opening match, the 
team was busy installing various information 
technology and financial systems, receiving new 
food and beverage products and getting the  
commissary in shape. 
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At the same time, Regional Executive Chef Pascal 
Beaute was leading a team of executive chefs who 
were on top of the massive culinary operation. Only 
a day after taking over the kitchens, they prepared 
a tasting of items so attendants would be familiar 
with the new suites menu. 

“This is the shortest turnaround that I’ve been 
involved in, but everyone is working hard to pull 
it together very nicely,” said Mark Szubeczak, 
Sportservice executive chef at Comerica Park and 
a veteran of many of the company’s new venue 
openings over the last decade.

By the time the NFL’s Seattle Seahawks hit the field 
in mid-August to open the preseason with new 
Executive Chef Seisuke “Seis” Kamimura at the 
helm, Sportservice was rolling out an overhauled, 
all-things-Seattle menu. 

“Seattle is an international, multicultural city, so it’s 
important that our food selection reflects a strong 
local influence,” Kamimura said. “Food is a huge 
factor in Seattle’s identity.”

Beyond classic stadium fare such as hot dogs, 
hamburgers, soft pretzels and nachos, all of which 
he monitors attentively, Kamimura takes special 
satisfaction in showcasing local specialties for a 
huge new Sportservice audience.

“The international district is Seattle’s Chinatown,” he 
said. “And Pioneer Square has so much history to 
it. I’m a big fan of the restaurants in the area and 
representing a few of their specialties inside the 
stadium is a great way to expose lots of people to 
the diversity of food choices this city offers.”

As the Seahawks reached the NFC Championship 
game, eventually winning the Super Bowl, 
Sportservice rolled out several new menu items. 
Two of them gained national media attention 
for celebrating two of the team’s star players: the 
Marshawn Lynch “Beast Burger” and the Russell 
Wilson “Dangeruss Dog.”

HIGHLIGHTS: 
  After nearly 100 years in business, Delaware North enjoys great success at a company-first event:  
serving as the host concessionaire and retailer for Super Bowl XLVIII at MetLife Stadium.

  Delaware North lands a major new contract in Seattle at CenturyLink Field, home to the NFL’s Seattle 
Seahawks and Major League Soccer’s Seattle Sounders FC. The venue also includes the adjoining 
CenturyLink Field Event Center and WaMu Theater.

  Delaware North provides food, beverage and retail services during the three 2013 World Series contests 
held at St. Louis’ Busch Stadium. It marks the fourth consecutive year in which Delaware North serves 
fans at the Fall Classic. 

  Delaware North wows clients, media and fans at the 2014 MLB All-Star Game at the Minnesota Twins’ 
Target Field and provides retail services at the NHL’s 2014 Winter Classic, held at Michigan Stadium in 
Ann Arbor, Mich.
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Under the leadership of President Rick Abramson, 
Delaware North’s parks and resorts business began 
its third decade of operation in grand style. In 
2013, the company helped open the Space Shuttle 
AtlantisSM exhibit at Kennedy Space Center  
Visitor Complex. 

The $100 million attraction allows guests to get 
nose to nose with Atlantis, which flew in space 
33 times and still bears the scars, scorch marks 
and space dust of its last mission. Atlantis is 
dramatically displayed as only astronauts have seen 
it before, tilted on its side at a 43.21-degree angle 
and seeming to float in space with its payload bay 
doors open and its robotic Canadarm extended, as 
if it has just undocked from the International Space 
Station (ISS). 

The 90,000-square-foot attraction contains replica 
modules of the ISS, a full-scale, high-fidelity replica 
of the Hubble Space Telescope, four multimedia 
and cinematic productions and more than 60 
interactive experiences that invite guests to “be the 
astronaut”. It also celebrates the people, passion 
and patriotism behind the shuttle program. All 
135 space shuttle missions from 1981 to 2011 were 
launched and processed at Kennedy Space Center, 
the home of human spaceflight.

“Delaware North is incredibly proud of being 
entrusted with Atlantis by NASA and to create 
a stunning, comprehensive and awe-inspiring 
attraction to tell the compelling story of her 
missions and those men and women who flew her. 
I am confident that the millions of visitors from 
around the world who make the trip to see Atlantis 
will feel inspired and moved by her story,” said 
Abramson, who also is executive chairman of the 
company’s operations in Australia and Asia. 

The Atlantis attraction was not the only recent 
addition at the visitor complex – the Angry BirdsTM 
Space Encounter opened in March 2013 and 
Great Balls of Fire in June 2104 – nor was it the 
division’s lone major addition. Delaware North hit 
the ground running in Shenandoah, Kings Canyon 
and Olympic national parks, plus Peaks of Otter 
Lodge on the Blue Ridge Parkway, and bolstered its 
offerings at Yellowstone National Park. 

By late 2014, Delaware North was preparing to 
begin operating under an expanded contract 
at Grand Canyon National Park, including the 
company’s first time operating a lodge at the natural 
wonder, and the acquisition of two lodges in 
Whitefish, Mont., near Glacier National Park.

Parks and Resorts 
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East of the Mississippi
In October 2012, the National Park Service 
selected Delaware North as Shenandoah National 
Park’s new concessionaire. Under a 10-year 
contract, Delaware North officially took over 
the lodging, retail shops, food and beverage, and 
other commercial services in February 2013. The 
operation includes well-appointed guest rooms 
and cabins at Shenandoah’s Skyland Resort, Big 
Meadows Lodge and Lewis Mountain Cabins.

The Skyland Resort – a complex of buildings and 
cabins perched at the highest point of the park’s 
well-known, 105-mile Skyline Drive – opened for 
the season on March 28, followed by the April 5 
opening of the historic, furnished Lewis Mountain 
Cabins, which are nestled in a beautifully wooded 
area of the park. 

Big Meadows Lodge, built in 1939 with stones cut 
from nearby Massanutten Mountain, opened on 
May 15. Listed on the National Register of Historic 
Places, it features a main lodge, five cabins and 
six multi-unit buildings. Rooms feature authentic 
wood paneling made from native chestnut trees 
that are on the brink of extinction. 

All of the accommodations are located in the 
Shenandoah Valley near the Shenandoah River, 
highly popular for canoeing, kayaking and white-
water rafting. 

“Shenandoah is one of the most beautiful and 
accessible national parks, so it’s a great honor to 
be entrusted with operating guest services here for 
the National Park Service,” Abramson said. “We 
have a long-standing commitment to providing 
exemplary stewardship and hospitality, and will do 
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everything we can to elevate the guest experience in 
this historic park.”

Meanwhile, the Peaks of Otter Lodge, a longtime 
attraction along the Blue Ridge Parkway in 
Bedford, Va., opened in July 2013 under Delaware 
North management. The company unveiled a new 
menu and a few new amenities upon taking over 
management of the rustic lodge and restaurant. 

The reopening came nearly eight months after the 
lodge closed when the previous concessionaire 
decided not to renew its contract with the National 
Park Service. The 63-room lodge was built in 1964. 

Delaware North also manages the gift shop, the 
Sharp Top shuttle bus and the country store.

Go West, young man
Delaware North kept adding properties out 
West. In March 2013, the National Park Service 
announced that Delaware North had been selected 
as the new concessionaire at Kings Canyon 
National Park. As such, Delaware North now 
handles food, beverage and retail services, in 
addition to overnight accommodations. 

Delaware North also handles food, beverage, retail 
and lodging operations in the neighboring Sequoia 
National Park.

“We’re proud of our outstanding partnership with 
the National Park Service and are honored to bring 
our operation to the iconic Kings Canyon National 
Park,” Abramson said.

“Millions of guests visit Kings Canyon to marvel 
at the unparalleled rivers, glacier-cut valleys and 
waterfalls. Delaware North is ready to enhance that 
experience by ensuring every guest receives our 
unique brand of hospitality and stewardship while 
enjoying the park.”

Further expanding its presence in the West, 
the company opened the Explorer Cabins in 
Yellowstone National Park in July 2013. The 
50-cabin property offers a new, proprietary 
vacationing trend: “cabineering.” Guests are treated 
to the amenities of a hotel and comforts of home, 
but with a scenic national park as the backdrop. 

These self-catering cabins are located just minutes 
away from the west entrance to Yellowstone 
National Park and a short drive from the Old 
Faithful Geyser. The cabins are clustered in five 
distinct natural camp settings to encourage a sense 
of community for families or friends traveling 
together. The five camps are named after early 
pioneers and explorers of Yellowstone National 
Park, namely Washburn, Colter, Bridger, Russell 
and Langford. The Washburn Camp includes dog-
friendly cabins.

“These cabins are an exciting concept. They 
offer a shared vacation experience for extended 
families and groups,” Abramson said. “Our guests 
can immerse themselves in the natural beauty of 
Yellowstone National Park while enjoying access 
to technology, modern conveniences and hotel 
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amenities. The Explorer Cabins provide the perfect 
combination of style, convenience and location.”

The Explorer Cabins are the first new lodging 
option in West Yellowstone since the Delaware 
North-owned-and-operated Yellowstone Park 
Hotel was introduced in 2007. Delaware North also 
owns and operates Gray Wolf Inn and Suites and 
the Holiday Inn West Yellowstone.

In Olympic National Park, meanwhile,  
Delaware North continued adding its touch to 
Kalaloch Lodge in Washington state, where it 
began operating in September 2012. Delaware 
North’s new offerings in 2013 at the Pacific Coast 
destination included lodging packages to bolster 
off-season business – plus new room amenities.

The classic seaside retreat features full access to 
the pristine beaches, wilderness and forests of the 
nearly 1 million-acre Olympic National Park in 
the Pacific Northwest. Recreation opportunities 
abound with hiking, beachcombing, fishing and 
bird watching, as well as seasonal whale-watching 
and razor clamming. The lodge features 64 rooms 
that are spread between the charming main lodge, 
Seacrest Building and various comfortable cabins.

HIGHLIGHTS: 
  Delaware North celebrates the grand opening of the $100 million Space Shuttle Atlantis attraction at 
Kennedy Space Center Visitor Complex.

  Delaware North’s parks and resorts business celebrates its 20th anniversary in 2013 with new contracts for 
Shenandoah and Kings Canyon national parks, as well as Peaks of Otter Lodge on the Blue Ridge Parkway. 
Kalaloch Lodge in Olympic National Park is added in late 2012.

  The Explorer Cabins – a 50-cabin property – opens in West Yellowstone, Mont., near Yellowstone  
National Park. 



In 2013, you left a very successful term as 
president of Delaware North Sportservice to lead 
the company’s parks and resorts business. Tell us 
about the transition.

Rick Abramson: It was a challenging time period 
for me, but at the same time, very energizing 
and rewarding. In my new role, I am tasked with 
accelerating the division’s growth and performance, 
both internally and externally. My new environment 
of national parks and lodging operations is mostly 
unfamiliar, especially compared to the sports world, 
where I am very established with years of experience 
and knowledge. This necessitated that I take a deep 

dive into the businesses over a short 
time frame. My approach was visiting 
all of our accounts during the first 90 
days to see the business firsthand, 
and to speak with our associates 
to understand their challenges and 
the resources needed to make them 
successful. It helped that I was 
familiar with our Australian business 
and Kennedy Space Center Visitor 

Complex, having operated both during my Delaware 
North career. 

I think it was the right approach to quickly gain and 
assimilate the knowledge needed to create a strategic 
plan for the future. And it certainly didn’t hurt my 
frequent-flyer balances either with three trips to 
Australia and Singapore, to go along with countless 
hours in the air across the United States.

What are the most memorable moments from the 
past two years and what does the future hold?

RA: That’s easy. In July 2013, we were on pace for 
perhaps a record year, and along comes the highly 
publicized fire in Yosemite National Park. It kept 
guests away not only from the park, but Tenaya 
Lodge at Yosemite, too. Just as we were getting back 
on our feet from the fire and regaining momentum, 
the government closed its doors for business. In 
a nationally televised speech, President Obama 
explained to the American people that the national 
parks would be closed as a result of the shutdown, 
calling out Yosemite and Kennedy Space Center as 
examples to drive home his point. I had lived through 
baseball and hockey strikes, but had never seen 

anything of this magnitude. Thanks to an unbelievable 
response from our management team, we weathered 
the storm better than I could have anticipated.

Now that those rough patches are behind us, I’m very 
optimistic about our future. We have assembled a very 
strong executive management team. At the same time, 
we are working on a robust five-year strategic growth 
and operational plan. I see a very bright future with 
new lodging properties, and cultural and park business 
added to our portfolio over the coming years.

You also oversee Delaware North’s Asian and 
Australian operations. Talk about the forthcoming 
opportunity in Singapore. 

RA: Singapore certainly is exciting. It is a very affluent 
market and I believe our success there will serve as a 
springboard to other business in the region. There is 
enormous potential there.

What emerging industry trends  
do you see as being game-changers?

RA: In the lodging and hospitality industries, which 
are thousands of years old, I see things changing on 
an evolutionary, not revolutionary basis. One trend 
that intrigues me is “lifestyle” hotels such as Element 
or Aloft, where the design and amenities appeal on a 
personal level to a specific demographic. I think we 
have an opportunity to take this approach in some of 
our markets to build hotel collections.

What is something that most people at Delaware 
North might not know about you?

RA: That’s a tough question because of my length of 
service with the company. I think most associates 
have heard my story on numerous occasions. So, it’s 
clearly not that I started as a vendor at Milwaukee 
County Stadium more than 40 years ago. But here is 
something you may not know: I met my wife at the 
Curtis Hixson Conference Center in Tampa, Fla.,  
on my first general manager assignment for  
Delaware North.

with Rick Abramson, President, Parks and Resorts
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There were many exciting developments for 
Delaware North’s gaming business in 2013 and 
2014, including its leadership, with much of the 
change centered on the continued growth of a 
business line that has very successfully reinvented 
itself over the last decade.

Bill Bissett led Delaware North’s gaming division to 
unprecedented growth after he became president in 
2007, continuing the transformation of Delaware 
North’s decades-old parimutuel into one of the 
most innovative gaming operators in the country, 
specializing in racing venues with added amenities 
such as video gaming machines, table games, 
racetracks, full-service restaurants, retail shops  
and hotels. 

The growth has been partly organic. There 
have been expansions at Finger Lakes Gaming 
& Racetrack, Wheeling Island Casino-Hotel-
Racetrack and Southland Park Gaming & Racing 
– where another expansion was completed in 
late 2014. Delaware North also has opened new 
facilities for the Daytona Beach Kennel Club & 

Poker Room and Hamburg Gaming. Growth  
also came through the 2011 acquisition of  
Jumer’s Casino & Hotel in the Quad Cities  
region of Illinois.

Bissett facilitated a seamless transition to new 
President E. Brian Hansberry, who has 30 years 
of senior-level leadership in the gaming industry. 
Hansberry quickly began working to continue the 
division’s upward momentum, with the chief focus 
being the December 2013 opening of the $175 
million Miami Valley Gaming, Delaware North’s 
new gaming and racing venue in Ohio.

In 2014, Delaware North received word it was 
selected through a competitive bidding process by 
Suffolk Regional Off-Track Betting Corporation 
(Suffolk OTB) for consulting services to assist 
in developing and constructing a video lottery 
terminal (VLT) facility. 

Meanwhile, the division’s Gaming Hospitality 
Group continued to provide food and beverage 
services for the Choctaw Indian Nation of 
Oklahoma at the Choctaw Casino Resort, which 

Gaming 



has embarked on a major expansion that will see 
Delaware North operate additional restaurants and 
hospitality areas beginning in 2015.

Strong community relations also continued to be 
a priority for Delaware North’s gaming locations, 
contributing millions of dollars of support for  
local and state governments and hundreds of 
charitable organizations.

Playing in Ohio
Miami Valley Gaming, a joint venture with 
Churchill Downs Inc., was developed on a 120-acre 
site just off of Interstate 75 between Cincinnati 
and Dayton, Ohio. In the year since its December 
2013 opening, the venue has drawn large crowds of 
patrons from both cities and surrounding towns. 
The area is one of the fastest-growing in the state 
and known as “Ohio’s Largest Playground”.

Miami Valley Gaming features a 186,000-square 
-foot gaming facility with 1,600 video gaming 
machines and a modern simulcast center featuring 
races from racetracks around the country. There 
also is a 5/8-mile harness racetrack with an indoor 
grandstand that accommodates more than 1,000 
racing fans and can double as an event center. 

Delaware North’s hospitality touches are evident. 
Miami Valley Gaming is wowing guests with 
several dining options. Among them: Cin City, 
a 1940s-cool steak and seafood restaurant with 
upscale service but a high-level casual feel; Acres 
Seasonal Buffet, featuring a wide array of prepared 
cuisine and action stations focused on serving 
dishes using fresh, Ohio-grown produce; and 
Trifecta, three fast-casual eateries where guests can 
savor brick-oven pizzas, famous Cincinnati and 
other varieties of chili, and specialty burgers.

30
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Miami Valley Gaming showcases the division’s 
ability to leverage not only its own considerable 
gaming and racing expertise, but also Delaware 
North’s broad strengths as a global hospitality and 
food service company.

“Delaware North has some very special attributes 
that other gaming companies are trying to obtain,” 
Hansberry said. “They are trying to be more 
diverse, while Delaware North is already a  
diverse company.”

The Ohio project has once again demonstrated 
Delaware North’s ability to get the job done and get 
it done in a hurry. The venue opened less than a 
year after ground was broken, which occurred just 
days after the company gained key state approvals, 
and closed on the purchase of Lebanon Raceway. 
Delaware North carefully managed relationships 
with state and local officials to obtain timely 
approvals – all while working hand in hand with 
partner Churchill Downs Inc. Among the half-
dozen gaming venues developed in Ohio since 
2011, Miami Valley Gaming’s construction was the 
most rapid.

Welcome additions at Finger Lakes 
Since 2004 when gaming was added to the 
Delaware North-owned-and-operated Finger Lakes 
Gaming & Racetrack near Rochester, N.Y., the 
company has continued to invest in enhancing the 
popular venue. 

In October 2013, a year after Finger Lakes 
celebrated its 50th anniversary, its largest and 
most important expansion opened, promising to 
further distinguish Finger Lakes as the premier 
entertainment destination in the popular  
tourism region. 

The $12 million, 33,000-square-foot addition 
at Finger Lakes greatly expands its gaming and 
hospitality amenities with space for 350 additional 
machines, bringing the venue’s total to about 1,500.

Also added was Remedy, a new feature bar 
with seating for 147, an 18-foot high-definition 
projection screen, 22 televisions, a stage to host 
regional entertainment acts and a dance floor. 
Remedy is the perfect complement to Finger Lakes’ 
extremely popular Vineyard Buffet, Platinum Grille 
and Tim Hortons outlets. 

Not all that far from Memphis
For Southland Park Gaming & Racing in West 
Memphis, Ark., 2013 and 2014 marked the third 
and fourth consecutive years of capturing a larger 
share of the Mid-South gaming market. The market 
includes Arkansas and the nearby Memphis, Tenn., 
metropolitan area and stretches to a cluster of 
competing casinos in Tunica, Miss.

Thanks to a $10 million renovation and expansion 
in 2012, the Delaware North-owned-and-operated 
Southland Park began offering as many games as 
the Tunica casinos and added hospitality amenities 
such as the popular Shine Blounge. 

Soon enough, Southland Park found itself still 
looking for more space to accommodate the 
throngs of patrons discovering the regional gaming 
venue and making it their preferred entertainment 
destination. So, work was completed in mid-2013 
to provide a bit more space for gaming and to 
renovate the popular Juke Joint nightclub.

But as 2014 began, Southland Park announced yet 
another expansion: a $37 million building addition 
and redesign of the entire complex’s exterior. 
Completed in late 2014, the 41,000-square-foot 
addition has room for up to 500 new gaming 
machines, bringing Southland Park’s total capacity 
to more than 1,950 games. Upon completion of the 
expansion, Southland had more than 1,700 games 
featured on the gaming floor.
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In addition, Southland Park added to its hospitality 
and entertainment lineup with the newest 
restaurant concept by Sammy Hagar, the rock 
legend – known as “The Red Rocker” – who 
has also built an impressive empire of successful 
restaurants, bars and spirits. Sammy Hagar’s Red 
Rocker Bar & Grill, a 150-seat restaurant and sports 
bar, opened as part of the expansion.

Going with the experts
When Suffolk County (N.Y.) officials suddenly 
had an opportunity to develop and operate a video 
lottery terminal (VLT) facility, they knew where to 
find help.

In 2014, Suffolk County and its Suffolk Regional 
Off-Track Betting Corp. tapped Delaware North 
for the job. The company was selected through a 
competitive bidding process that included several 
other large national gaming companies. 

Delaware North is now set to provide Suffolk 
County with consulting services to assist in 
developing and constructing a VLT facility at a 
location in the Long Island county. Delaware North 
is leading the process, including determining the 
right site for the gaming facility and designing the 
VLT facility and its amenities.

Adding to the fun at Jumer’s
Jumer’s Casino & Hotel is already the premier 
casino resort in the Quad Cities region of 
Illinois and Iowa, with nonstop gaming action 
and luxurious amenities. It’s equipped with 
the best in slots, table games, world-class hotel 
accommodations and dining. And you can throw 
in an indoor pool, fitness center, patio with fire pit, 
and a salon and day spa for guests to enjoy.

But, wait, there’s more. Jumer’s has added a truly 
unique amenity: a putting green and driving range 
next to Wick’s Lake. The Aqua Driving Range and 
Floating Target Green creates a fresh experience for 
golfers to practice or for patrons to just have fun 
hitting special flotation golf balls. The target green, 
appropriately, is made in the shape of a spade, as in 
a deck of cards.

HIGHLIGHTS: 
  Delaware North develops and opens Miami Valley Gaming, a new $175 million gaming and racing venue 
in southwest Ohio. The joint venture with Churchill Downs Inc. opens to large crowds in December 
2013. The 186,000-square-foot gaming facility features 1,600 video gaming machines, a modern simulcast 
center, a 5/8-mile harness racetrack and several dining options.

  Finger Lakes Gaming & Racetrack in November 2013 opens a $12 million expansion of its gaming and 
hospitality amenities. The 33,000-square-foot addition features space for 350 additional machines and a 
new feature bar.

  Southland Park Gaming & Racing, fresh off a 2012 expansion and renovation, continues to capture more 
and more of the gaming market in the Memphis, Tenn. region. The steady growth prompts a small mid-
2013 renovation project for more gaming space and then a 2014 $37 million building expansion  
and exterior redesign.

  Suffolk County and Suffolk Regional Off-Track Betting Corporation in early 2014 select Delaware North 
for consulting services to assist in developing and constructing a video lottery terminal facility.



You came to Delaware North midway  
through 2013. What were your initial impressions?

Brian Hansberry: Like many people outside of the 
company, I knew some aspects of Delaware North’s 
operations. Certainly, I knew about its gaming and 
racing business as it has become so well-respected in 

the industry. But once I joined the 
company and began learning more, I 
was astounded at the size and scope 
of its presence in hospitality, travel, 
entertainment and food service. I 
believe having such a resource is 
a huge advantage for our gaming 
business going forward. Many gaming 
companies are trying to diversify. 
We’re already there.

What have been the highlights for the gaming 
business since you arrived?

BH: First and foremost, everyone at Delaware  
North has been so welcoming to me, including the 
great team we have in gaming. Bill Bissett was 
incredible in providing guidance so we could work 
very collaboratively during our gaming management 
conference in June 2013 and throughout the year. 
I was able to get to know our location leaders at the 
conference and also saw what a fantastic job we do on 
the food and hospitality end at Choctaw Casino Resort. 
Of course, watching the progress and then seeing the 
opening of Miami Valley Gaming was tremendous. Lots 
of people worked very hard on Miami Valley Gaming, a 
great new venue that really demonstrates why Delaware 
North is a leader in creating regional destination 
casinos. We also opened expansions at Finger Lakes 
and Southland Park, which has seen a huge growth in 
its customer base in recent years.

What, in your opinion, is the biggest gaming industry 
trend right now? 

BH: With the proliferation of gaming, the industry is 
becoming more and more competitive within regions 
that until recent years contained lone venues with 
almost monopolistic opportunities. So, now in the 
markets in which we are operating, we sometimes face 
multiple competitors within and from nearby states. 
Establishing your brand and brand experience as the 
top gaming choice with a significant customer base in 

the market is crucial. We are doing that with aggressive 
marketing programs that consistently touch guests and 
offer them added value for their loyalty. Leveraging the 
right technology is a key part of that, both while guests 
are at the property and when they aren’t. One example 
is that we have installed Bally’s Elite Bonusing Suite at 
several of our gaming locations, giving us the ability to 
deliver personalized promotions floor-wide and valuable 
rewards without interrupting play. 

What are the gaming division’s biggest challenges 
and opportunities in 2015 and beyond?

BH: We certainly continue to face competitive 
challenges in our markets and we will continue to 
address them by enhancing the experience we offer  
at our venues on the gaming side, the food and 
beverage side and the entertainment side. That 
being said, we are doing a lot of exciting things in 
that represent tremendous opportunities. We’ve just 
completed a major expansion at Southland Park to  
give us the amenities to further increase our share of 
the Memphis-area market. Our expansion at Finger 
Lakes was open for an entire year and is a great draw  
in the summer and fall tourist season there. We also 
have a fantastic opportunity to develop a new VLT 
facility for Suffolk County on Long Island. Our Gaming 
Hospitality Group is working with the Choctaw Nation 
to add some exciting new restaurant and entertainment 
concepts as part of a major expansion of its casino 
in Oklahoma. And we are confident there are more 
opportunities coming. 

What is something that most people at Delaware 
North probably don’t know about you?

BH: My wife, Denise, and I have five wonderful 
children: four boys and one girl, who is the youngest. 
In addition, we are excited and thrilled to have become 
grandparents for the first time. My son David and his 
wife, Paige, had their first child in 2014.

with E. Brian Hansberry, President, Gaming
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Delaware North’s travel hospitality business 
continued pushing outward in 2013 and 2014, 
winning new airport contracts and extensions 
while adding several innovative concepts in the way 
of food, beverage and retail to airports throughout 
North America.

In November 2013, Delaware North won the food 
concessions contract for Charleston International 
Airport in Charleston, S.C., in a competitive 
bidding process administered by The Charleston 
County Aviation Authority.

“I am so pleased to announce our win here in 
Charleston today,” said Matt King, then president of 
Delaware North, travel hospitality. “This is a brand-
new market for us and we’ve partnered with some 
great local brands that really show off the flavors of 
the city.”

Delaware North will operate eight new locations: 
Harvest & Grounds Bakery & Coffee (restaurant 
and kiosk), Jack Nicklaus Golden Bear Grille, 

Caviar & Bananas Gourmet Market & Café  
(and kiosk), Wendy’s, Charleston Beer Works, and 
DeSano Pizza Bakery. 

In July 2014, the company announced it won a new 
concessions contract for the Boise Airport in Idaho. 
Delaware North is bringing several new food and 
beverage concepts to the airport, including local 
favorites Bardenay Restaurant & Distillery and Big 
City Coffee.

The company also won a significant contract 
extension for Fort Lauderdale-Hollywood 
International Airport’s Terminals 3 and 4  
and for Louis Armstrong New Orleans 
International Airport. 

In mid-2014, Kevin Kelly was named president of 
Delaware North’s travel hospitality business after 
Matt King assumed additional responsibilities as 
president of the newly acquired Patina Restaurant 
Group. Both Kelly and King continue to provide 
leadership to the company’s airport and  
travel operations.

Taste of the city
Delaware North dedicated a significant amount 
of time and resources in 2013 and 2014 to add 
variety to Hartsfield-Jackson Atlanta International 
Airport’s dining options. It brought in local 
favorites Georgia Grown Kiosk (an Atlanta-
based produce operation) and Grindhouse Killer 
Burgers. Delaware North also introduced one of 
its proprietary brands – Harvest & Grounds – and 
added several popular national chains, including 
Buffalo Wild Wings, Coffee Bean & Tea Leaf, 
Famous Famiglia, Bojangles Chicken, Einstein 
Bros. Bagels and Garbanzo Grill. Building on 
the success of its Fort Lauderdale-Hollywood 
International Airport location, Delaware North 

Travel Hospitality



35



added a Food Network Kitchen. The fast-casual 
restaurant and gourmet market will come to the 
Atlanta airport in 2014. Jay Z’s 40/40 Club made its 
debut as well.

The good news continued at Louis Armstrong New 
Orleans International Airport. King was joined at 
a January 2013 press conference by New Orleans 
Mayor Mitch Landrieu, Director of Aviation 
Iftikhar Ahmad and a number of elected officials 
to introduce eight new Delaware North-operated 
restaurant concepts. The new eateries came just in 
time for the city’s two biggest events of the year. 

“We are thrilled to launch our newest restaurants 
inside the New Orleans airport, just in time 
for Mardi Gras and the Super Bowl,” King said. 
“Thanks to the help of the airport board, city 
officials and all of our wonderful partners, we 
can now offer travelers an authentic New Orleans 
experience as soon as they step off the plane.” 

The concepts added were: Copeland’s Cheesecake 
Scoop Café, Copeland’s Gourmet Kitchen, Dooky 
Chase, Le Petit Bistro, PJ’s Coffee, WOW Café 
& Wingery! and Ye Olde College Inn. Last, but 
not least, is Zatarain’s Kitchen, a first-of-its-kind 
restaurant embodiment of the spirited brand 

that has been serving New Orleans-style food – 
including such favorites as jambalaya and gumbo 
– for more than 120 years.

The Super Bowl and Mardis Gras resulted in a 
drastic increase in airport traffic. But the Delaware 
North team handled it with ease, according to 
airport officials. 

“All of our concessions were ready to go,” Ahmad 
said, after the dust had settled. “We’ve renovated 
all the concessions and brought in new brands, 
and we added extra kiosks at a number of different 
places on both floors at the terminal. …And I am 
absolutely impressed with Delaware North and 
what they have been able to do in a short amount 
of time.”

New partner at New Orleans airport 
impressed by Delaware North
Zatarain’s Kitchen has been a New Orleans staple 
for more than a century. Thanks to Delaware North, 
it’s a brand that now has a presence in the Louis 
Armstrong New Orleans International Airport. 

After a visit to check up on first-year operations, 
Zatarain’s officials left with more than a good taste 
from the food. Below is what Dudley Passman, 
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director of sales for Zatarain’s, had to say in a letter 
to Rich Bell, general manager for Delaware North 
at the airport. 

“I just wanted to drop you a note and let you 
know how much I enjoyed yesterday and the time 
I spent working with the Delaware North team, 
and the whole staff from Zatarain’s Kitchen.

I know you are aware, that as excited as we have 
been from the beginning, our management team 
has approached this project with a great deal 
of caution. For 124 years, we have worked very 
hard and invested a lot of money to ensure that 
the Zatarain’s brand is projected in a manner 
that stays true to the traditional New Orleans 
culinary heritage that we have been an integral 
part of since 1889. To put our treasured brand in 
the hands of others was a very big decision. I’m 
glad we made the right choice.

As we all know, the Zatarain’s Kitchen started 
with a fast pace and six months later, it’s very 
rewarding to see things continue to move in such 
a positive direction.

From Miss Alice in the back, to the bartenders, 
servers, Al, Chef Nick and the production kitchen 
crew – everyone not only seemed to enjoy their 
work, but take pride in sharing our brand. They 
were all focused on quality, open to suggestions, 
apathetic about nothing and enthusiastic about 
making things even better. 

You should be very proud of what has been 
accomplished. I know I am. Thanks for your 
continued support and I look forward to a 
mutually successful and profitable relationship.”

Rock on, Austin
Things have been rocking and rolling throughout 
Austin, Texas, as well. Delaware North not 
only operates restaurants in Austin Bergstrom 
International Airport, it sponsors a live-music 
program, too. 

In March 2013, Delaware North added to its 
already-dynamic live music scene by sponsoring 
concerts Monday through Friday, bringing the 
total number of live shows to 23 in six different 

terminals. Similarly, Earl Campbell’s Sports Bar,  
and Annie’s Café and Bar – a pair of company-
operated restaurants in the Austin airport – now 
host shows Monday through Friday.

“Supporting local music has been a part of 
Austin-Bergstrom since its founding,” said Terry 
Mahlum, regional director for Delaware North’s 
travel hospitality business. “The success of the 
music program has led to airports around the 
country following the Austin lead by adding live 
music performances in terminal buildings and 
restaurants. Delaware North is proud to keep the 
music going at the airport and continue sharing 
some of Austin’s culture with the world.”

Iconic Farmers Market lands at LAX
In June 2014, Delaware North opened The 
Farmers Market in LAX. The additional address 
for the 80-year-old original Los Angeles market is 
Terminal 5 at Los Angeles International Airport. 

The airport market features a broad selection of 
meals, snacks, wine, coffee and sweets from The 
Original Farmers Market restaurants and stalls. 
Dining and shopping options include: award-
winning ¡Loteria! Grill, Monsieur Marcel Gourmet 
Market and Bistro, T&Y Bakery, Coffee Corner, 
Magee’s Nuts, Bennett’s Ice Cream, Magic Nut and 
Candy, Dragunara Spice Bazaar and The  
Dog Bakery.

The Farmers Market in LAX also includes design 
elements from the original market location. 
Among them, a large clock tower relief, a video 
wall featuring glimpses of the market’s people and 
history, and merchandise displays reminiscent of 
the market’s iconic green grocery carts.

“For the first time in the history of The Original 
Farmers Market, we now have another location,” 
said Henry L. Hilty, president of the A.F. Gilmore 
Company – longtime owner and operator of 
The Original Farmers Market. “Partnering with 
Delaware North ensured that our vision would be 
implemented with the highest integrity, providing 
an enjoyable and authentically Los Angeles 
experience for travelers from near and far.” 
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More flavors for Fort Lauderdale
In 2013 and 2014, Delaware North added many 
new dining concepts to Fort Lauderdale-Hollywood 
International Airport, including Jamba Juice, Pei 
Wei Asian Diner and Steak ‘n Shake Signature. 

In addition, in late 2014 Delaware North opened 
three popular local restaurants at the airport: 
Casavana Restaurant, Casavana Café, and Kafé 
Kalik. The new restaurants represent the taste and 
flair of the Cuban influence of South Florida and 
the Caribbean Islands that draw so many travelers 
through the airport.

Casavana restaurant is the creation of Cuban-born 
brothers Lazaro and Jose Garcia. From the  
moment guests enter Casavana, the sights, smells 
and sounds create a warm inviting atmosphere 
where customers can enjoy some of Cuba’s best 
cuisine. Kafé Kalik welcomes travelers to the islands 
of the Caribbean while in the airport. Festive 
colors, natural wood, glass tile and comfortable 
fabrics combine to provide a relaxing environment 
for customers at both the tropical bar and  
the restaurant. 

At the early January 2015 ribbon-cutting ceremony, 
Kevin Kelly, president of Delaware North’s travel 
hospitality business, and other Delaware North 
officials were joined by officials from the Broward 
County Aviation Department and Superior 
Hospitality Group, Delaware North’s partner for 
the restaurants. The completion of these restaurants 

in Concourse H of Terminal 4 represents the next 
phase of a multifaceted building commitment 
by Delaware North. As the aviation department 
continues the modernization of the airport, 
Concourse H will eventually be demolished and 
replaced with a new Concourse G that will then 
become home to these three new concepts. 

At the completion of the airport’s terminal 
modernization program, Delaware North and 
Superior Hospitality Group will have invested more 
than $21 million to provide new hospitality services 
at the airport. 

Student art arrives in Atlanta 
At Hartsfield-Jackson Atlanta International Airport 
in 2013, Delaware North kicked off a campaign 
to promote the talent of local high-school artists, 
while raising funds to support art programs 
through an auction. 

Delaware North asked students from six metro 
Atlanta public high schools to create works of art 
– all available for purchase – that would beautify 
areas under construction in Concourse D. From 
a visual standpoint, the results were spectacular. 
Even more impressive, however, were the results of 
the auction, with all funds raised used to support 
additional art programs at the participating  
Atlanta public schools.

HIGHLIGHTS: 
  Delaware North kicks off 2013 by introducing several new concepts to guests of Louis Armstrong New 
Orleans International Airport. Changes come to the acclaim of New Orleans Mayor Mitch Landrieu prior 
to the city’s influx of travelers for the Super Bowl and Mardis Gras.

  Delaware North wins the food concessions contracts for Charleston International Airport in Charleston, 
S.C., and Boise Airport in Idaho, plus significant contract extensions for Fort Lauderdale-Hollywood 
International Airport’s Terminals 3 and 4 and Louis Armstrong New Orleans International Airport.

  Delaware North adds several concepts to Hartsfield-Jackson Atlanta International Airport, including Food 
Network Kitchen, which has proven successful in Fort Lauderdale-Hollywood International Airport.  
The Farmers Market at LAX comes to Los Angeles International Airport.

  The Delaware North-sponsored live-music program expands to 23 shows per week in six terminals  
in Austin-Bergstrom International Airport.



Delaware North’s travel hospitality business is on 
the rise. To what do you attribute the recent growth?

Kevin Kelly: Our travel hospitality business has been 
fortunate for the past several years. We have worked 
hard to win major bids in key markets, with aggressive 
packages featuring both local and national concepts. 
Our team has always looked beyond the current trends 
and instead focused on providing travelers with a 
food experience that exceeded all expectations in the 
airport industry.

What stands out to you as a shining moment?

KK: While all of our wins and 
openings are significant to us, 
there was a special feeling of 
accomplishment when New Orleans 
finally opened. We had to overcome 
several obstacles that at times 
seemed insurmountable, including 
one of the fastest construction 
turnarounds we’ve ever encountered. 
But we did it and have received  

the highest praise from the airport board as well  
as travelers.

How has technology changed the game  
of catering to air travelers? 

KK: Technology continues to evolve in the airports, 
challenging us to come up with ways to make it easier 
for travelers to order food and drinks. Our focus now 
is on providing a quality product that can be ordered 
from a smart phone or a kiosk. In another words, it’s 
not just offering the best food, it’s providing options 
that make the process seamless for travelers focused 
on catching their flights. 

What industry trend(s) do you think will  
be the next to really take off?

KK: We believe that the line between food and 
beverage concessions and retail stores will continue 
to blur. Delaware North has had great success with 
market-oriented concepts that offer travelers both 
something to eat and retail items in one location. 
Our goal is to grow this concept within our existing 
partnerships as well as future airport bids. We will also 
continue to include local favorites at all of our airports, 
a trend that is fast becoming the norm in airports.

What is something that most people at Delaware 
North probably don’t know about you?

KK: I played neighborhood gigs as a member of  
The Scheilly’s band (age 7) and enjoyed skydiving.

with Kevin Kelly, President, Travel Hospitality
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Delaware North completed its acquisition of a 
majority interest in Patina Restaurant Group in 
May 2014. 

Patina Restaurant Group is a leader in the premium 
segment of the restaurant and catering industry. It 
operates restaurants and manages catering and  
food service operations at high-profile venues in 
New York City, California, and Orlando, Fla.  
Patina Restaurant Group was previously majority 
owned by Shidax Corporation, a publicly traded 
Japanese company (JASDAQ: 4837). Shidax will 
continue to own a minority interest in Patina 
Restaurant Group.

In announcing the new venture, then Delaware 
North Principal Jeremy Jacobs Jr. spoke highly of 
the company and its founders. 

“Patina Restaurant Group is one of the most 
respected restaurant companies in North America, 
with an unequaled group of world-class venues 
 and restaurant locations,” Jacobs said. “CEO  
Nick Valenti and Founder/Chef Joachim Splichal 
have built an exceptional company focused on 
culinary excellence and outstanding service  
that we are proud to add to Delaware North’s  
world-class portfolio.”

Valenti and Splichal remain in their current 
positions at Patina Restaurant Group, providing 
continued leadership and innovation to Patina 
and sharing their experience and knowledge 
across Delaware North’s portfolio. Matt King, 
formerly president of Delaware North Companies 
Travel Hospitality Services, assumed a new role 
as president of Patina Restaurant Group, with 
oversight over both Patina and Delaware North’s 

travel hospitality business. He is working closely 
with Valenti and Splichal on the continued success 
and growth of the company. 

The addition of Patina Restaurant Group brings 
the total number of Delaware North associates to 
60,000. Total revenue for Delaware North with the 
addition of Patina Restaurant Group is now about 
$3 billion.

Patina Restaurant Group 
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“Joachim and I are delighted to now officially be a 
part of Delaware North, a company we’ve admired 
for many years,” Valenti said. “We share a common 
philosophy centered on providing memorable 
dining with superior service to our guests.”

Patina Locations
Patina Restaurant Group (www.patinagroup.com)  
is a leader in the premium segment of the 
restaurant industry. On the West Coast its portfolio 
includes the renowned, Michelin-starred Patina 
Restaurant in the Walt Disney Concert Hall,  
Nick & Stef ’s Steakhouse, Café Pinot at the Maguire 
Gardens, Catal and three other restaurants in 
Anaheim’s Downtown Disney District, Leatherby’s 

Cafe Rouge at the Segerstrom Center for the Arts, 
and catering and food service in museums and 
cultural centers throughout California.

On the East Coast, its portfolio features the 
Michelin-starred Lincoln Ristorante at Lincoln 
Center, New York City’s world-famous Rockefeller 
Center Ice Rink, Rock Center Café, The Sea Grill, 
Brasserie, Café Centro, Naples 45, The Grand Tier 
Restaurant at the Metropolitan Opera and  
La Fonda Del Sol. Other East Coast properties 
include Tutto Italia Ristorante at the Epcot World 
Showcase in Orlando, Fla.

About Patina Catering
Patina Catering is one of the premier caterers on 
the West Coast. With a loyal and long-standing 
clientele, annual events include the Emmy  
Awards, the City of Hope Spirit of Life Dinner,  
Los Angeles Philharmonic gala, Heal the Bay 
Benefit dinner, as well as numerous entertainment 
and fashion events.

Patina Catering is also the exclusive caterer for 
some of the finest performing arts and cultural 
centers in Los Angeles, Orange County and  
San Francisco.



What does the acquisition of Patina mean to 
Delaware North?

Matt King: It gives us access to business sales channels 
that we didn’t have access to before, such as cultural 
institutions. We also acquire more street credibility 

in being a premium food service 
provider. And finally, it gives 
Delaware North a bigger presence 
in the two biggest markets in the 
country – Los Angeles and New 
York – and, of course, entry into the 
magical world of Disney.

How has the transition been for 
both sides?

MK: I think by and large it has been successful. We’ve 
deliberately taken it slowly because we wanted to 
respect the strengths of both businesses.

What has been the most challenging aspect of 
acquiring Patina? 

MK: Not rushing, taking our time to learn from Patina 
without diluting the brand. We don’t want to break or 
change Patina’s brand. 

Will the Patina brand be used in all of Delaware 
North’s operating companies?

MK: We are already looking at a select opportunity 
to bring one of Patina’s top branded concepts to a 
location of one of our other operating companies.

Will we see any noticeable changes in either Patina 
or Delaware North?

MK: Both organizations have the opportunity to learn 
from each other. Delaware North offers a lot of back-
of-the-house opportunities (e.g., administrative, shared 
services) for Patina to improve. On the other hand, 
Patina operates contract food service locations as if 
they are fine dining operations. Its senior management 
is made up of restaurateurs, and they look at the 
world through a restaurateurs’ lens, which will benefit 
Delaware North.

Where do you see Patina in five years?

MK: In five years, it will be another successful 
operating company of Delaware North. Patina will have 
doubled in size into another sales channel.

What is something that most people at Delaware 
North probably don’t know about you?

MK: I was tax lawyer and worked and lived  
in Montreal.

with Matt King, President, Patina Restaurant Group
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Delaware North makes its return to  
the Asian market
Delaware North’s global presence continues to 
expand. Case in point: The company has returned 
to the Asian market under the guidance of Rick 
Abramson, who serves as executive chairman of 
Australian and Asian operations. 

In March 2013, the Singapore Sports Hub 
appointed Sports Catering Services – a joint 
venture between Delaware North and Singapore-
based culinary leader SATS – to provide catering 
and food and beverage services for the state-of-the-
art facility’s concessions, corporate suites, members’ 
dining areas and for conferences, exhibitions and 
other special events across five of its venues. 

The partnership weaves together more than 160 
collective years of delivering large-scale catering 
and hospitality solutions. 

Delaware North made its debut in mid-2014,  
at which point Singapore Sports Hub opened 
its many doors, including that of a 55,000-seat, 
retractable-roof stadium; a 6,000-seat aquatic 
facility, built to meet international tournament 
standards; a 3,000-seat multipurpose arena; a 
water-sports centre; 41,000 square meters of 
commercial space; the existing Singapore  
Indoor Stadium; and supporting leisure and 
commercial developments.

“Delaware North is pleased to partner with such 
a stellar organization as SATS to bring our brand 
of world-class hospitality and catering to one of 
the most significant new sports and entertainment 

complexes in the world,” said Lou Jacobs, then a 
principal of Delaware North Companies.

“The Singapore Sports Hub is destined to be an 
undeniable landmark in Singapore, and we are 
proud to be a part of such an iconic and inspired 
project that will take the sports scene in Singapore 
to a whole new level. In addition, we are extremely 
excited to be back in Asia. We have been searching 
for the right opportunity to gain a foothold 
back in Asia after 20 years and are excited about 
the prospects for growth in sports, travel and 
hospitality,” Jacobs said. 

The company is delivering a tailored catering 
solution predicated on the broad demographic, 
cultural and dietary requirements, authentic local 
flavors and contemporary food trends for the 50 
concessions, 62 corporate boxes/suites and four 
premier dining areas. SATS first collaborated 
with Delaware North in the 2010 Commonwealth 
Games in Delhi, India. That partnership resulted 
in Delaware North providing food and hospitality 
at the Athletes’ Village, serving 33,000 meals daily 
across the main, casual and workforce/police 
dining areas.

Delaware North signs long-term contract 
extension at Melbourne & Olympic Parks
Delaware North in the second quarter of 2013 
signed a long-term contract extension as the 
hospitality and catering partner of Melbourne & 
Olympic Parks. Among other things, the venue 
is home to the Australian Open, one of the four 
Grand Slam events of tennis.

International
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The deal came soon after the company wrapped 
up operations at the 2013 Australian Open, which 
drew more than 684,000 fans. To accommodate 
and ensure the best guest experience, Delaware 
North had a staff of more than 2,000 onsite, 
including more than 200 chefs delivering the varied 
catering needs across 52 concessions outlets and 56 
corporate dining facilities.

“On behalf of the Jacobs family, we would like to 
express our sincerest appreciation to the visionary 
leadership of the Melbourne and Olympic Parks 
Trust and Tennis Australia for their confidence in 
the continued partnership with Delaware North,” 
Lou Jacobs said. “Steve Wood, chief executive 
officer of Tennis Australia, and Brian Morris, chief 
executive officer for Melbourne and Olympic Parks 
Trust, have elevated the reputation of the venue and 
events to a world-class level in the global sports and 
entertainment industry. It is a great honor to be 
entrusted with accommodating the passionate fans 
and athletes of the venue for years to come.”

The 2014 event marked the 25th year that Delaware 
North has served tennis fans at the Australian 
Open. The company has been the exclusive 
hospitality and catering partner for Melbourne & 
Olympic Parks since 1989.

This is the second contract extension that Delaware 
North has received through a competitive process.

Wembley Stadium celebrates  
90th birthday 
To help ring in the 90th anniversary of London’s 
world-renowned Wembley Stadium, the Delaware 
North culinary team spent three days in April 2013 
crafting a replica birthday cake of the venue as it 
appears today.

The massive and extremely detailed cake served 
600 people and weighed in at a jaw-dropping 41 
½ kilos, or 91 ½ pounds. The recipe called for 300 
free-range eggs, 12 kilograms of flour, 12 kilograms 
of caster sugar, 12 kilograms of butter, and 5 ½ 
kilograms of fondant icing. 

Several notable football and stadium executives 
joined the celebration, including Melvin Benn, Roy 
Hodgson, David Bernstein, Alex Horne, Sir Trevor 
Brooking and Roger Maslin.

It was a memorable experience, with “One Team 
Wembley” on full display as Delaware North  
looks to build another 90 years of history with 
Wembley Stadium.

Delaware North began providing food and 
beverage services at Wembley Stadium in 2007 
when the doors opened on a modern, 90,000-seat 
replacement for the original Wembley Stadium, 
which had been in use since 1923.
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All is well Down Under 
2013 started off with near disaster in Australia, as 
the Delaware North-owned-and-operated Kings 
Canyon Resort narrowly escaped being destroyed 
by a major Jan. 8 brushfire. 

For a large portion of Australia, record-breaking 
temperatures north of 105 degrees Fahrenheit 
were the cause of several wildfires. One such blaze 
stretched 1 kilometer wide in the Watarrka National 
Park, forcing the evacuation of 110 Kings Canyon 
Resort associates. According to a report by ABC, 
flames were seen surrounding the resort by aerial 
spotters as the fire approached, and as a result,  
a number of buildings were left blackened, but  
still standing. 

In typical Delaware North fashion, the associates 
rallied and the operation was back up and running 
in less than two weeks. 

With the brushfire in the rearview mirror, Delaware 
North’s Australian leadership team was able to  
shift its focus back to Melbourne, Australia. Each 
year for two weeks in mid-January, the world’s 
Premier tennis players – and typically more than 
600,000 fans – converge for the Australian Open 
tennis tournament.

Extraordinary effort is not just limited to the action 
on the court, however. For Delaware North, the 
event’s food and beverage services partner, it’s an 
initiative that requires a team of more than 2,000 
associates, managers and chefs, many of whom 
travel in from other company units.

While fans and media focus more on what’s 
happening on the court, one news outlet was 
enamored with Delaware North. TheAge.com.au, 

took notice of the behind-the-scenes work being 
done by Delaware North in January 2013. 

“This is the central feature of grand slam tennis 
– it is a global venture, and being one of the big 
four places myriad demands on organizers to get 
everything right, to the smallest detail,” TheAge.
com.au writer Neil McMahon said in a story titled, 
“The army that creates a seamless tennis show.”

McMahon spoke to Delaware North Executive 
Chef Markus Werner, who oversees no less than 17 
kitchens and 220 chefs – as the article referenced.

“It’s totally different,” Werner told McMahon. 
“[There are] more international guests here and I 
would say tennis supporters are a little bit more  
up-market. They expect the same quality you would 
get in Paris or New York. And it is 14 days [in 
which] you have a lunch and a dinner.’’

Fans aside, Werner and his team also feed the  
players, the article noted, who have their own 
restaurant and lounge, not to mention individual 
quirks and preferences. 

“Every single dish gets sent to a nutritionist and 
they write all the details down – how much fat,  
how much sugar, and so on, so the player can 
decide what they want,” Werner continued in the 
article. “We are planning already for 2014. By June 
or July, we try to do all the menu tastings.”
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Delaware North honored at the 2013 
Australian Gourmet Traveller Awards 
El Questro Homestead, owned and operated by 
Delaware North, was voted the Best Outback 
Experience at the 2013 Australian Gourmet 
Traveller Travel Awards. The awards recognize 
Australia’s outstanding tourism operators from  
the coast to the Outback.

El Questro Homestead occupies a pocket of  
luxury in the Kimberley region in the million-acre 
El Questro Wilderness Park, 110 kilometers  
from Kununurra. 

The luxury, nine-room Homestead is dramatically 
cantilevered over the Chamberlain River, set amid  
a landscape of salt plains, gorges, hot thermal 
springs and the backdrop of the Cockburn Ranges. 

“We are delighted to have been voted the best 
Outback experience,” said Lori Litwack, general 
manager at El Questro Homestead. “We have a 
fantastic team of people working here to ensure 
every visitor has the best experience at El Questro. 
So, we are thrilled to have been recognized for our 
hard work and commitment.”

Guests can enjoy luxurious accommodations 
in three new stylish retreats, bringing the total 
number of suites to just nine at the exclusive 
property. The retreats offer uninterrupted views 
of the rugged scenery, courtesy of the floor-to-
ceiling sliding glass walls. From the shower, guests 
can access either the free-standing bath on the 
veranda or the garden rain shower, surrounded by 
magnificent, privacy-ensuring stone walls. 

Dining at El Questro is enjoyed under the stars, 
at either of the large communal tables by the pool 
and on the veranda, or on one of the three private 
tables by the gorge edge. As a treat, guests can dine 
at one of the incredibly romantic tables on the edge 
of the cliff, overlooking the Chamberlain River – 
complete with the natural soundtrack of owls  
and frogs.

Lizard Island to reopen with fresh look
Lizard Island Resort in Australia’s Great Barrier 
Reef is set to reopen in 2015 with a fresh new look. 
It was struck by Cyclone Ita in April 2014, when 
gusts of up to 280 kilometers per hour hit the 
island. All guests and staff were safely evacuated in 
advance of the storm. 

The property will be relaunched following an 
extensive refurbishment and reconfiguration of 
room interiors. The spa and departure area are also 
being upgraded.

It’s a great opportunity to rebuild the resort and 
relaunch it as a new product,” said Amanda Silk, 
who took over as the resort’s general manager in 
December 2013. “While there have been some 
challenges in the meantime, it’s been really great  
to be involved from the ground up.”

Silk said she is confident that Lizard Island Resort 
will be welcomed back by the travel industry  
and loyal clients, thanks to its “special place in  
their hearts.” 

Meanwhile, Lizard Island continues to get rave 
reviews from global media.

In 2013, the resort hosted Australian television 
couple Kim and Matt for a secluded stay on the 
Great Barrier Reef.

Kim and Matt were contestants on an Australian 
reality show, “The Block.” The series follows five 
couples competing each week to renovate homes 
and sell them at the highest auction price.

Kim and Matt received their trip to Lizard Island 
for winning the show’s weekly challenge. The 
episode featuring the resort aired in July 2013, with 
an audience of 1.2 million viewers. During their 
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HIGHLIGHTS: 
  Delaware North returns to the Asian market by joining forces with culinary leader SATS to provide catering, 
and food and beverage services for the state-of-the-art, five-venue Singapore Sports Hub’s concessions, 
corporate suites and members-only dining areas.

  Delaware North signs a lengthy contract extension at Melbourne & Olympic Parks, which each year hosts 
the Australian Open Grand Slam tennis tournament. 

  Delaware North helps the world-renowned Wembley Stadium celebrate its 90th birthday, continuing the 
company’s highly-regarded efforts as the venue’s food and beverage provider. 

  In mid-January 2013 and 2014, a team of more than 2,000 Delaware North associates from all corners of the 
world serve fans for two weeks at the Australian Open.

  El Questro Homestead is voted the Best Outback Experience at the 2013 Australian Gourmet Traveller 
Travel Awards.

getaway, Kim and Matt stayed in the Pavilion Suite 
and were treated to massages, a private snorkeling 
tour and a seven-course dinner on the beach. 

The episode generated a huge amount of social 
media activity, with Lizard Island acquiring more 
than 420 new Facebook fans during the 48 hours 
surrounding the broadcast.

Lizard Island was also featured in Travel+Leisure, 
The Wall Street Journal and numerous  
other publications.

Delaware North’s MLB efforts at Sydney 
Cricket Ground make headlines 
When Major League Baseball made its appearance 
in March 2013 at Australia’s Sydney Cricket 
Ground, it did so with a level of familiarity with 
fans who have experienced the American sport 
firsthand. And that was due in large part to the 
food being served by the venue’s concessions 
provider, Delaware North. 

George Fouskarinis, executive chef for Delaware 
North at Sydney Cricket Ground, worked with 
several of his U.S.-based colleagues to create a 
decidedly Americanized menu. When the Arizona 
Diamondbacks and Los Angeles Dodgers met on 
March 22 and 23 – the first MLB games to take 
place in Australia — the food caught the attention 
of the Sydney Morning Herald. 

“Sixty-centimetre hot dogs, thick-cut bacon 
dipped in maple syrup on sticks and super-sized 
nachos served in plastic baseball caps are just 
some of the items punters will be gorging on at 
this month’s Major League Baseball Opening 
Series event,” Sydney Morning Herald writer Nina 
Karnikowski said. “The naughty nosh, which also 
includes Cracker Jacks (caramel-coated popcorn 
and peanuts), the Chipper (a nachos-like dish 
made with meat and waffle fries) and cheesecake 
was unveiled at the SCG on March 7 by George 
Fouskarinis, executive chef at Delaware North, the 
company that caters for the SCG.” 

“We’re an American company, so we took into 
consideration the items we use for our menus 
in the States and worked closely with the chefs 
there to come up with hero dishes that would give 
the Australian market and international guests a 
really authentic American baseball experience,” 
Fouskarinis told the Sydney Morning Herald. 



 

Memorable Moments
After nearly 100 years in business, Delaware North has had its 
hands in some of the world’s biggest sporting events, including 
the World Series, Stanley Cup Final, NBA Finals, Australian Open 
and the Olympic Games. But February 2014 is a first for the global 
hospitality company: Delaware North serves as the food, beverage 
and retail services provider at Super Bowl XVLIII at MetLife Stadium 
in East Rutherford, N.J. Below, then Delaware North Principal Jerry 
Jacobs Jr., his wife, Alice, and son, Justin, take a moment to soak in 
the experience.

In 2013, for the second time in three years, the Boston Bruins 
– owned by Delaware North Chairman Jeremy Jacobs – appear 
in the Stanley Cup Final. The Bruins’ run to the 2013 Stanley 
Cup Final includes a thrilling come-from-behind victory in 
Game 7 of the Eastern Conference quarterfinal series. The 
Bruins advance to the second round of the playoffs in 2014.

Delaware North Sportservice continues to add to its 
roster of professional sports clients in 2013. Under a 
multiyear agreement, Delaware North begins managing 
and operating all general concessions and premium dining 
at CenturyLink Field (home of the Seattle Seahawks and 
Seattle Sounders FC), CenturyLink Field Event Center and 
the WaMu Theater. The Seahawks go on to win the Super 
Bowl in 2014.

The $100 million Space Shuttle Atlantis attraction – opened 
by Delaware North at NASA’s Kennedy Space Center Visitor 
Complex in June 2013 – allows guests to get nose to nose 
with the orbiter that flew in space 33 times and still bears 
the scars, scorch marks and space dust of its last mission. 
Atlantis is dramatically displayed as only astronauts have 
seen it before, tilted on its side at a 43.21-degree angle and 
seeming to float in space with its payload bay doors open and 
its robotic Canadarm extended, as if it had just undocked 
from the International Space Station (ISS). 
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Miami Valley Gaming, a joint venture between Delaware 
North and Churchill Downs Inc., is developed on a 120-
acre site just off of Interstate 75 between Cincinnati and 
Dayton, Ohio. When the doors officially open in December 
2013, Delaware North executives Jerry Jacobs Jr. (right), 
then principal; Chuck Moran (second from right), president 
and COO; Ron Sultemeier (middle), director of new property 
planning and projects; and Bill Bissett (left), then chairman 
of the gaming division; are joined by former Cincinnati Reds 
great Johnny Bench, a Major League Baseball Hall of Famer.

 

Delaware North Boston Holdings CEO Charlie Jacobs answers  
TD Garden renovation questions from a throng of reporters in June 
2014 after guiding a hard-hat tour of the $70 million project. 
“We hope to set a standard for our industry – the entertainment 
and arena industry – with the hospitality that we’re going to 
provide with these renovations,” Jacobs tells reporters.

The Singapore Sports Hub, in March 2013, taps Sports Catering 
Services – a joint venture between Delaware North and Singapore-
based culinary leader SATS – to provide catering and food and 
beverage services, beginning in mid-2014, for the state-of-the-art 
facility’s concessions, corporate suites, members’ dining areas 
and for conferences, exhibitions and other special events across 
five of its venues. Below, Delaware North’s then Principal Lou 
Jacobs addresses the Stadia & Arena Asia Pacific Conference in 
September 2014 at Singapore Sports Hub.

Delaware North’s travel hospitality business in June 2014 
brings a new location of The Original Farmers Market, the 
beloved 80-year-old Los Angeles food retail and restaurant 
destination, to Los Angeles International Airport (LAX). 
The opening of the new concept is among several for 
Delaware North in 2013 and 2014 at LAX and other 
airports, including Hartsfield-Jackson Atlanta Airport, Fort 
Lauderdale-Hollywood International Airport and Louis 
Armstrong New Orleans International Airport. 
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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’s 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 Co-CEO 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 ProChef ® 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. Keynote speakers 
at the conference have included Jim Koch, founder 
of Boston Beer Company; and Robert Irvine, 
world-renowned chef and host of Food Network’s 
“Restaurant: Impossible.”

“To me, anybody that does mass feeding and does it 
as well as Delaware North does – obviously I’ve got 
something to like,” Irvine said during his 2013 visit.

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

Learning from the master
It was almost as if there were a live, non-filmed 
episode of Food Network’s “Chopped” taking 
place one day in May 2014 at Niagara County 
Community College’s Culinary Institute. And  
the stars were a few of Delaware North’s  
top culinarians.

Delaware North Corporate Chef Roland Henin, 
one of the longest serving of the 60 or so certified 
master chefs in the United States, led an all-day 
practical. The purpose was to prepare Delaware 
North Sportservice Executive Chef Kevin Doherty 
(TD Garden in Boston) and Percy Whatley, 
executive chef at The Ahwahnee at Yosemite 
National Park and regional executive chef for 

Culinary
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Delaware North’s parks and resorts business, 
for a key component of the certified master chef 
examination: “the mystery basket.” 

Without any previous knowledge of ingredients, 
Doherty and Whatley had 30 minutes to create 
a five-course menu, five hours to prepare it, and 
then 30 minutes to plate and serve the food to eight 
critics, a group of the school’s students and faculty. 
The lucky judges were given a sheet to score the 
food against a myriad of standards. Separately, 
Henin was sampling and scoring the food, too. 

After each chef completed his service, he faced 
both Henin and the eight-person panel to answer 
questions, discuss menu decisions and listen to 
overall feedback. 

The day’s session was just one in a nearly three-
year training program that led to the certified 
master chef exam in Pasadena, Calif. in October 
2014. Although neither Whatley nor Doherty was 
certified as a result of the rigorous, eight-day exam 
– considered the world’s most difficult culinary test, 
with just a 17 percent success rate since its inception 
in 1981 – both were vehement in saying they 
became better chefs and feel stronger as a person for 
having gone through such a process.

“We spent nearly three years training,” Doherty 
said. “It took a considerable amount of time out of 
our lives, but I know without even a bit of doubt 
that I am a better chef – a better person, even – for 
going through this. The support from the Jacobs 
family, all of Delaware North and my family has 
been life-changing and will certainly pay dividends 
in my professional growth.” 

 “The lessons we learned while training for this 
exam are truly unlike any others I have received 
in my life,” said Whatley, who made it to the 
exam’s seventh day. “I cannot emphasize enough 
how valuable this has been to me as a chef and 
as a whole. I am beyond thankful for the support 
we have received from the Jacobs family and the 
company. I know with full certainty that the lessons 
I learned during this process will not only help me, 
but also those around me.” 
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After giving a presentation to fellow Delaware 
North culinarians at the 2014 Food & Beverage 
Summit, Whatley and Doherty presented Henin 
with a token of their gratitude: a personalized 
Boston Bruins jersey and a signed plaque with 
pictures from their journey.

Delaware North chefs knock it out of the 
park on ‘Chopped’
Speaking of “Chopped,” four Delaware North 
Sportservice executive chefs were featured in 
October 2014 on the hit Food Network series.” The 
episode was titled “Big Hitters,” a play on the fact 
that each ran the culinary operation at a Major 
League Baseball venue.

And while all four of the chefs served up dishes that 
went beyond the judges’ expectations – drawing 
a significant amount of praise – it was James 
Major, executive chef at Great American Ball 
Park in Cincinnati, who came out on top in the 
competition-based program. 

Major outlasted fellow Sportservice executive chefs 
Cris Vazquez (Globe Life Park in Arlington, home 
of the Texas Rangers), Josh Distenfeld (Oriole Park 
at Camden Yards, home of the Baltimore Orioles) 
and Jessica Helms, who served as executive chef at 
the St. Louis Cardinals’ Busch Stadium when the 
show was filmed. 

In a three-round competition, the chefs were each 
given baskets filled with ingredients/food products 
and were tasked with creating original dishes. 
Major’s winning dishes included spicy Italian 
sausage with sunflower seed pesto, pan-seared flank 
steak with pretzel popover, blue cheese horseradish 
sauce and port wine reduction, along with desert 
consisting of popcorn ice cream, blueberry churros 
and hotdog bun tiramisu.

“We taped the episode last year,” Major, a Cleveland 
native, explained to CleveScene.com. “We had to 
cook an appetizer, entrée and dessert using food in 
a basket. There was always a few normal ingredients 
and a few curveballs, no pun intended.”
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Delaware North comes home  
from Las Vegas Culinary Challenge  
with five medals
Delaware North was represented by four of its chefs 
– all of whom took home at least one medal – in the 
March 2013 Las Vegas Culinary Challenge. 

Paul John Padua, executive pastry chef at The 
Ahwahnee at Yosemite National Park, was awarded 
a pair of silver medals and the best in overall score 
for the two categories – live-cooking dessert and 
creating six different dessert presentations – in 
which he participated.

Whatley (The Ahwahnee) and Doherty (TD 
Garden) came away with silver medals in the buffet 
platter and live-cooking pastry/plated dessert 
categories, respectively.

Medaling for the first time was The Ahwahnee’s 
sous chef, John Adams, who took bronze in the 
buffet platter category. 

Delaware North Corporate Chef Roland Henin was 
in attendance to lend a bit of his expertise, as were 
Kristina Olson, a station cook at The Ahwahnee, 
and Nathan Black, a baker and pastry cook at  
The Ahwahnee.

Concept presented at F&B Summit  
goes live at ballpark
The winning concept from the 2012 Delaware 
North F&B Summit Culinary Challenge – TAKO 
Korean BBQ – officially went from fun idea to 
reality in 2013.

Throughout October and November 2012, dozens 
of Delaware North associates participated in 
the Culinary Challenge, a competition in which 
ideas were submitted for a new cross-subsidiary 
concessions concept. The finalists traveled to 
Buffalo, N.Y., during the 2012 F&B Summit and set 
up temporary concept locations. They then created 
and served their menu ideas to an eager audience.

The winning team was made up of: Josh 
Distenfeld, executive chef at Oriole Park at 
Camden Yards; Jessica Helms, then executive 
chef at Busch Stadium; Keith Jedlikowski, food 
and beverage manager at Niagara Falls State Park; 
John Baltimore, then controller at Oriole Park at 
Camden Yards; and Mike Miles, food and beverage 
director at Finger Lakes Gaming & Racetrack.  
They created TAKO Korean Street BBQ, taking 
home the coveted Culinary Challenge trophy.

The concept was so highly regarded among the 
company’s culinary hierarchy that Delaware North 
Sportservice at Oriole Park at Camden Yards took 
the concept, menus and equipment suggestions  
and created the first-ever TAKO Korean BBQ  
stand at the ballpark.

TAKO at the Ballpark proved to be a hit with 
Orioles fans, as first-year sales of the unique 
barbecue options went through the roof.
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Retail

A winning bid to be the Super Bowl retailer, 
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 are among the exciting things that have been 
happening with Delaware North’s retail business 
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 Sportservice to create 
and operate team-branded retail stores and 
additional retail outlets at stadiums, ballparks 
and arenas. In late 2012, Sportservice expanded 
its relationship with the Texas Rangers by taking 
over retail services for the team at Globe Life Park 
in Arlington and in recent years has added the 
Baltimore Orioles, Minnesota Twins, Carolina 
Panthers, New York Red Bulls, New York Jets and 
New York Giants as retail clients.

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, Grand Canyon 
and other national parks; and at other popular 
destinations such as Kennedy Space Center  
Visitor Complex.

Chicago Sports Depot wins  
international design award 
The Chicago Sports Depot – a massive, all-things-
Chicago sports store located at U.S. Cellular 
Field – in early 2013 grabbed top honors for 
“Entertainment and Amusement Retail” in the 
Retail Design Institute’s 42nd International Store 
Design Awards for projects.

Delaware North Sportservice – the retail and 
concessions partner for the Chicago White Sox at 
U.S. Cellular Field – developed and operates the 
12,000-square-foot Chicago Sports Depot. 

The store features state-of-the-art lighting, 
numerous television monitors, large wall murals 
depicting memorable moments in White Sox 
and Chicago sports history, and a digital staircase 
featuring 15,000 LED lights.

Retail Design Institute is a not-for-profit 
organization supported by many of the leading 
retail and design organizations around the world. 

Championship effort by retail team  
at the Super Bowl
There’s an old saying in sports: “Offense gets the 
glory, but defense wins championships.”

Delaware North’s food at Super Bowl XLVIII in 
February 2014 became something of a media 
sensation, featured by many major outlets. While 
the food at MetLife Stadium in East Rutherford, 
N.J., certainly lived up to the billing, the retail 
proved to be up for the task, too. 

The initiative took 700 associates – including 
retail management support from Delaware North 
locations around the United States – and a complete 
rebranding of the stadium’s retail outlets, along with 
more than 200 points of sale. Aside from the game 
itself, Delaware North also had retail offerings at 
the NFL Tailgate party, which was attended  
by more than 10,000 people.
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The action, however, didn’t end for Delaware North 
when the final seconds ticked off the scoreboard.

Seattle Seahawks fans celebrated their team’s 
convincing victory over the Denver Broncos in 
part by snatching up every bit of championship 
merchandise from the stadium’s main retail store, 
which was illuminated in green lighting  
in honor of the team.

The flurry of activity kept the retail store open until 
nearly 1:30 a.m. or about 2½ hours after the game 
ended. As a result, several associates pulled an 
all-nighter to account for inventory and perform 
related closing responsibilities.

But at the end of the day – a day that for many 
started at the crack of dawn and ended at a similar 
time…the next day – Delaware North added 
another championship performance to its  
already impressive collection.

Curry Village Gift and Grocery store  
in Yosemite gets a makeover 
Just in time for the 2013 spring camping season, the 
Curry Village Gift and Grocery store in Yosemite 
National Park reopened its doors, remodeled and 
freshly stocked with an expanded line of groceries, 
basic camping supplies and park souvenirs. 

After a monthlong closure, the store reopened with 
improved lighting and a reconfigured sales floor 
with more space to shop. The remodel emphasized 
environmentally friendly measures, including the 
repurposing of display fixtures, energy-efficient 
lighting and eco-friendly flooring. Updates 
included LED lighting that is compliant with 
California building and energy codes for increased 
sustainability, as well as stained concrete flooring 
that eliminates the need for carpet. 

Campers and hikers are now treated to an 
expanded grocery section. It features more fruits 
and vegetables, along with snack foods, beer, wine 
and camping needs such as bagged ice, charcoal 
and firewood. Park visitors can find Half Dome 
“I Made It To The Top” souvenirs that have been 
updated with a vintage-style look and spring 
souvenir T-shirts featuring Yosemite’s bears. 

New Bills team store debuts at Ralph 
Wilson Stadium
As part of a massive overhaul of Ralph Wilson 
Stadium for the Buffalo Bills’ 2014 season, Delaware 
North Sportservice – the NFL team’s food, beverage 
and retail partner – debuted its new state-of-the-art 
team store at the venue. 

The 8,000-square-foot store sits behind the 
stadium’s west end and replaces a 2,000-sqaure-foot 
store that was tucked into the team’s fieldhouse. 
The opening, one of the many highlights of the 
stadium’s $130 million renovation project, came 
five days before the Bills hosted their first home 
preseason game against the Tampa Bay Buccaneers. 
Fans saw a dramatically different stadium, 
including new entrance gates, more concession 
stands and video boards.

“We have created a new shopping experience for 
the fans with dedicated shopping zones for Nike 
and New Era,” Jeff Hess, Sportservice vice president 
of operations, told Buffalo Business First. “In 
addition, the fans will now be able to have direct 
access to the store during the game.”
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GuestPath®

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.

As Delaware North President and Chief Operating 
Officer Chuck Moran said during the 2013 
GuestPath Virtual Day, “GuestPath needs to be 
constantly recharged, changing to make it more 
beneficial to our associates, guests and clients.” 
In the vein of continuing to elevate the level of 
customer centricity, GuestPath has been enhanced 
in several ways recently, including with a new 
service recovery training program: SERVE. The 
initiative includes comprehensive workshops, 
collateral and support provided to all Delaware 
North locations by the GuestPath team.

TD Garden associate draws attention  
of Boston Globe 
In a building that houses the 2011 Stanley Cup 
champion Boston Bruins, LaKish Washington has 
developed a bit of a following, too, as TD Garden’s 
most popular elevator operator. 

The associate at the Delaware North-owned-and-
operated arena is known for her lively personality 
and always going the extra mile for her guests. 

Her work caught the attention of Boston Globe 
writer Beth Teitell, who wrote a March 2013 story 
titled, “An Elevator Operator, With Fans.” 

“In a world filled with people too plugged in to pay 
much attention to anyone else… Washington’s gift 
is simple: She makes her passengers feel taken care 
of,” the article said. “And she does it in less than 
the two minutes it takes for even the longest trip: 
from floor 2 to floor 9, where many of the Garden’s 
guests with disabilities sit.” 

“Garden executives have noticed Washington’s 
work, especially when fans ask where she is if 
she misses even one shift,” the story continued. 
“She’s got a bubbly yet low-key vibe and a smile 
so friendly it should have its own Facebook page. 
Like other employees, she has taken the GuestPath 
customer service training course, but frankly ‘she 
could teach it’,” said her manager, Shawn Polk. 

Detroit airport associate recognized  
for extra effort 
Dec. 22, 2013, was supposed to be a day off for 
Shannon Kenny. Instead, the assistant manager for 
Delaware North at Detroit Metropolitan Wayne 
County Airport put in nearly a full shift. And she 
wouldn’t have had it any other way. 

Kenny came in to assist an elderly passenger, 
Juanita, whom she has been helping in a similar 
capacity – typically twice a year – for nearly  
four years. 

The extra effort was noticed. Kenny was the 
recipient of the Extraordinary Recognition Award, 
which is given to an associate or group for efforts 
that reach beyond expectations.

The effort even led to a personal letter from Matt 
King, then president of Delaware North’s travel 
hospitality business. 
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“Over the last few years, you have been assisting 
a traveler,” King wrote. “We recognize that while 
you were not scheduled to work Dec. 22, you 
volunteered to come in on your day off to assist her, 
going above your normal responsibilities. We also 
recognize that her flight delays and your insistence 
on not leaving until she safely boarded the plane 
resulted in your spending five hours at the airport 
on your day off. 

“I appreciate your commitment to customer service 
and demonstrating excellent GuestPath. The fact 
that you took time away from your home and 
family during the holiday did not go unnoticed.” 

Delaware North associate’s service 
impresses world traveler 
Dustin Holmes is said to travel quite a bit – or “for a 
living,” as he put it. He’s traveled around the world, 
but still, a recent interaction with a Delaware North 
associate ranks at the top of his list. 

The letter below was sent to Delaware North 
managers. It references T.C. Martin, a stand 
attendant at Railhead BBQ in Dallas/Fort Worth 
International Airport, who has been trained with 
GuestPath standards. 

“I just wanted to take this quick opportunity to 
let you know about something I experienced at 
one of your restaurants,” Holmes said. “Today I 
ate at Railhead BBQ in terminal D in DFW. I was 

helped by a young man named T.C. I travel for a 
living and spend an enormous amount of time in 
airports around the world. T.C.’s service was THE 
friendliest, politest and most genuine I have ever 
had. Many airport employees have lost their zeal, 
and in the service industry, it has become rare to 
find someone with a laugh and a real ‘How are you 
today, sir?’ He brightened my day. 

“Please let him know that people enjoy his service 
more than he probably recognizes. Thank you.”

Walking the GuestPath
At Delaware North operating locations around 
the world, company executives and managers 
periodically take a day to join associates on the 
front lines at crowded sporting 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 the guests while taking orders, flipping burgers 
and stocking refrigerators. 
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Corporate Social Responsibility  
and GreenPath®

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 Delaware North by 
its founders can be seen today in communities 
throughout the world.

For instance, Delaware North 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 communities in the 
company’s operating regions are crippled by natural 
disasters or emergency situations, Delaware North 
comes to their aid.

The Boston Bruins Foundation, established by the 
Jacobs family in 2003, provided $4.3 million in 
grants to more than 100 organizations throughout 
New England in 2013-2014. 

Delaware North has donated millions of  
dollars to United Way, Boys & Girls Clubs of 
America and countless other organizations, 
including the Yosemite Fund, food banks and 
educational institutions.

Meanwhile, at stadiums, ballparks and arenas 
across the United States, Sportservice collects 
unused food that otherwise would go to waste after 
sporting events and concerts 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.

Jacobs family honored with philanthropists 
of the year awards
Delaware North then Principal Jerry Jacobs Jr., and 
his wife, Alice, were honored in late 2012 as the 
United Way Tocqueville Society Philanthropists of 
the Year. In a separate event, also in late 2012, the 
Association of Fundraising Professionals Western 
New York Chapter honored the Jacobs family with 

its Philanthropists of the Year award as part of its 
National Philanthropy Day celebration.

“We support United Way because of its broad reach 
and collaborative efforts that focus on providing 
local families with the tools they need not only to 
achieve self-sufficiency, but to thrive,” Alice and Jerry 
Jacobs Jr. said.

Chairman honored at Global  
Sports Summit 
Jeremy Jacobs, owner of the NHL’s Boston Bruins 
and chairman and then CEO of Delaware North,  
was honored with the “St. Jude Award for Inspiration 
in Sports 2013” at the Global Sports Summit in 
Aspen, Colo. Jacobs, along with son Jerry Jacobs 
Jr., then principal of Delaware North and alternate 
governor of the Boston Bruins, accepted the award  
at a gala dinner. 

The Global Sports Summit is the first and only 
private meeting designed for leaders and owners of 
sports franchises from the NFL, NBA, MLB, NHL, 
MLS and European football. 

Jeremy Jacobs and the Bruins organization were 
recognized for commitment and dedication to 
the Boston community in the wake of the Boston 
Marathon bombing. After accepting the award, 
he spoke about the strength and resiliency of the 
community following the tragic events that took 
place at the 2013 marathon. 

Jeremy Jacobs also participated in a discussion, 
“Principles of Sustaining Success in Sports,” in 
which he joined Jerry Colangelo, chairman of USA 
Basketball; Tony La Russa, former manager of the 
St. Louis Cardinals; and Steve Kerr, a former NBA 
player who is a minority owner of the Phoenix Suns 
and an NBA analyst on TNT. The chairman spoke 
about his longevity in sports ownership and his  
view of his role as a steward of the team for the city 
of Boston. 
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Delaware North leads new program  
to boost cancer patients’ nutrition  
and appetites
A new nutrition program to aid cancer patients in 
keeping healthy appetites and diets during treatment 
was launched in November 2013 in Boston. The 
initiative had the backing of Delaware North 
Chairman and then CEO Jeremy Jacobs and  
several of the company’s chefs, who helped with  
menu development.

The Cancer Nutrition Consortium was introduced 
during a press conference at the Delaware North-
owned-and-operated TD Garden. The program, 
underwritten by Jacobs and supported by Delaware 
North’s culinary team and senior management, 
including then-Vice President of Corporate 
Communications Wendy Watkins, involved a first-
of-its-kind study that provided the foundation for 
the development of healthy recipes and a website for 
cancer patients to access them.

Chemotherapy and radiation have been linked 
to ruining patients’ appetites, making the mouth 
burn and altering the sense of taste and smell. The 
consortium was formed to look at solving that 
problem through determining approaches for proper 
nutrition during cancer treatment. The launch was 
supported by representatives from the world’s leading 
cancer centers and several corporations, as well as 
renowned physicians, chefs and nutritionists. 

This study is the product of an unprecedented 
collaboration between seven of the world’s leading 
cancer centers, spearheaded by Dr. Bruce Moskowitz 
of the Bruce and Marsha Moskowitz Foundation. 
The participating medical centers are: New York 
University Clinical Cancer Center; Dana Farber/
Brigham and Women’s Cancer Center in Boston; 
Sidney Kimmel Comprehensive Cancer Center at 
Johns Hopkins in Baltimore; University of Chicago 
Comprehensive Cancer Center; Mayo Clinic Cancer 
Center in Rochester; Minn.; Cedars-Sinai/Samuel 
Oschin Comprehensive Cancer Institute in Los 
Angeles; and Roswell Park Cancer Institute  
in Buffalo, N.Y. 

“Over the years, I have watched many of my patients 
struggle with eating and proper nutrition when they 
are undergoing cancer treatment,” Moskowitz told 
NBC News. “I finally decided I need to do something 
about it and engaged some of the best and brightest 
minds to focus on this important area.”

Watkins was also featured in the NBC story that 
followed the initiative’s launch event. 

“Potatoes became the go-to food for Wendy Watkins 
of Orchard Park, N.Y., when she was being treated 
for her breast cancer,” the article said of Watkins. 
“Like many cancer patients, Watkins couldn’t 
tolerate strong-tasting foods, just as her body needed 
nutrition to help fight the disease and recover from 
the harsh treatment.”

“My mouth – if you have ever had a canker sore or 
cold sore, when you are going through chemo your 
mouth explodes with those,” Watkins said in the NBC 
story. “It made it hard to chew. Acidic foods and spicy 
foods were really hard to tolerate. You couldn’t eat a 
potato chip.”

The consortium’s survey of 1,200 cancer patients 
found that 84 percent have some sort of symptom, 
including poor appetite, constipation or fatigue, 
which makes it hard to cook meals. About 40 percent 
said they lost their appetites and 30 percent said they 
had eaten less after starting treatment. Nearly half – 
45 percent – said they lost weight.

People varied in what food was off-putting, but 52 
percent said they avoided greasy or fried foods, 44 
percent stayed away from spicy foods and 31 percent 
couldn’t tolerate highly acidic foods. Nearly a third 
said they eliminated Mexican, Indian and salty foods 
from their diets. 

So, the team had chefs from Delaware North – 
including Corporate Chef Roland Henin, a certified 
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master chef, and Executive Chefs Kevin Doherty 
and Percy Whatley – cancer centers, and the 
Culinary Institute of America submit recipes 
to nutrition specialists, who checked out the 
ingredients. At www.CancerNutritionConsortium.
org they’ve published 100 recipes that cancer 
patients should enjoy and that offer comfort while 
packing in the nutrients.

“They taste amazing,” said Kathy McManus, a 
registered dietitian who directs the nutrition 
department at Boston’s Dana-Farber/Brigham and 
Women’s Cancer Center. “We have this wonderful 
avocado cucumber soup that’s just delightful.”

Being a responsible employer
Delaware North’s sense of corporate social 
responsibility begins with its associates, the 
heart and soul of the global company. From the 
first meeting, the company strives to create an 
environment that encourages – and rewards – 
diversity, creativity and growth. Honesty, openness 
and integrity are of paramount importance.

Delaware North actively recruits and works to retain 
a workforce that represents different ages, cultures, 
lifestyles, creeds, nationalities and races, knowing 
that differences among associates enhance and 
strengthen the organization at all levels. Delaware 
North enhances the diversity of its workforce  
by including: 

  Disadvantaged Workers: Delaware North works 
with organizations around the world to employ 
individuals who are challenged by physical or 
mental limitations, or even by circumstances.

  Seniors: Delaware North has been cited by  
AARP as one of the best 35 companies in 
America for workers over 50. The company has 
an unusually high percentage of associates in the 
senior-worker category.

  Students: Delaware North has several programs 
designed to prepare students for rewarding careers.

  Minority/Women/Disadvantaged /Business 
Enterprises: Delaware North routinely looks 
to minority-owned, women-owned, and 
disadvantaged business enterprises to enrich  
its diverse operations.

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.

Making a difference in education
Delaware North is an active and generous supporter 
of the University at Buffalo, State University of 
New York (UB). Delaware North Chairman Jeremy 
Jacobs is chairman of the UB Council and has 
served as trustee and director of the UB Foundation, 
chairman of the President’s Board of Visitors and 
an advisor to the UB School of Management. The 
Jacobs family donated a record $10 million to the 
University at Buffalo to establish the Jacobs Institute 
to support world-class excellence in heart and 
vascular care, research and teaching. The family is 
one of the university’s most generous donors, with 
recent gifts totaling more than $18 million. 

Through the Delaware North Foundation, Delaware 
North and the Jacobs family provided a $1 million 
gift to the Say Yes Buffalo scholarship fund in late 
2012. The gift will help provide post-secondary 
tuition scholarships for graduates of Buffalo public 
and charter schools.
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“We are immensely proud to support Say Yes 
Buffalo’s incredible efforts to help children living in 
poverty overcome daunting challenges, continue 
their education and achieve success,” Jacobs said of 
the donation. 

Say Yes Buffalo is an education-based initiative that 
aims to improve the life course of public school 
students in Buffalo, N.Y. Say Yes Buffalo and its 
partners believe every student can graduate high 
school and college when given the proper support, 
resources and opportunities. Say Yes Buffalo 
addresses financial, academic, and health and social/
emotional barriers to educational attainment by 
students. Launched in 2012, it is the second chapter 
of the Say Yes program in New York.

Delaware North is game for  
community involvement 
Delaware North’s gaming division has a long  
history of giving back to the communities in which 
it operates. 

A shining example of this is the $1 million pledge by 
the company-owned-and-operated Southland Park 
Gaming & Racing to nearby Mid-South Community 
College, funding the Jeremy M. Jacobs Hospitality 
Program, which is named in honor of Delaware 
North’s chairman. The gaming venue, on behalf 
of Delaware North, made its third of 10 annual 
$100,000 donations to the program in July 2014. 

“I’ve been truly amazed to see the level of investment 
that the company makes at its gaming locations,” 
said E. Brian Hansberry, after becoming president 
of Delaware North’s gaming business in mid-2013. 
“What’s even more impressive is that investment 
is not limited to our physical locations and their 
business operations – although that is substantial. 
Delaware North also invests in the communities 
where it operates, establishing strong relationships 
with community leaders to work together and 
support meaningful projects.”

Meanwhile, when Miami Valley Gaming in Ohio 
opened its doors in mid-December, it donated 
$28,000 in proceeds from a VIP night to four 
charitable organizations in the Cincinnati and 
Dayton regions. Warren County Community 

Services, Cincinnati Works, Daybreak, and Cancer 
Family Care each received $7,000.

The annual Finger Lakes Gaming & Racetrack, 
Charity Cup features more than 150 participants 
from six charities from the Finger Lakes and 
Rochester, N.Y., regions, competing for their share of 
a $30,000 Delaware North donation. Organizations 
select one horse in each of the six designated races, 
earning points based on any finishing in the top 
three. The top prize for the event is $10,000. 

Hamburg Gaming near Buffalo, N.Y., kicked off 2014 
with a promotion that featured four local celebrities 
competing in tic-tac-toe against a chicken for his or 
her share of $10,000 for Western New York charities. 

Only a few months earlier, Hamburg Gaming 
associates joined forces with patrons to collect 
and donate more than 2,700 pounds of food in 
time for Thanksgiving to benefit the Food Bank of 
Western New York. Similarly, associates at Wheeling 
Island Hotel-Casino-Racetrack in Wheeling, W. 
Va., donated 50 Thanksgiving turkeys to the Soup 
Kitchen of Greater Wheeling, while Southland Park 
Gaming & Racing associates chipped in another 100 
birds for local charities in West Memphis, Ark. 

Chairman honored at Niagara  
University convocation
Delaware North Chairman Jeremy Jacobs  
was among three hospitality and tourism leaders 
who were recognized in October 2013 at  
Niagara University. 

Jacobs, along with industry executives Carsten K. 
Rath, founder and CEO of Lifestyle Hospitality and 
Entertainment Management; and Danilo Zucchetti, 
managing director of Villa D’Este, were honorees 
at the Niagara College of Hospitality and Tourism 
Management’s 13th annual convocation. 

During the reception, Jacobs received an honorary 
doctor of commercial science degree before joining 
Rath and Zucchetti on stage to speak to a group of 
more than 150 students. 



64

“I thank Jeremy, Carsten and Danilo for allowing 
Niagara University the privilege of honoring them; 
they are incredibly accomplished men,” said the 
Rev. James J. Maher, Niagara University’s president. 
“If you listened closely to their life stories, you 
heard some common themes: humble beginnings, 
overcoming significant life challenges and a pledge 
to excellence. They are each lifelong learners with 
an abiding commitment to service to their local 
and global communities. They honor us with their 
presence today.”

Following the GreenPath®
Long before green was the color of the day, Delaware 
North established an environmental management 
system to help protect the parks in its care. That was 
the beginning of GreenPath®, the first environmental 
management system (EMS) of a U.S. hospitality 
company to be registered to the standards put 
forth by the International Organization for 
Standardization (ISO).

GreenPath has been ISO 14001 registered for 
more than a decade, showing the world that 
Delaware North places a priority on environmental 
improvement and constantly looks for ways to 
shrink its environmental footprint.

The EMS that had its genesis in Yosemite National 
Park in the early 1990s is now in place companywide 
in destination resorts, sporting arenas, airports, 
gaming venues and more.

GreenPath has made a remarkable difference in our 
world, helping us divert thousands of tons from the 
solid waste stream, save millions of gallons of water, 
reduce energy consumption and devise new and 
better ways of doing things.

GreenPath has not gone unnoticed. In fact, it has 
won more than 50 awards from municipalities, 
airport authorities, professional sports franchises, 
NASA, the National Park Service, the U.S. 
Environmental Protection Agency,the U.S. Travel 
Association and others.

Delaware North earns prestigious sustainability 
award from the National Restaurant Association

Delaware North’s parks & resorts business was 
honored with the sustainability award at the 
National Restaurant Association’s third annual 
Innovation Awards in May 2014.

Thanks to the core values and initiatives of 
GreenPath, Delaware North was selected by a panel 
of expert judges for its achievements in driving 
advancement in the field of sustainability in the food 
service industry. Delaware North representatives 
accepted the award in Chicago during the gala 
event for the 2014 National Restaurant Association 
Restaurant, Hotel-Motel Show.

“We are honored to accept this award from experts 
in the food service industry, especially in the 
category of sustainability,” said Jerry Jacobs Jr., 
then a Delaware North Principal. “Delaware North 
operates in unique and exciting locations, and we 
strive to continually prove our innovative approach 
to environmental issues. We have always believed 
that GreenPath’s comprehensive and sustainable 
approach ensures continual improvement and we 
are proud to be recognized for our contributions.”

GreenPath initiatives recognized by the National 
Restaurant Association include: the creation of 
a corporate Culinary Wellbeing healthy food 
program, implementing standards for responsible 
purchasing methods and partners, associate training 
in waste management and recycling, sustainability 
communication to guests and the DiscoveryPaths 
education program for junior high school students. 
In addition, Delaware North was lauded for ISO 
14001 registration at numerous properties.

“Delaware North has taken many small steps and 
many large initiatives to ensure that we are acting 
in an environmentally responsible and sustainable 
manner,” said Rick Abramson, president of Delaware 
North’s parks and resorts business. “With this award, 
we are proud to be named among the leaders in food 
service innovation.”
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Every day is Earth Day at Delaware North, 
but on the official day itself…
Earth Day has long been a tradition close to the 
hearts of Delaware North associates.

Two keynote speakers helped kick off the 2013 
celebration. Thomas Herrera-Mishler, then 
president and CEO of the Buffalo Olmsted Parks 
Conservancy, which oversees the historic urban 
park system in Buffalo, N.Y.; and Moose Mutlow, 
new ventures director and Yosemite Environmental 
Education Center project director for NatureBridge, 
discussed a myriad of environmental topics at 
Delaware North headquarters, with the company’s 
global workforce dialed in by conference call. 

Elsewhere at Delaware North locations around the 
world, associates engaged in several earth-friendly 
activities throughout the week. 

For example, in Yosemite National Park, guests on 
April 22 were able to visit Delaware North-attended 
booths to learn about the company’s GreenPath 
efforts such as recycling, composting and Wawona 
Hotel’s certified Audubon Sanctuary Golf Course. 
Nearly 700 park visitors sampled Delaware North’s 
sustainable salad bar, which features local and 
organic produce. Other Earth Day/National Park 
Week activities at Yosemite included an Earth Day 
Bike Ride, Junior Ranger programs, an earth-
friendly product fair, photo walks with The Ansel 
Adams Gallery and stewardship projects. 

Delaware North at Yellowstone National Park led 
several community recycling events, demonstrations 
and games, and provided information on local and 
national environmental initiatives. 

Delaware North’s administrative office for 
Yellowstone, located in Bozeman, Mont., featured, 
“The Story of Stuff,” a short polemical animated 
documentary about the lifecycle of material  
goods and benefits of sustainability. The day  
also included the Bozeman Highway Cleanup. 

Sticking with the national parks theme, the 
Delaware North team at Grand Canyon National 
Park also engaged in numerous environmentally 
focused initiatives. Among the efforts, Delaware 

North manned a series of tables featuring the 
environmentally preferred grocery and retail 
products that are sold in the company-operated 
stores in the park. One of the tables boasted live 
cooking, featuring Organic Backpackers Pantry 
dehydrated foods, including spinach puttanesca, 
Yakisoba noodles, and peanut and raisin oatmeal. 
There was also a table for kids, which was 
highlighted by environmentally safe face-painting 
and arts and crafts centered on finding a creative 
use for toilet paper tubes. The day wrapped up with 
a trash pickup along the Rim Trail, from the visitor 
complex to Yavapai Point.

At Hamburg Gaming, a Delaware North-operated 
location near Buffalo, N.Y., two Earth Day recycling 
events brought in more than 12 tons of material.

The gaming venue’s green team partnered with 
SunnKing for its E-Scrap for Camp fundraising 
effort. Electronic waste was recycled to raise money 
for the nonprofit Camp Good Days and Special 
Times. For every pound of recyclable electronics, 
SunnKing made a monetary donation to the camp, 
which benefits children, adults and families whose 
lives have been affected by cancer and other life 
challenges. Hamburg Gaming associates and local 
residents brought in more than 16,200 pounds of 
scrap electronics in eight hours.

Hamburg Gaming also offered paper shredding 
services through its vendor Shred-It, which resulted 
in collecting and shredding 8,500 pounds of paper 
in four hours. This event also helped raise awareness 
of and promoted prevention of consumer fraud and 
identity theft. 

Meanwhile, about 85 miles east in Farmington, 
N.Y., associates from the Delaware North-owned-
and-operated Finger Lakes Gaming & Racetrack 
removed debris from the sides of a 2-mile stretch of 
adopted highway.
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Awards and Recognition 
2013 – 2014
Chairman honored at Global Sports Summit 

  Jeremy Jacobs, owner of the NHL’s Boston Bruins 
and chairman and then CEO of Delaware North, 
is honored with the St. Jude Award for Inspiration 
in Sports 2013 at the Global Sports Summit in 
Aspen, Colo. Jeremy Jacobs, along with Jerry 
Jacobs Jr., then principal of Delaware North 
and alternate governor with the Boston Bruins, 
accepts the award at a gala dinner. 

Chairman and Mrs. Jacobs honored  
for historic preservation efforts

  The National Association for Olmsted Parks 
honors Delaware North Chairman and then CEO 
Jeremy Jacobs and his wife, Margaret Jacobs, with 
the inaugural Olmsted Legacy Award. The award 
is presented to an individual or organization for 
excellence in preserving and furthering the work 
of the Olmsted firm. The Jacobs were honored 
with the award for their efforts in preserving their 
Olmsted-designed landscape at Deeridge North 
Estate in East Aurora, N.Y.

Delaware North at Yosemite named business  
of the year

  Delaware North at Yosemite is named the 2012 
business of the year at the 2013 Mariposa  
County Chamber of Commerce installation  
and awards dinner. 

Delaware North receives 2013 international 
Adrian Awards for advertising in the hospitality 
and travel industry

  Kennedy Space Center Visitor Complex  
is honored with a gold award in the complete 
campaign category for its advertising  
campaign promoting the Up-Close Tours at 
Kennedy Space Center. 

  The Park Gate Lodges at Yellowstone wins a 
silver award for the launch of a new website, 
which successfully helped market the three 
hotels owned and operated by Delaware North 
in West Yellowstone, Mont., near the west gate 

of Yellowstone National Park. The single website, 
developed by Delaware North’s digital marketing 
group, has helped efficiently target the same 
potential customers with Web search and paid 
media efforts. 

  Tenaya Lodge at Yosemite wins a bronze award 
for repositioning its advertising campaign to 
highlight new dining venues, a new spa and 
more resort activities. The campaign has helped 
significantly boost the number of leisure travelers 
staying at Tenaya and the amount they are 
spending during their stays. 

  Sequoia National Park wins a bronze award 
for the design of its new website. Sequoia, with 
fewer lodging accommodations and less national 
exposure than nearby Yosemite National Park, 
needed a website that more effectively conveyed 
the experience of the destination. 

Delaware North named a finalist in best places to 
work contest 

  Delaware North is named a finalist in Buffalo 
Business First’s “Best Places to Work” in Western 
New York contest. 

Daytona Beach Kennel Club & Poker  
room earns Enterprise Award

  The Daytona Regional Chamber of Commerce 
in early 2013 presents General Manager Dan 
Francati and the Delaware North-owned-and-
operated Daytona Beach Kennel Club & Poker 
Room with the Enterprise Award, which is given 
to a business or industry that has a significant 
economic impact in the community.

CNN names Food Network Kitchen in  
best-of article 

  In a story titled “Best eats at 20 busiest U.S. 
airports,” CNN writer Beth Kaufman sings 
the praises of the Delaware North-operated 
Food Network Kitchen in the Fort Lauderdale-
Hollywood International Airport. 
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Sportservice president receives Otterbein Special 
Achievement Award 

  Delaware North Sportservice President John 
Wentzell is recognized with the Otterbein 
University Special Achievement Award in April 
2013 at the Alumni Weekend Awards Ceremony 
Celebration in Westerville, Ohio.

The Ahwahnee included in AAA’s  
diamond ratings 

  When global travel advisor AAA announces its 
diamond ratings, The Ahwahnee Dining Room 
in Yosemite National Park, operated by Delaware 
North, makes the grade. The location receives 
three of four possible diamonds in the historic 
restaurants category.

Lizard Island recognized by global  
travel website 

  HotelsCombined, a global hotel search engine 
website, reveals 33 hotels and resorts in its 
inaugural Stellar Stays list for 2013. Delaware 
North-owned-and-operated Lizard Island Resort 
is among them.

Delaware North honored at the 2013 Australian 
Gourmet Traveller Awards 

  El Questro Homestead, owned and operated 
by Delaware North, is voted the Best Outback 
Experience at the 2013 Australian Gourmet 
Traveller Travel Awards. 

Kennedy Space Center Visitor Complex honored 
with NASA’s Executive Safety Forum award 

  Thanks to quick thinking and effective decision 
making, members of the Delaware North team 
at Kennedy Space Center Visitor Complex are 
honored by NASA with its Executive Safety 
Forum Certificate of Recognition.

Finger Lakes Gaming & Racetrack  
named employer of the year 

  Finger Lakes Gaming & Racetrack, owned and 
operated by Delaware North, is recognized as 
employer of the year by Wayne ARC. The Wayne 
County chapter of NYSARC is a non-profit 
organization that helps individuals – including 
those with special needs – find employment. 

Bruins win 2013 Dillman Award for  
excellence in media relations 

  The Boston Bruins’ communications staff is 
awarded the prestigious Dick Dillman Award for 
the NHL’s Eastern Conference. The prize is given 
annually to the team judged to be the best in 
media relations by members of the Professional 
Hockey Writers’ Association. The award is 
presented at the 2013 NHL Draft in Newark, N.J.

Sportservice team in Minneapolis  
recognized for sustainability 

  The Delaware North Sportservice team from 
Target Field in Minnesota is recognized in the 
August edition of Venues Today, the magazine’s 
2013 Silver Spoon Award edition spotlighting 
organizations that make the fan experience 
memorable. 

  Sportservice and Major League Baseball’s 
Minnesota Twins are awarded Best Sustainability 
Initiative for 2013, thanks to a partnership with 
Roots for the Home Team. Through the program, 
participating youth from ethnically diverse areas 
of the Twin Cities develop and sell tasty, creative 
salad recipes at Target Field using the vegetables 
and herbs they have grown.

Tenaya Lodge demonstrates ‘green’ leadership 

  The California Department of General Services 
Statewide Travel Program recognizes Delaware 
North for its sustainable efforts at Tenaya Lodge 
at Yosemite. 
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Delaware North gaming property wins  
industry awards at Las Vegas Casino  
Marketing Conference

  Delaware North-owned-and-operated Finger 
Lakes Gaming & Racetrack wins a gold award 
during the 2013 Casino Marketing Conference 
in Las Vegas, thanks to community relations 
efforts. It also receives five honorable mentions 
in categories such as promotions, direct-mail 
campaigns and VIP host initiatives.

Salt Lick Bar-B-Que named a top-10  
U.S. airport eatery

  Salt Lick Bar-B-Que, operated by Delaware North 
at the Austin-Bergstrom International Airport, is 
one of the winners in the best U.S. airport food 
category in the 2013 10 Best Readers’ Choice 
Travel Awards, sponsored by USA Today. 

Two Delaware North-operated airport eateries 
highlighted in industry article 

  Birchbox.com, a popular delivery service with 
a strong e-magazine, posts a story in mid-2013 
titled “6 Airport Meals to Eat Before You Die.” 
Of the six, two come from restaurants operated 
by Delaware North: Dooky Chase in Louis 
Armstrong New Orleans International Airport 
and The Salt Lick Bar-B-Que in Austin-Bergstrom 
International Airport. 

The Ahwahnee ranks as one of Northern 
California’s best

  The Ahwahnee hotel, operated by Delaware North 
in Yosemite National Park, is voted one of the 
top resorts in Northern California in Conde Nast 
Traveler’s Readers’ Choice Awards.

The Lodge at Geneva-on-the-Lake honored  
by Ohio EPA

  The Lodge at Geneva-on-the-Lake, operated 
by Delaware North, is awarded the Ohio 
Environmental Protection Agency (EPA) 
Encouraging Excellence Award at the bronze 
level. The lodge is recognized for its recycling 
efforts, water conservation and energy efficiency.

Kennedy Space Center Visitor Complex executive 
awarded NASA medal

  NASA awards its Outstanding Public Leadership 
medal to Darlene Koenig, vice president of 
development for Delaware North at Kennedy 
Space Center Visitor Complex, citing her notable 
leadership accomplishments during a long and 
distinguished career. Koenig received the medal 
from Kennedy Space Center Director Robert 
Cabana in August 2014.

Chairman featured in New York Times

  Delaware North Chairman Jeremy Jacobs is 
featured in a December 2014 New York Times 
story, “A Life Lived Between Buffalo and Boston, 
with a Touch of Sports.” The story noted the 
chairman’s leadership of Delaware North since the 
age of 28, his ownership of the Boston Bruins and 
some of his cherished mementos.

Delaware North UK recruiter wins award

  Delaware North’s Kerry Richards, who leads the 
company’s United Kingdom recruitment team, 
is named Best In-House Recruiter, outlasting 
competition from more than 100 companies, in 
the In-House Recruitment Network’s 2014 awards.

Executive Assistant to Delaware North’s managing 
director of Australian operations recognized

  Deidre Swan, executive assistant to Gary Brown, 
managing director of Delaware North’s Australian 
operations, was named Executive Assistant of the 
Year by the CEO Magazine at its November 2014 
gala in Sydney.

Delaware North a finalist in National 
Geographic’s World Legacy Awards

  Delaware North is included in the list of 15 
finalists – out of 150 entries – in the inaugural 
National Geographic World Legacy Awards, 
with the winners set to be announced in 
March 2015. Delaware North is recognized 
for its environmental management efforts in 
its hospitality and other visitor operations at 
Yosemite National Park. 
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