






Departmental Business Plan and Outlook 
Department Name: Miami-Dade Aviation Department 
FY2022-23 & FY2023-24 

Our Customer 

The Miami-Dade Aviation Department (MOAD) operates the Miami-Dade County Airport 
System which consists of Miami International Airport (the Airport or MIA) and four general 
aviation (GA) and training airports: Miami-Opa locka Executive Airport (OPF), Miami Executive 
Airport (TMB), Miami Homestead General Aviation Airport (X51 ), and Dade-Collier Training and 
Transition Airport (TNT). More than 36,000 people are employed in the Miami-Dade County 
Airport System. Our customers include, but are not limited to airlines, passengers, 
meeters/greeters (residents picking up travelers); and internal customers (Miami-Dade Police 
Department, Miami-Dade Fire Department, cargo handlers, federal agencies, concessionaires, 
fixed-base operators, vendors, permittees, construction firms, contractors, and employees). 
Additionally, trade groups, local schools, universities, business and industry associations, 
consulates and other groups, request and receive airport facility tours and presentations. 

We believe that everyone at the airport is an ambassador for the MIA brand. To that end, each 
employee with an MOAD ID badge is required to complete a customer service training course 
before they receive their badge. In 2021, MOAD began leveraging technology to provide 
customer service training course online, which allows MOAD to modify and deploy courses 
more efficiently. Initially these classes were offered in English and Spanish only, but we plan to 
offer this course in Creole in the near future. 

In September 2021, J.D. Power named MIA the "Best Mega Airport in Passenger Satisfaction 
for 2021." With a score of 777 out of 1000 points, MIA ranked highest among mega airports in 
bag claim, food and beverage, and retail. Not resting on our laurels, MOAD continues to work 
with J.D. Power to conduct the MIA Passenger Terminal Study. This study will detail 
passengers' opinions, viewpoints and attitudes on MIA's terminal facilities and services. The 
survey will also identify the demographic profile, spending habits and travel patterns of MIA's 
passengers. Conducting this survey is essential to MDAD's Customer Service planning 
strategy as it will aid in the creation of an excellent guest experience at MIA. 

MOAD strives to integrate accessibility and inclusivity in airport programs, services, and 
amenities to improve the travel journey for all passengers, including those with disabilities -
efforts which align with two (Equity and Engagement) of the Mayor's 4Es. To that end, in 2022 
Miami International Airport (MIA) won the Civil Rights Advocate and Partner Award from the 
Federal Aviation Administration (FM) during the 13th Annual National Civil Rights and Training 
Conference for Airports. MOAD won the award for its continued efforts in awareness of 
accessibility programs which included myMIAcess, the airport's dedicated platform for 
passengers to access all accessibility services and amenities, as well as the Hidden Disabilities 
program and multi-sensory rooms. 

Part of MIA's initiative to improve the traveler journey and provide greater ease of travel has 
included the launch of MIA Reserve in September 2022, a virtual queueing pilot program that 
allows passengers to reserve their spot in the security checkpoint line before they arrive at the 
airport. Furthermore, the airport is undergoing its full Biometric deployment for all passenger 
boarding gates which officially commenced in October 2022. In addition, MIA is working with 
the Transportation Security Agency (TSA) to improve checkpoint throughput capabilities by 
acquiring new computer tomography machines. Cargo and airfield facilities are also being 
assessed for how they can be optimized or modernized. 
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Strategic Alignment, 4E, and Thrive305 Summary 
The following are the Strategic Plan goals and objectives that are supported by the Aviation 
Department's most important activities. Asterisks (*) denote featured objectives, which relate to 
mayoral priorities. 

• An environment that promotes a growing, resilient, and diversified economy (ED1)
o Continue to leverage Miami-Dade County's strengths in international commerce,

natural resources, and recreational and cultural attractions (ED1-4)
o Provide world-class airport and seaport facilities (ED1-5).

• Provide resilient, well maintained, modern, and comfortable transportation vehicles,
facilities and structures* (TM3-2)

• Excellent, engaged and resilient workforce (GG2)
o Attract and hire new talent to support operations (GG2-1)
o Promote employee development and leadership (GG2-2)

• Effective leadership and management practices (GG4)
o Effectively prioritize, allocate and use resources to meet the current and future

operating and capital needs for all our residents* (GG4-2). Note for MOAD,
replace "residents" with "customers"

o Reduce County government's greenhouse gas emissions and resource
consumption* (GG4-3)

o Lead community sustainability efforts and climate change mitigation and
adaptation strategies* (GG4-4)

4E (Environment, 
Thrive 305 Priority 

Selected Measure Name Equity, Economy, or 

Engagement) 
or Action 

EX: Selected measure name (from Scorecard or Budget 
Economy Action 5.1 

Book Narrative) 

Community Business Opportunity Meetings/Outreach 

Activities & Workshops Economy Action 5.1 

% of Airport Concessions Joint Venture Leases with ACDBE 

Minority Partners Economy Action 5.1 

Airport workers trained through "Miami Begins with MIA" Engagement 

New Passenger Routes Economy 

Landing Fee Rate Economy 

Recycle 300 Tons of Cardboard Environment 
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