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June 1, 2026

Auditor Timothy M. O'Brien, CPA
Office of the Auditor

City and County of Denver

201 West Colfax Ave., Dept. 705
Denver, Colorado 80202

Dear Mr. O'Brien,

The Office of the Auditor has conducted a performance audit entitled “Airport Operating Revenue.”
This memorandum provides a written response for each reportable condition noted in the final
draft of the Auditor’s report, which was sent to us on May 21, 2026. This response complies with
Section 20-276 (c) of the Denver Revised Municipal Code.

Please see the subsequent pages for our responses to each recommendation and contact Michael
Biel at 303-342-2158 with any questions.

Sincerely,

Michael Biel

Chief Financial Officer

CC:

Valerie Walling, CPA, Deputy Auditor

Dawn Wiseman, CRMA, Audit Director

Patrick Schafer, CPA, CFE, CIA, MBA Senior Audit Manager
Carl Halvorson, CIA, Audit Manager
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Airport Operating Revenue

Denver International Airport
June 2026

AUDIT FINDING 1
Billing process weaknesses result in overbilling and uncollected revenue

RECOMMENDATION 1.1

Improve accuracy of gate-use billing

Denver International Airport’s senior vice president of accounting should ensure the
department creates and implements policies and procedures for coordinating, calculating,
and reviewing gate-use invoices. These policies and procedures should be reviewed,
updated, and finalized annually to ensure amounts billed are correct and processes are
followed consistently. Once finalized, the department should ensure appropriate staff are
trained on these updates annually.

Agency response: Agree

Target date to complete implementation activities: 8/31/2026
(Generally expected within 60 to 90 days)

Specific point of contact for implementation
Heidi O'Neil, Senior Vice President of Accounting

Provide a written response

DEN has overall revenue policies in place for airline billings and will update them annually to provide
clear guidance on airline billings, including gate usage. DEN follows the procedures for airline billings
outlined in PropWorks manuals.
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RECOMMENDATION 1.2

Update gate-billing procedures

Denver International Airport’s senior vice president of airline and commercial affairs
should ensure the department’s policies and procedures for gate billing are updated
annually, aligning with contract requirements. Gate-billing practices should also be
reviewed, updated, and published annually to ensure documented policies are current.

After implementing changes to policies and procedures, the airport should also ensure all
stakeholders and relevant staff are aware of changes made to gate billing procedures by
notifying airlines and providing training to staff. Billings should also be reviewed for
accuracy and to confirm staff’s compliance with changes.

Agency response: Agree

Target date to complete implementation activities: 9/30/2026
(Generally expected within 60 to 90 days)

Specific point of contact for implementation

m George Karayiannakis, Senior Vice President, Airline and Commercial Affairs

3033422418

Provide a written response

DEN will ensure the department’s policies and procedures for gate billing are updated annually to
align with contract requirements. Gate-billing will be reviewed, updated, and presented annually to
the Airlines.
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RECOMMENDATION 1.3

Align procedures for late payments with contract requirements

Denver International Airport’s senior vice president of accounting should enforce the
airport’s contract terms to charge airlines interest on late payments.

Agency response: Agree

Target date to complete implementation activities: 12/31/2026
(Generally expected within 60 to 90 days)

Specific point of contact for implementation

m Heidi O'Neil, Senior Vice President of Accounting

3033422218

Provide a written response

Implementation of interest charges on late customer payments in PropWorks remains a priority, and
efforts are underway to initiate this work in the third quarter of 2026.

RECOMMENDATION 1.4

Develop procedures to apply year-end credits

To prevent large lingering credits on accounts, Denver International Airport’s chief financial
officer should coordinate the airport’s Finance Division to develop, document, and
implement procedures to include credit application to outstanding balances as part of the
year-end settlement.

Agency response: Disagree

Target date to complete implementation activities: Select a date.
(Generally expected within 60 to 90 days)

Specific point of contact for implementation
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Michael Biel, Chief Financial Officer

Provide a written response

The year-end settlement consists of two components: year-end adjustment and airline revenue credit.
DEN can explore changing how the year-end adjustment is applied to outstanding invoices. The Use
and Lease Agreement (ULA) requires the airline revenue credit to be applied against future rates and
charges. Any change to this portion of the ULA, to accommodate this recommendation, would require
the airlines to approve this change.

AUDIT FINDING 2
Operations do not align with policies and procedures

RECOMMENDATION 21

Recommendation label provided by audit team from audit report
Denver International Airport’s senior vice president of airline and commercial affairs
should:

- Revise procedures to include current inspection processes to confirm whether airlines are
using only agreed-upon leased spaces.

« Ensure inspection procedures include sufficient detail, identifying information to include
with inspections reports.

- Determine whether the inspection form includes all necessary inspections steps and
whether the form should still be included with inspection reports.

« Ensure procedures include sufficient detail on expected inspection follow-up activities.

- Identify documentation needed to demonstrate an airline and relevant airport
department resolved inspection.

« Provide airlines and relevant airport departments with a copy of the report after
inspections.

« Ensure monitoring processes confirm inspections and follow-up activities to identify
whether inspection findings have been resolved.

Agency response: Agree

9/30/2026

Target date to complete implementation activities:
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(Generally expected within 60 to 90 days)

Specific point of contact for implementation
George Karayiannakis, Senior Vice President, Airline and Commercial Affairs.

3033422418

Provide a written response

DEN will ensure airlines are using only agreed-upon leased spaces. Inspections will be standardized;
DEN will determine whether the inspection form should still be included with reports based on our
updated procedures and ensure follow-up activities are monitored and captured when completed.
Standard Operating Procedures will include expected follow-up activity cadences for inspections. The
tenant and relevant departments will receive a copy of the report.

RECOMMENDATION 2.2

Update gate-use policies and procedures

Denver International Airport’s senior vice president of airline and commercial affairs
should ensure the department updates its gate-monitoring policies and procedures,
ensuring it gives sufficient, specific details on effective gate-monitoring steps and covers
all relevant department practices and processes.

Agree

Agency response:

Target date to complete implementation activities: 713112026

(Generally expected within 60 to 90 days)

Specific point of contact for implementation
George Karayiannakis, Senior Vice President, Airline and Commercial Affairs

Provide a written response

DEN will ensure that procedures are updated to include specific details on effective
monitoring of gate utilization.
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RECOMMENDATION 2.3

Review rates and charges settlement procedures

Denver International Airport’s senior vice president of financial planning should establish a
regular review schedule to confirm or update year-end settlement procedures to ensure
settlement reports are accurate and complete. This review should be completed before
beginning the year-end settlement process for that year to accurately reflect any changes
to cost centers or exhibits.

Agency response: Agree

Target date to complete implementation activities: 9/30/2026
(Generally expected within 60 to 90 days)

Specific point of contact for implementation

m Dan Horn, Senior Vice President of Financial Planning

303422437

Provide a written response

DEN will update rates and charges settlement procedures and review each year, prior to the year-end
settlement process.

RECOMMENDATION 2.4

Revise accounting procedures

Denver International Airport’s senior vice president of accounting should ensure processes
are documented in accounting procedures to outline when and how billing adjustments for
airline space changes are handled and entered in PROPworks after the date of the change.

Agency response: Agree

8/31/2026

Target date to complete implementation activities:
(Generally expected within 60 to 90 days)
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Specific point of contact for implementation
Heidi O’'Neil, Senior Vice President of Accounting

Provide a written response

DEN will review existing procedures for billing airline space changes and update them to incorporate
more specifics on when and how those changes should be billed after receiving the appropriate
change form notifications from Airline Affairs.
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