
 Customer Service Act ion Counci l  

MSP Nice Award Program Overview 
 
 The MSP Nice Award is administered by the Metropolitan Airports Commission in partnership with the 
MSP Customer Service Action Council. The intent of the program is to recognize and reward MSP employees 
who exhibit excellent customer service as described in the MSP Airport Customer Service Standards. 

 Employees are awarded when recognized by the customer they are serving or a member of  the traveling 
public for excellence in customer service. Any employee with a valid MSP Security Badge is eligible. 

 Comments may be submitted via email, comment cards, voicemail or written letters. If an employee’s 
manager/supervisor receives a comment about that employee they should submit it to: Steve Gentry, MAC, 
Customer Experience and Operations Analyst, 4300 Glumack Dr., LT-3115, St. Paul, MN  55111.  Email: 
steven.gentry@mspmac.org.  

 Upon receipt of the compliment the Customer Experience and Operations Analyst notifies Deb 
Piwoschuk, MAC, Airport Services Coordinator.  She then arranges with the employee’s manager/supervisor 
for a time and location to present the award. 

 The MSP Nice Award consists of: a framed recognition certificate with the compliment received, a $10 
MSP Airport food & beverage gift certificate, and a recognition pin.  The employee’s manager will receive a 
document featuring a photo of the recipient receiving the award and a copy of the compliment received.  
Whenever possible, the originator of the compliment will also receive a copy of this document featuring the 
employee they complimented. 

 There is no limit on the number of times an employee can receive an MSP Nice Award. 

 Recipients of the award may also be recognized in the Customer Service Action Council E-News and/or 
other promotional material for MSP.         

  

 

MSP Airport Customer Service Standards 
 

1. Assure Safety and Security — Our 1st Priority 
 -Be aware of your surroundings 
 -“See something-Say something”/Report suspicious activities and unattended bags by calling 911 
 -Know, understand and abide by the rules of the MSP Badge 

2.   Employ the Circle of Assistance 
 -Be on the lookout for customers who look like they need assistance 
 -Be proactive and approach these customers 
 -Your badge and/or uniform signals to others that they can rely on you for help.  Say, “How may I help you?  I work here.” 
3. Promote Teamwork 
 -Work across airport organizations to help our common customer 
 -treat everyone you interact with as a valued customer including co-workers and airport partners 

4. Embrace “Going Your Way” 
 -Go out of your way to help customers on their way 
 -When requested, direct customers toward their destination or another resource, like an information booth or an airport 
 assistance phone.  When possible, walk them there 

5.   Be “MSP Nice” 
 -Smile and greet each customer 
 -Be approachable and take initiative 
 -Patiently listen 
 -Know our airport; its layout and amenities 
 -Add a pleasant closing and help the customer on their way    8/2013 


