CUSTOMER SERVICE ACTION COUNCIL MINUTES
Thursday, August 10", 20203
10:00 AM —-11:00 AM

Terminal 1: Commission Chambers Number of attendees: 47
1. Welcome & Introductions Bridget Rief
2. Public Service Announcements Katlyn Schenck
3. Committee Updates Bridget Rief
4. Customer Experience Updates Phil Burke
5. Construction Updates Puneet Vedi
6. Q2 ASQ Results Steve Gentry
Welcome and Introductions Bridget Rief
Public Service Announcements Katlyn Schenck
*
MSP Airport Managers and Supervisors A&&* S'M\R
Recognize your employees or TE AM
volunteers as MSP All-Stars today!
At MSP Airport, caring for our customers has always
ma'ms':gm »!:“'::ymamgs"sTh‘::ifs:]insms"We ‘When considering who to nize,
:Inayers by idenlifyﬁg them as an MSP AllStar, keep the mmm: criteria mm *
As recognition for making the MSP experience great for Does this person consistently
b"":ma"" ﬂ;@m‘:g‘ﬁ program m""" exhibit one or more of the
gu e d;gil';lscree;!s m|mm Noht following behaviors... *
information monitors in the terminals.
The pr:;:e:s I:e s:;v;:le: - x mﬁzﬁ&ﬁmx’w
beeve hi».g:u b ”ﬁiz":u"'{:se'&;f;‘;."%’““ o et ke Meron Taddese
iteria liste ight, i it " " =
rlpanhdli k. Proactivly seeks cpportunitiss Hu'ﬂ:l?piisggrtgﬁsc;f\rﬂ;?;ger
Obtain their approval to display their image and normal duties
recognize them publicly in the airport terminals
<4 Promotes teamwork across the
Obtain headshot images of the individuals for airport community
use on the digital screens
: 7 »* ProviflssexcellentseMcem
Vs B i P vaveers

We'll take it from there!

PUbliciServicerAnnouncements

@ 2023 CAMP PROGRAM

% o) JUNE-AUGUSH| @

1,000's of unaccompanied minors traveling through MSP g

Help campers find their rally point on the Upper Mezzanine

Note: Camp Thunderbird rally point will be located at Ground Transportation
in the SilverRamp.




CUSTOMER SERVICE ACTION COUNCIL MINUTES
Thursday, August 10", 20203
10:00 AM - 11:00 AM
Terminal 1: Commission Chambers

MSP Creates,
employee art show is MSP CREATES 2023
approaching its 13t -

year! All skill levels

5 [
are invited to display R e I St ra tl 0 n
their art
professionally. There
are even cash prizes! 0 P E N
Anybody in the MSP ¥

community, including
immediate family is
invited to participate.
Registration is open
until October 27,

SCAN TO
REGISTER

Hosorable Mestion MSP Creates 2177

PLANE PULL

MSP Airport | Saturday, Sept. 9, 2023

—-—
h
Al A

—

L ||

Are you strong enough to pull a plane?
Gather your strongest friends and find out! The Plane Pull is an annual

fundraising event where teams of up to eight people compete to see who I ] S - ) = o WU o WP ! s
e i e e S https://www.youtube.com/watch?v=0rGqprQgoq0

the tarmac, each team raises at least $1,000. Not only will you be breaking a

sweat, you'll also be breaking down barriers for people with intellectual
disabilities—100% of funds raised support Special Olympics Minnesotal

On Saturday, September 9, bring your crew to MSP Airport and get ready to pull. Hang out in an
airplane hanger and enjoy music, food, and fun activities for the whole family!

....................
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Relay for Life MSP Airport:
https://secure.acsevents.org/site/STR?

id=105547

DELTA'S DAY OF HOPE

MSE. AIRRORT - Through funds donated, time given, or awareness raised, our communities are
Rel ay fo r Llfe teaming up - virtually or in person - to make a difference. When we rally together
in the fight against cancer, we can accomplish anything. At Relay For Life no
donation is too small, gach.and.every dollar counts. Your donations help fund
groundbreaking cancer research, patient care programs, and can make a

difference in communities like ours. With every donation, you are helping the
American Cancer Society save lives.

The Relay For Life movement is dedicated to helping communities attack cancer.

Silent Auction - Food - Games - Information - Ceremonies

SEPTEMBER 15, 2023

10:00 AM - 4:00 PM REGARTORLIEESE: *
MSP Airport Community
Join us as hundreds of airports around the world follow
our lead. For more information or to register your team: =%
RelayForLife.org/deltamsp @ @
SEPTEMBER 15, 2023 DELTA AIR LINES INC FOLLOW EVENT

fv

Delta Event Lead — Que Vu que.vu@delta.com

H(&PE

3. Committee Updates Bridget Rief
Committee Chair Update
Abby Kes
R CSAC
All are invited on the \)\\!\N\E O U
Airfield Tour for our ) ‘*_, @

next CSAC Forum.

Monday, August 28",
1lam-1pm- lunch

provided!
Monday, August 28, 2023
Please use the QR code 11 a.m. - 1 p.m. * Lunch Provided
to register by August
rorum 21st, RSVP by August 21
pickup and Drop ot P s

with questions.

will be @ the Silver
Ramp.

*Tip* Zoom in to m
make code larger to ~ 7

register
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Travelers
Advisory
(TAC)

Phil Burke
Met on July 31%t for the
return of in person
meetings! Thanks to
Ikes/PGA for hosting.
The group discussed
ASQ results,
Accessibility, and Air
Service updates.

o TAC Building a team of frequent travelers

A1travel

ALTOUR

Meet again

Monday, July 31%t

Y

Travelers
Advisory with
Disabilities
(TDAC)

Phil Burke

Will meet again
September 11",
Bridget shared her
appreciation to Phil and
the group for their
work as it helped
enhance their grant
applications, which in
turn will help us move
forward to be the most
accessible airport in the
world!

Benchmarking

Phil Burke

Last met

Monday, June 12t

Building on
Success

Angela Enroth
The T2 employee
lounge is now open!
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MSP JOBS

Registration Open!
L0/ NSl  MSP JOB FAIR

vl e Wednesday, September 13th

HUNDREDS OF

Jay Noseworthy

- ¢

Save the date for the | S ) il
next job fair- Silver Ramp
September 13! 11am-3pm
Registration is now . h
open, until September Reg|5ter by September4t

4%,

Registration is also
open for the next

MSP Jobs Workforce English
classes, starting on .
8 Workforce English Classes

September 13t
The class will meet — —
Wednesday and
Thursday from 2pm-
4pm.

Registration Now Open:

rall sessions starting September 13"

Wednesday and Thursday, 2pm-4pm
¢ Room LT-3185 (Above Settebello Pizzeria in T1) * Graduation Ceremony at CSAC Meeting

* Managers and HR Reps: Registration now at

* Hybrid - Virtual/In-Person; iPads provided
MSPJobsCommittee @mspmac.org

* Free to all MSP Employees

Katlyn Schenck

A reminder to continue
to send in your

unSOIIC!tEd CUStor_ner The MSP Nice Award consists of:
compliment stories
* Framed certificate of recognition
. before the end of the
MSP Nice | ﬁ
year: * Service Professional Pin =

« $25 Target gift card
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Kerry Forbes

Save the date- January
10t, 2024! Interested
in joining the
committee? We meet

after CSAC every CSAC COMMITTEES
month!

MSP Nice
Celebration

Kerry Forbes

Be on the lookout for

MSP Nice Celebration more info on how to be

a Celebration sponsor!
We have 3 levels of
sponsorship ranging

-

Please consider being a
from $2500-$1000. > sponsor:

Support from our
airport community is
what keeps this event

running!
Information on how to be a
sponsor is coming soon!
Continue to send in ey F— i o ations are ope ow fo
your nominations for RS HUe z 0 - 5
Airport Customer the 2023 Customer : ’ —pt o
Service Hero Service Hero. .... ; ‘

Nominations are
accepted year round.
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Customer Experience Updates- Phil Burke
Phil shared an update on the Extended Stay program @ MSP.

Extended Stay Program

- KEY INFORMATION- NUMBER OF STRANDED
PASSENGERS WILL DETERMINE LEVEL OF
ACTIVATION

= LESS THAN 300- MATS DELIVERED BY CLEANING
CONTRACTOR TO PREIDETERMINED LOCATIONS
(MAIN MALL, C16, T2)NOTIFY MAC CX
SUPERVISOR.

MORE THAN 300 BUT LESS THAN 1,000 THE
ABOVE, PLUS IF REQUEST IS MADE BEFORE 8PM,
AN EVERBRIDGE NOTIFICATION IS SENT TO
ENCOURAGE ADDITIONAL STORE HOURS. CALLS
ALSO MADE TO MC'D’S, CAMBDEN, HUDSON.
MORE THAN 1,000- THE ABOVE, PLUS NOTIFY
MAC FACILITIES OMCALL PERSON

Mats requested by month

2,500
2,246

1380 1,485

| |
lan F

eb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Month

Mats distributed
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Extended Stay Guide

Print - provided at all information booth locations
* Digital - mspairport.com website
¢ Updated as necessary. Last revision was March 2022. Next revision is currently under

construction.

Airline Information

When Your Flight is Canceled Due to Weather
Airlines will make every effort to provide certificates
for discounted hotel rooms to all customers strandad

due to flight Haweever,
each customer is responsible for paying for their
dati meals and ground i

Policies regarding phone calls, refunds, and other
possible expenses vary among airlines. Copies of
each airline’s Contract of Carriage can be found st their

reprasentatives are also avaiable st the Police
Operations Center near Door 1 on the Amivals level.
Or, in non-emergency situations, contact the police
by phone at 612-726-5577. For emergenciss, disl 911
from any phone, including the blue Airport Assistanos
courtesy phones. Lock for the blus light on the wall.

7 Severe Weather

When a severe weather waming is issued for an

area that ncludes the arport, both audible and visual
will be made to advise travelers of the

individual ticket counters as well as on their

Rebooking When Your Flight is Canceled

Airlines typically offer rebooking services at their gates,
tickat and, for Delta atthe

Need Help Centers. You can also call the airlines’
tolkfree numbers or use their online services.

If you are & Delta Air Lines passenger, the easiest way
to rebook your flight is to stop by one of its Need Help
Centers. Here you can scan your current boarding pass
to be rebooked on the next available flight or spsak with
a raservation agent. Nead Help Centers are located on
Concourses A, B, C, D, F and G. Also, any agent in the
Departures bbby can assist you.

Claiming Your Luggage When Your Flight is Canceled

If your flight is cancsled, your aifine will sutomatically
transfer all checked luggage to a later flight departing to
your destination. If you decide not to travel and are a Delta
passenger, please visit one of Delta's beggags ssrvice
offices (on the Amivals levell to file a claim. For all other
sirlines, please visit their bag claim office to request your
luggage, or check with an sifine agent. When there are

8 high number of flight cancellation, luggage recovery
efforts may be more difficult.

If you need medication from your checked luggags,
airlines will make every attempt to retrisve it for you.

Go to your airline's baggage claim offica onon the Arrivals
lewvel and explain your need, or check with an agent

from the airline for assistance. You will need to provids a
description of your bag. (See Dining and Shopping Outsids
MSP Airport for 24-hour pharmecy information.)

Security/Emergencies
Security Checkpoints
If you exit the airport's secure area and wish to
re-enter, you will need to have a boarding pass that
has been issued within the last 24 hours. Present
this boarding pass and your government-issusd
phato ID at any security checkpoint. At least ons
security chedkpoint is open 24 hours per day.

[‘] Airport Police
Airport Folice officsrs are evailsble 24/7 In addition
to the officers who patrol the terminal, police

conditions and to encourage them to take shelter, if
Ar may be made th h

Y-
the airport or in gate areas.

Dining, Shopping and Services
" Dining and Shopping at MSP Airport
Mast dining and shopping estabishments in the secure
W area are open during evening hours, and some locations
may stay open later dspending on the situstion. Outsids
the secure area, vending options provids packaged and
frash food offerings.

Passengers can use their mobile devics /“iP\
f \

to order food and drink from 15 venues "

for pickup ordelivery in Terminal 1. No | / |
app is needzd. Order through the dining \\ () /
and shopping Ink at mspeirport.com. 4SAS

Dining and Shopping Outside MSP Airport

Mall of America MOA) is 20 minutes away via Light Rail.
It offers a varisty of dining, shopping and entertainment
options. For more information, contact MOA guest
servicss at 952-883-8013. vaww. mallofamerica com

Walgreen's at 4547 Hiawatha Avenus in Minneapclis
has a 24-hour pharmacy and is accessible via the 46th
and Hiawatha Light Rail stop. The pharmacy number is
612-722-4249.

- Electronic Device Charging
Blectrical cutlets are located throughout the teminal
and can be used to charge mobile devices and lsptops.
Specific locations include the Airport Mall food court, and
the food courts on Concourses A, C, E and F. Defta Air
Lines also provides charging stations at most of its gates.

(@ Airport Assistance Phones

Airport Assistance phones are located throughout the
airport. Lock for the blue light on the wall. Use these to
obtain assi and information 8a.m. and
10 p.m. by dialing 201. For paging assistance betwsen
10 p.m. and 8 a.m., dial 228. If you receive a recording,
please bs patient. Airport representatives will answer
calls in the order they are recsived.

=

Ground Transportation

Regional and Local Transportation Options
Several ground transportation companies provide
sarvics from MSP Airport to regional destinations.
Flease visit the Ground Transport Center to

maks arangements.

Connections to Greyhound and Jeffarson Line bus
sarvics are also available. Purchass tickets at the
Land to Ar counter.

Taxi servios, located in this area as well is provided
24 hours a day.

[§ UbsriLyf/Cther App-Based Ride Services If you plan

)il

=

touse Uber, Lyft, or enother epp based ride sarvice,

your ride will pick you up on Level 2 of the Green Parking
Ramp, abowe the Ground Transpart Center.

On-site rental car agencies are located in the Siker
parking ramp. Take the tram from Level T to find the car
rental countsrs.

The Light Rai Transit (LRT) station is bakow the Tram
Levelin the Red/Blue Ramps. LRT service

Accommodations

iy Mot Accomemodations
Mast srines offee cortficates for dmcourted rates
ot arma hotels. Plaane ank an srine agent for detells
Dwoounted hotel cantficates s slso madble st sry
Information booth between 7 am. mnd 7 pm The
Toam Lewsl ndormation booth & cpwn wrtd 230 am

Deka Al Lnes passengen cen find reduced rate
hotel cartifcaten at any of £ Need Heb Centers
locased on Concounes A 8, C, D, F and G or by
requenting one fom a Deka agent.

Dus 10 virying deerand, B reduced rits
conficates offered by Delts, ot arlioas, Of at
Information Booths muy sct sbwvs be saletie If
NO X0MS e avaitio ot the hotals oflenng these
retas, Tavelers iy ehe reseneions ot other
hotals From sny Dhone Meenason boad located on
he Arraals lovel

Terminal 1 andTerminal 2 is FREE and opsrates 24
hours a day.

LRT service betwesn MSP Arport and Mall of America
or downtown Minneapclis oparates between 4 a.m.
and 1 a.m. daily. Public buses provide connections to
other destinations from most LAT stops.

City bus service is available between the Siker parking
ramp transit center and downtown St. Paul from
4:30 a.m. to 12:30 a.m. daily.

Fares: LAT and bus fares vary from $.50 to $4.00
depending on fare type and time of day. For mors
information, contact Metro Transit at 612-373-3333 or
vaww.metrotransit.org.

Hotel Shuttles

Many hctels near the arport provids courtesy vans.
Check with the hotel when making your resarvation.
If the hotel dces not provide a courtesy van, you
may taks a taxd, app-basad ride service, or public
transportation to your hotel. All courtesy vans,
app-besed ride service and taxis pick up passengers
at the GroundTransport Center. Public transportation
via Light Rai is available by taking a tram to the Red/
Blue Farking Ramps and then procesding down
two levels.

Gt A at MSP Airpect
The sieport has & lented supply of slesping muts for
use Mats o an snines

m‘mbﬂmnh‘a_my
The mans are detributed in Base seas: Alrport Mall,
the sntrance 1o Concourse E and raw gates CI6
and GO

Indoor pet and snamal servion ielel e are
w hable reer the sntrence to Concoune E end
near gete C12

By Armed Foress Seevice Center (AFSC)
The Asmed Forces Service Center (AFSC) st
Minnsapoks-Saint Peul Intenations Arpor s open
S0vn days per wesk. Access & limaed 10 taveing
Actve-duty mdary, depencdents, Med of Honor
recpants, Paple Hean recpients and meltary
retross. Alguasts wil b asked 1 prosent curent
govermenent-ssued 1D for enty. The AFSC is bomed
Inside securty atthe enance 1o Conoourse A,
on fevel tavo. Take the devetor et 10 the eatry 1o
Brusgper’s Bagels. For howss and maore indoemation,
call 6127260156 or vt mnafsc oy

FREE WIFI AVAILABLE 73
Select MSP Alrport WiF] from the
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5. Construction Updates- Puneet Vedi

Please see the attached slides highlighting the August CSAC construction updates.

6. ASQ Q2 Results- Steve Gentry

What is the Airport Service Quality? ASQ?

* Airport Council International owns and manages the Airport Service Quality (ASQ)

survey program.

* In 2022, ASQ surveys were collected in 291 airports worldwide from 468,876

passengers.

* Over 30 aspects of the passenger’s experience are collected from their arrival to the
airport, all the way through to their departure gate.
* The only airport survey program which collects customer feedback the same day of

travel.

Q2 at MSP was a major success in all categories. Congratulations! Take a look at the MSP
Ranking summary on the following page to see how many #1 rankings we took this quarter!

MSP - Airport Performance
Categories

Overall Satisfaction

@ Arrival at the Airport

[E[] Check-in
¥ s Screeni
o ecurity Screening
ﬂ Shopping / Dining
[—/ Gate Areas

CiD Throughout the Airport

’/?}@ Airport Atmosphere

m‘]

Overall Satisfaction

Ease of getting to the airport
Signage 1o access termina
VFM: Transport

' 'Easé‘cfﬁnd‘u‘igflﬁeék-o‘nia}éa’
Waiting time: Check-n

Courtesy & helpfulness: Check-In staff

urity screening
Walting time: Security screening

Courtesy & helpfulness: Security staff

rs/cafés

Restaurants

VFM: Restaurants/barsicalés
Shops

VFM: Shops

Courtesy & helpfulness: Shopping and dining staff

Comfort of v ting at gate areas

Availability of seats at gate areas
Ease of finding way

Availability of fiight info

Waking distance inside terminal
Ease of making connectior
Courtesy & helpfulness: Airport staff
Wi-Fi sarvice quality

Availabiity of charging stations
Entertainment & leisure options
Availability of washroeoms
Cleanliness of washrooms
Health safety

Cleanliness

Ambience

E ;b
=

Q2 2023 ASQ AIRPORT PERFORMANCE
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MSP - Trend Over Time W ASI']

Overall Satisfaction Score & Rank P ——

Overall Satisfaction

429 422 422 431 430

4.32

(Average out of 5-pt scale)

n=358)

Average (out of 5-pt scale)

G —_— —_— & —_—
-

Ly ™ ™ ™ ™

1 1 i I Il

= [= (= o c

S S S S S

Q1 Q2 Q3 Q4 Q1 Score Distribution

2022 2022 2022 2022 2023 | xccten [Veryond| Goos | e | poor |

46% 43% 10% 2% 0%

MSP - Ranking Within the Customized Panel - ASU
Summary of the Performance vs Customized Panel

Overall Arrival at the i ecurt hoj 4 2 Irport
< ¢ . o Check-in 8 ty $ 'p_plng Gate Areas Throughout the Airport ANpO
Satisfaction Airport Screening Dining Atmosphere
Total Emocigummatothe | Enseoffindingchock- | Esoclnpert™ | Restowamtsiborsicafés o rear 2" Ewseoffindngwoy  WLF} sarvice quolity Health safety
4.32 4.55 4.52 4.39 4.05 3.92 4.36 410 4.29
CUSTOM PANEL 1% CUSTOM PANE 405 CUSTOM PANEL 419 CUSTOM PANEL 180 CUSTOM PANEL 5T, LUSTOM PANEL 3 CUSTOM PANEL 40 CUSTOM PANE 182 CUSTOM PANEL 4 08
RANK Y/ W RANK 1718 RANK 1116 RANK 1/ 16 RANK 1110 RANK 3116 HRANK 1/ % RANK 1714 RANK 1116
Signage 10 access Wlkting tina: Secerity VM Availability of seats a1 Avaability of fight  AvaBability of chasgi
L O o k Busineas el Waiting time: Check-in s N pcs e Ny o1 oy of chiwgieg Cleanlineas
432 449 4.48 4.36 3.22 4.01 437 3.72 4.30
CUSTOM PANEL 1389 CUSTOM PANEL 409 CUSTOM PANEL. 413 CUSTOM PANEL 156 CUSTOM PANEL 31 M4 CUSTOM PANEL 110 CUSTOM PANEL 4983 CUSTOM PANEL: 366 CUSTOM PANEL 1395
RANK 1/ RANK 1714 RANK 1110 WANK 1/ 16 RANK 5118 RANK 3116 RANK 1 /% RANK 7 (14 RANK 1116
Couresy & Counesy & a "
1 Walkieg distance Estartaiamant & lisure
Leiswe VFM: Transp p w;'!"'c" m"s"‘"" Shops Ineide teeminal options. Ambianca
R E D 4.40 3.99 4.49 4.30 3.74 3.87 3.68 4.16
CUSTOM PANEL 462 CUSTOM PANEL 379 USTOM PANEL 427  CUSTOM PANEL 482 CUSTOM PANEL 353 CUSTOM PANEL 182 CUSTOM PANEL 361 CUSTOM PANEL 183
RANK 1/ RANK 51714 RANK 1116 RANK 1136 RANK 2118 HANK 2/ % RANK &7 RANK 1116
Pecsomal VFM: Shops Enoe of making Avallstilly of
4.24 3.25 3.94 4.25
CUSTOM PANEL. 399 CUSTOM PANEL 313 CUSTOM PANEL 378 CUSTOM PANEL- 390
RANK 1/ %0 RAMK &1 14 RANK 57 16 RANK 21 14
Courvsy & Courtesy &
waipfulness: Shopping helpfubass: Alrport Cloansnaas of
and dining stafl winfl “
4.05 4.35 4.24
CUSTOM PANEL: 58, CUSTOM PANEL 406 CUSTOM PANE
RANK 1114 RANK 1/ %% HANK 27 14

Note: The green and red values indicate that MSP performance is higher or lower at a statistically significant level (95%) compared to the customized panel.
Rank is out of total parti ing airports forming the customized panel.

Q2 2023 ASQ AIRPORT PERFORMANCE



CUSTOMER SERVICE ACTION COUNCIL MINUTES
Thursday, August 10", 20203
10:00 AM - 11:00 AM
Terminal 1: Commission Chambers

MSP - Airport Performance M
Most Important Service Quality Items & Satisfaction — Q2 2023

==
i~
g =

Top 5 Most Important Items Satisfaction with these Service ltems

Ease of going through security
screening

Ease of finding your way 27%

Waiting time at the security

0, =
. (n=275) 4.36
screening 19%

Cleanliness 18% (n=386) 4.30

@ Comfort of waiting at the gate areas 20% (n=387) 3.92

Our next meeting will be held Thursday, September 14™, in person in Terminal 1
Commission Chambers at 10am.
All are welcome to attend!



