
 
CUSTOMER SERVICE ACTION COUNCIL MINUTES 

January 13th, 2022 
10:00 AM – 11:00 AM 

                   Terminal 1: Commission Chambers  
 

1. Welcome & Introductions     Roy Fuhrmann 

2. Public Service Announcements    Katlyn Schenck 

3. Committee Updates      Roy Fuhrmann 

4. 2022 CSAC Goals      Roy Fuhrmann 

5. MSP Construction Overview     Puneet Vedi    

6. Customer Experience Updates    Phil Burke  

7. 2021 Compliments and Complaints Overview  Katlyn Schenck 

8. MSP Nice Program Overview    Katlyn Schenck  

 
1. Welcome and Introductions   Roy Fuhrmann  

 
2. Public Service Announcements   Katlyn Schenck 
 

  
 
  
 
    
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Number of attendees: 26 

Watch the MSP Creates Awards 
Presentation here on Jan. 25 at 7 PM.  

https://airportfoundation.org/about-
us/artsmsp/rotating-exhibits/msp-
creates-2021/ 

RSVP for the Jan. 27 Open House for 
MSP Creates here.  

https://www.eventbrite.com/e/msp-
creates-open-house-tickets-
216398843767 
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The state Vault testing site is 
currently still appointment only 
due to overwhelming test 
numbers however MSP badged 
staff are still permitted to walk in 
for testing.  
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3. Committee Updates    Roy Fuhrmann 
 

Committee Chair Update 

 
Forum 

 
Abby Kes 

 

 
Travelers 
Advisory 

(TAC) 
 

Phil Burke 

 

Travelers 
Advisory with 

Disabilities 
(TDAC) 

Phil Burke 
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Benchmarking 

 
Phil Burke 

 

 
Building on 

Success 
 

Nicole Kiefer 

 

 
MSP Jobs 

 
Jay Noseworthy 

 

There are only SEVEN spots remaining at the next Job Fair. January 20th 
is the deadline to RSVP! 

We are also excited to share the return of the Workforce English 
classes, coming soon! 
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MSP Nice Katlyn Schenck 

 

MSP Nice 
Celebration 

Kerry Forbes 

 

 

Airport Customer 
Service Hero 

 
Roy Fuhrmann 
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4. 2022 CSAC Goals     Roy Fuhrmann 

 

 

 

 

 

 

 

 

5. MSP Construction Update     Puneet Vedi 
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6. Customer Experience Updates- Phil Burke 
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7. 2021 Compliments and Complaints Overview- Katlyn Schenck  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

This chart shows the last 23 
years of our database’s closing 
rates.  
2021 closing rate was 0.153, 
which is similar to our ratio in 
1999, which was just our 
second year of the 
compliment and complaint 
database. This is not a shock; 
we are seeing less passengers, 
a more escalated traveling 
public, a workforce shortage, 
creating less compliments. 
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This graph shows our 
yearly complaints 
broken down by 31 
categories – those 
highlighted received the 
most customer 
complaints: 
Restaurants and Retail, 
Security Checkpoints, 
Other MAC Issues (Covid 
and masking concerns), 
and Airlines 

Thank you for 
your partnership 
in following up to 
our customer’s! 
We continue to 
maintain a 98% 
or higher closing 
rate each year!  

We strive to have 100% of all complaint cases 
closed by each responsible stakeholder. This 

chart shows the flow of how we receive, 
generate, and close customer comments. 
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Our volunteers with Travelers Assistance at the information booths help provide data by tracking their daily 
compliments and complaints received, so we can review what the most current issues are on the floor are. They fill out 
weekly tally sheets that include the same 31 categories we use for the compliments and complaints database. The map 
above shows booth locations. 
The graph below then shows us an end of year ratio for every location. 
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Per the data from 
the Travelers 
Assistance, our 
two highest 
sources of 
complaints came 
via Restaurants 
and Retail, and 
Signage 
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8. MSP Nice Overview- Katlyn Schenck 
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We thank those that attended our return to an in-person meeting, and we hope for those that cannot 
attend, stay connected via the meeting minutes.  

 

Our next meeting will be held Thursday, February 10th , 2022 
 in person at the Terminal 1 Commission Chambers 

All are welcome to attend 


