
CUSTOMER SERVICE ACTION COUNCIL MINUTES 
Thursday, June 8th, 2023 

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. Customer Experience Updates    Phil Burke 

5. Construction Updates     Puneet Vedi 

6. Travelers Assistance Overview    Jonathan Turner  
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3. Committee Updates    Roy Fuhrmann 
 

Committee Chair Update 

 
Forum 

 

Abby Kes 
 

No Update 

 
  
 
 
 
 
 

 
 

 
Travelers 
Advisory 

(TAC) 
 

Phil Burke 
No Update 
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Travelers 
Advisory with 

Disabilities 
(TDAC) 

Phil Burke 
 

TDAC will next meet 
June 12th  

 
 
 
 
 
 
 
 
 
 
 
 

 
Benchmarking 

 
Phil Burke 

 
 
 
 
 
 
 
 
 
 

 
Building on 

Success 
 

Angela Enroth 
The T2 employee 

lounge is now open!  
 

 

 
 
 
 
 
 
 
 
 

 

 
 
 
 

MSP Jobs 
 

Jay Noseworthy 
 
 

No Update 
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MSP Nice 

Katlyn Schenck 
 

A reminder to continue 
to send in your 

unsolicited customer 
compliment stories 

before the end of the 
year!  

 

MSP Nice Celebration 

Kerry Forbes 
 

Save the date- January 
10th, 2024! Interested 

in joining the 
committee? We meet 

after CSAC every 
month!  

 
 

 

 
 

Airport Customer 
Service Hero 

 

 
 

Continue to send in 
your nominations for 
the 2023 Customer 

Service Hero. 
Nominations are 

accepted year round.  
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4. Customer Experience Updates- Phil Burke 
Phil provided an update on local events in the Twin Cities and their partnership with MSP. 
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5. Construction Updates- Puneet Vedi 

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

 
 
6. Travelers Assistance Overview- Jonathan Turner, Volunteer Coordinator  

Jonathan shared who they are as a foundation, talked about what they do in Travelers 
Assistance, and shared about our volunteers.  

 
The Airport Foundation is a non-profit organization and the only airport based foundation in the world 
and has been around for over 40 years!  In the 1970s and early 80s, local leaders of the corporate, 
hospitality and aviation community recognized the importance of the MSP airport to the economic 
vitality of the region 
 
    9        “                                      ”  was established as a 501(c)(3) public charity with 
the mission to serve the MSP Airport community and the traveling public 
                                                                                          “        
              ”               areas to include Arts & Culture, and additional traveler services  
Today, the Travelers Assistance program at MSP remains the oldest and most comprehensive program 
of its kind in the world 
We support and engage guests traveling through MSP Airport and continue to evolve in response to the 
ever-changing needs of the airport community  
 

                               
                           

                              

                                                                  

       

                                                                    

                                                    

                                  



CUSTOMER SERVICE ACTION COUNCIL MINUTES 
Thursday, June 8th, 2023 

10:00 AM – 11:00 AM 
Terminal 1: Commission Chambers 

 
Travelers Assistance is the longest-
running independently operated 
program of its kind in the world!  
Our volunteers make all the 
difference and they are the heart 
of our program –  helping to assist 
travelers on a daily basis 
We operate  7 days a week from 
7am – 7pm. 
There are 12 booths, 11 @ T1 and 
1 at T2. 
 
• There are also Go Guides; Go 
Guides are mobile, roving 
volunteers. Go Guides are the 

people we will call on if and when we get an unplanned request from the airport for 
assistance. Go Guides also help with a service we call Meet & Assists. Meet & Assist is 1:1, 
scheduled assistance for travelers who have special needs (for example: older, deaf, low vision, 
wheelchair) and need a hand navigating through the airport.  

 
The Animal Ambassadors delight 
travelers, reduces stress and enhances 
         ’                              
top 3 largest airport animal therapy 
programs.   
 
In addition to Information Booths, Go 
Guides, and Animal Ambassadors our 
volunteers also help in other areas 
• Arts@MSP events, tours, and 
arts maintenance  
• Special Events – state of the 
airport, and our annual golf 
tournament  

• Customs and Border Protection - We have specially trained volunteers within the Federal 
Inspection area welcoming travelers and assisting US Customs.  

• We also have volunteers that help with Navigating MSP, Workf                               ’  
annual North Pole Fantasy Flight 
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Travelers Assistance is also the place you can find a variety of supplies for unexpected 
situations. Our volunteers are all directed to inform travelers where they can purchase supplies 
                                              ’                             
 
We also receive requests from Delta when they have stranded passengers.   
Airport police and Customer Experience staff have access to these supplies if they are out of the 
office.  
 
 

 
 
 
 

 
 

 

Our next meeting will be held Thursday, July 13th, 2023, in person at the 
Terminal 1 Commission Chambers. 


