
 
CUSTOMER SERVICE ACTION COUNCIL MINUTES 

Thursday, September 8th, 2022 
10:00 AM – 11:00 AM 

                   Terminal 1: Commission Chambers 
 
1. Welcome & Introductions     Roy Fuhrmann 

2. Public Service Announcements    Katlyn Schenck 

3. ACI at MSP       Dana Nelson 

4. Committee Updates      Roy Fuhrmann 

5. MSP Construction Overview     Puneet Vedi    

6. Customer Experience Update    Phil Burke     
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The current escort procedure used in the center portal will no longer be available. Concourse passes (or gate passes for airline 
guests) will now be required for all guest access to the secure side of the terminal. If the unbadged individual needs access 
beyond passenger areas  f  h     m   l ,         h l    w  h    “E”          m  l     h          m           h           l    
following MSP security procedures. 
 

Only pre-authorized representatives from each company have the authority to request a concourse pass. Authorized 

representatives can email concoursepass@mspmac.org                         ’                                                  

include the day and approximate time that the guest will pick up the concourse pass at the tram level information desk at 

Terminal 1. Your guest will need a government-issued ID to receive the concourse pass from staff at the information desk.  

A 24-hour notice is appreciated for a concourse pass, though last-minute requests can be facilitated. In that instance, guests may 

encounter a short wait at the information desk. 

mailto:concoursepass@mspmac.org
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3. ACI in Minneapolis     Dana Nelson 
 
Dana provided an overview of the upcoming ACI- NA conference, being held in Minneapolis, 
September 17th-20th. MSP bid and won the role as host airport, and we are looking to showcasing our 
airport, people and our region!   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
CUSTOMER SERVICE ACTION COUNCIL MINUTES 

Thursday, September 8th, 2022 
10:00 AM – 11:00 AM 

                   Terminal 1: Commission Chambers 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
CUSTOMER SERVICE ACTION COUNCIL MINUTES 

Thursday, September 8th, 2022 
10:00 AM – 11:00 AM 

                   Terminal 1: Commission Chambers 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
CUSTOMER SERVICE ACTION COUNCIL MINUTES 

Thursday, September 8th, 2022 
10:00 AM – 11:00 AM 

                   Terminal 1: Commission Chambers 
 
 
 
4. Committee Updates    Roy Fuhrmann 
 

Committee Chair Update 

 
Forum 

 

Abby Kes 
 
More information 
for our next Forum 
coming soon!  

 

  
 

 
Travelers 
Advisory 

(TAC) 
 

Phil Burke 
 

The TAC group 
meets Monday, 
November 14th  

 
 

 

Travelers 
Advisory with 

Disabilities 
(TDAC) 

Phil Burke 
TDAC will meet 

again September 
12th.   
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Benchmarking 

 
Phil Burke 

 

 
Building on 

Success 
 

Nicole Kiefer 
 

We thank Nicole 
Kiefer for her time 
as committee chair 

from 2013-2022 
and all she has 

done to bring our 
employee lounges 

to life! 
 

We welcome 
Angela Enroth, 

MAC Project 
Manager as our 
new chair! More 

details to come for 
the grand opening 
in Terminal 2- this 

fall. 
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MSP Jobs 
 

HaeEun Park 
We are in need of 
more participants 
for the fall 
Workforce English 
classes, starting 
September 13th. 
We still need 6 
more students- 
please encourage 
and assist your 
employees to join 
this program.  
 
 
 
 
The next job fair is 
September 14th 
from 11am-3pm in 
the Silver Ramp. 
Good luck to all 
participating!  
 
 
 
 
 
 
 
 
Finally, the MSP 
Jobs meetings have 
returned meeting 
the 2nd Tuesday of 
the month @ 
830am via Teams. 
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MSP Nice Katlyn Schenck 

 

MSP Nice 
Celebration 

Kerry Forbes- 
A reminder to save 

the date for the 
next MSP Nice 
Celebration- 

January 11th, 2023! 
 
 
 

 
There are 3 ways 
to participate as a 
tenant- the flyer 

and informational 
letter will be 

attached to the 
meeting minutes.   
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Airport Customer 
Service Hero 

 

Do not forget to 
send in your 

nominations for 
the Airport 

Customer Service 
Hero! 

 
 

5. MSP Construction Update     Puneet Vedi 

Please see the attached slide deck to the meeting minutes, with highlights of current construction 

projects.  Puneet shared an overview of projects that are looking to be tied up prior to ACI.  

 

6. Customer Experience Updates- Phil Burke  
Phil shared details on the 9/11 memorial program at MSP and the Speech-to-text pilot 
 
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
A reminder that the anniversary of 9/11 is this Sunday. Below are the details of our memorial 
program. We ask that all operations and music be stopped form 7:46am-7:49am.  
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Our next meeting will be held Thursday, October 13th, in person at the Terminal 1  
Commission Chambers 

All are welcome to attend! 
 
 
 


