
CUSTOMER SERVICE ACTION COUNCIL MINUTES 
Thursday, May 11th, 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     Alan Howell 

6. Q1 ASQ Results      Steve Gentry  
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3. Committee Updates    Roy Fuhrmann 
 

Committee Chair Update 

 
Forum 

 

Abby Kes 
 

No Update 

 
  
 
 
 
 
 

 
 

 
Travelers 
Advisory 

(TAC) 
 

Phil Burke 
 

Travers Advisory 
Committee last met 
May 8th and discussed: 

• Delta Airlines 
new sky club 

• Air Service 
Development 
updates 

• Q1 ASQ 
Results 
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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 
 
 
Another successful job 
fair was held May 10th, 
with over 450 job 
seekers and 29 tenants 
participating. Based on 
feedback, those 
attending were great 
quality candidates!  
 
 
 

 

 
 
 
 
 
 
 
 
 
 
 

 
 
 

 



CUSTOMER SERVICE ACTION COUNCIL MINUTES 
Thursday, May 11th, 2023 

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

 
 

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 

 

 
 

Our newest Customer 
Service Hero recipients 

were named at the 
April Commission 

meeting! 
Congratulations to 
Shelly Lopez, MAC 

Customer Experience, 
and Sergeant Sean 

Hoerdt, Airport Police 
Department 
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4. Customer Experience Updates- Phil Burke 
                “G      K    ‘  ”              Kenia Fils-Aime, General Manager of American Airlines, 
MSP. Kenia arrived to MSP earlier this winter, and leads a team of 180 with 19 destinations. Kenia has 
been with American for 12 years, for 5 different airports!  
What does she think MSP is doing right? We have taken time to cater to ALL customers and 
accommodations for ALL.  
What does she think MSP could improve on? Employee parking!  
She is looking forward to ticket counter improvement and new technologies in the departures for 
American, and a continued partnership with MAC and the airport community!  
 
Thank you, Kenia for participating at CSAC!  
 

 
5. Construction Updates- Alan Howell 

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

 
 
6. ASQ Q1 Results- Steve Gentry  

 Steve provided an update of our Q1 
ASQ scores. 
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Of our custom 

panel, we rank 

1/15 for Q1. 

Congratulations! 
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Our next meeting will be held Thursday, June 8th, 2023, in person at the Terminal 1 
Commission Chambers. 

                               


