
 
CUSTOMER SERVICE ACTION COUNCIL MINUTES 

December 9th, 2021 
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. MSP Construction Overview     Puneet Vedi    

5. Customer Experience Updates    Phil Burke  

6. Travel Confidently Updates     Phil Burke 

7. Q3 ASQ Results      Steve Gentry 
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Number of attendees: 44 
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H   ’                               MSP 

Creates open house events: 

https://www.eventbrite.com/e/msp-

creates-open-house-tickets-

216398843767 
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3. Committee Updates    Roy Fuhrmann 
 

Committee Chair Update 

 
Forum 

 
Dana Nelson 

 

 
Travelers 
Advisory 

(TAC) 
 

Phil Burke 
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Travelers 
Advisory with 

Disabilities 
(TDAC) 

Phil Burke 

 

 
Benchmarking 

 
Phil Burke 

 

 
Building on 

Success 
 

Nicole Kiefer 
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MSP Jobs 

 
Jay Noseworthy 

 

MSP Nice Katlyn Schenck 

 

MSP Nice 
Celebration 

Kerry Forbes 
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Airport Customer 
Service Hero 

 
Roy Fuhrmann 
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4. MSP Construction Update     Puneet Vedi 
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5. Customer Experience Updates- Phil Burke 

 

 
 
 
6. Travel Confidently- Phil Burke  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

               

               

     

Phil introduced us to Jeff Larsen, GM of Clear at MSP. Jeff has been in 

this role since July. Clear has been at MSP for 4 years, and the 

program connects your biometrics (fingerprint and eye scan) to your 

personal identity, making it possible for customers to speed through 

airport security, making it an easier travel experience. Jeff notes that 

MSP has a great focus on service and that it has been an easy 

transition into airport life. He notes that he consistently hears 

compliments on MSP’s efficiency, organization, cleanliness, and 

aesthetics. His one hope- Coffee outside security 😊 
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Notice a hand sanitizer 

station needing a refill? 

Email: 

Facilities@mspmac.org 

 

mailto:Facilities@mspmac.org
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7. ASQ Results- Steve Gentry  
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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, January 13th, 2022 
 in person at the Terminal 1 Commission Chambers 

All are welcome to attend 

     
                            

          
                     

See Above: Ambiance & Satisfaction (Overall 

Satisfaction) dropped in Q3 2021 in both 

rankings and ratings.  

The good news- per the line chart (top 

right), we continue to do well compared to 

where we were years ago. 

Every quarter we learn that the same 3 W’s 

need to remain our focus to achieve high 

scores.  

Waiting 

Wayfinding 

Washroom cleanliness 


