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The deadline for the MN Real ID has been extended one year to 
October 2021
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Members of the traveling public and staff of MSP can take 
advantage of the Real ID license center located inside the Terminal 

(next to the Prince Store). The anticipated reopening date is 
August 1st. 
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Congratulations again on winning the 4th Consecutive ASQ 
“Best Airport in North America” award! 

**Sorry for the overlap of the images, the slide itself has an
animated transition. 
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Steve Gentry shared the overall satisfaction score for Q1 ASQ 
(January-March)

Congratulations to all for one of our highest scores of all time-

4.38!

Also congratulations to Food and Beverage and Retail for both 
scoring #1 in their category!
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This should be rephrased as “Tours have been postponed” as 
the Forum committee hopes to conduct these tours at a 

future date. Stay tuned for more info! 
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Phil Burke hosted a Skype Travelers Advisory committee meeting on 
May 21st and had a conversation on how these frequent travelers 

felt about future flights.

The sentiment analysis chart above shows the words that were most 
frequently used- as many of the travelers stated their work travel 

has been halted and their reasoning for not flying now was because 
of lack of flights scheduled. 

The meeting concluded with all attendees being asked “what is the 
likelihood of you flying in the near future, 1-10”

The median was 5.5
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The next meeting of Travelers with Disabilities is to 
be determined. 
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The Benchmarking team had concluded their first rounds of 
the trip this Winter, which included a stop at Disney. There 

has even been conversations with Disney as a potential 
collaboration partner for future training with MSP.

Unfortunately due to Covid, these conversations with 
Disney, as well as the continued trips to Benchmark are 

currently on hold. 
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Due to Covid, the Employee Lounge planning at Terminal 2 
is currently on hold. 
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We will wait to present this year’s Customer Service Hero 
recipients at the next in person Commission meeting. Stay 

tuned for a presentation date. 
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We are sorry that we didn’t have time to review the Construction 
Updates with Heather Leide, but please take the time to review the 

images she provided.

If you have not been to the terminal lately,  there has been such 
beautiful progress made. We will have an extended Construction 

update at our next CSAC meeting.
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Roy shared some statistics about how Covid has affected MSP 
Operations:

• Mid March and April passenger counts were around 1500/day which 
is about a 97% decrease

• Typical counts are 35/40,000 per day around this time

• We now are around 4/5,000 passengers/day, which is about 85% 
decrease

• Employees were given the opportunity to park at T1 and at one point 
there were more passenger vehicles parked than customers. We are 

beginning to see an increase in passenger parking.

• Concessions have been closed or have reduced hours, and we are
beginning to see more and more tenants opening back up or have 
increased hours. We are so appreciative to those that were open 

throughout this time.
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Phil shared the MSP customer and employee safety 
program. The following slides share plans about social 

distancing, branding, hand sanitation, and PPE for 
employees and passengers.
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T1- North Checkpoint social distancing plans- including hand 
sanitizer stations and stanchion tapes with distancing messages. 
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T1- South Checkpoint social distancing plans- including hand sanitizer stations and 
stanchion tapes with distancing messages. 
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T2- Checkpoint social distancing plans- including hand sanitizer stations and stanchion 
tapes with distancing messages. 
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Be sure to share with all tenants that facemasks are 
available for ALL employees- available for pick up!
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Robin shared HMS Host’s “Let me Safe Together” 
program, which is taking an intense protocol to keep 

employees and passengers safe. 
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Kerry shared Caribou’s protocol for remaining safe, which 
includes distanced registers, passenger self serve swiping 

machines, and the introduction of an order app, which 
eliminates customers waiting in line!
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Megan from Airport Retail Group shared points on their employees 
remaining safe. Since they are specialty retail, its important they 

connect with customers, so they are offering face shields to 
employees so they can smile and interact with customers.

They are also stressing the importance of patience with their 
employees and this is a trying time for all. Many employees are 

scared to come back to work after social distancing for months. To 
prepare employees for the stressful return, ARG  is offering 

mindfulness training and keeping the mental health of employees 
a top priority. 
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Ben Humphrey shared some updates from Delta Airlines. Current 
passenger volume is about 4,000 passengers a day. In positive news, 

the flight schedules are soon going to be increasing, with 160 flights a 
day in July, with an estimated 10/11,000 passengers a day.

Soon, all gates will be in use (Except G11-22, and B Concourse).

By August, Delta expects to be up to 240 flights a day.

They are continuing to book flights at 60% capacity and are doing 
overnight cleans of every flight. They continue to board the aircraft 

from rear to front and enforce that passengers wear a mask as they are 
boarding the aircraft.

Employees must wear a mask if they are within 6 feet of customers 
(and that may become more stringent) and have been getting 

temperature checked each day. 
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Roy concluded the meeting by sharing his continued appreciation 
and thanks to everybody.

We are going through great change, which is hard and
overwhelming. He wanted to stress that MAC cares about all of our

tenants, and we know that you as tenants care, and its
demonstrated. 

Even in these hard times- we can continue to provide excellent
customer service make amazing experiences for our passengers.
Wearing a mask, it can be hard to connect with our passengers, 

but continue to try to show other ways to connect when you can’t 
smile. 
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