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CUSTOMER SERVICE ACTION COUNCIL MINUTES
September 9%, 2021
10:00 AM —11:00 AM

Microsoft Teams™ Meeting Number of attendees: 80

Travel Confidently Updates Phil Burke & Cassie Schmid

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.

7.

Concession Updates Jay Noseworthy

1. Welcome and Introductions Roy Fuhrmann

2. Public Service Announcements Katlyn Schenck

valid form of identification, they will not be
accepted for domestic air travel or access
to federal facilities.

= Another form of identification, such as
a valid passport or Enhanced Driver's
License, will be required for air travel or
access to federal facilities.

MSP COVID-19
VACCINE
CLINIC

M1 minnesota MSP

travel and to access federal facilities.

= These are only issued to U.S. Citizens.
(Learn more on the DPS-DVS website.)

& Crossing documents.

Offering the
ONE DOSE

JOHNSON & JOHNSON’S
Janssen vaccine
7 days a week

Terminal 1: Located post -security in the main

mall across from Starbucks

Terminal 2: Located pre -security on the ground

level between doors 1 & 2

*1-hour free parking provided for T2 vaccinations

Providing your best airport experience.

- ENEEMN
, ENHANGED GOMING OCTOBER 2018 n——
STANDARD DRIVER'S LICENSE (EDL) OR REAL ID-COMPLIANT wandertest

DRIVER'S LICENSE ORIDCARD |  ENHANGED IDCARD(EID) > DRIVER'S LIGENSE ORIDCARD RAPID COVID TESTING
Now: Now and after Oct. 10, 2018: After Oct. 10, 2018: M winnesora
= These can be used as a valid form of  These can be used as a valid form of # * When they become available in Minnesota, TRAVEL COMFEENTLY mep

identification and for lawful driving identification and for lawful driving REAL ID-compliant cards will be an

privileges. privileges. accepted form of identification for domestic WandertestRapid COVID Testing MN Department of Health Testing
w These cards are also an acceptable form air travel and to access federal facilities. Designed for travelers, volunteers and employees, In partnership with the Minnesota Department of

of ID for domestic air travel and to access New Locatlon: The Real ID I Thicao Gk car b Usad s s valkd ouns Wandertestoffers rapid COVID testing. Antigen Testing, Health and Vault Health, a free COVID9 testing

federal facilities. kiosk has relocated from the main ot Gl 24 NAAT Testing, and PCR Testing are offered. site is open to the public at MSP Airport,

mall at Terminal 1 to Level 3 of the of identification and for lawful driving Itsin | h h providinga convenient location for the state’s

Postponed to May 3, 2023 Gold Ramp. privileges. (Restliisl s Ui & e testing program.
= While these cards will continue to be a all disU DE Used 101 uoie = These cards cannot be used as border Hours: Mon. - Fri. from 8:30 a.m- 5 p.m.; Sat.&

Sun. from 1:30 p.m-5 p.m. Results in 48 hours

Location: Pre-security, Terminal 1 on Level 3 of the Gold SIS 7/ @i= 7 [P

Ramp
Cost: $99- $199

VoRAw

Location: Level 2 of the Blue Ramp, Terminal 1

Cost: Free to all Minnesota residents

Providing your best airport experience.

NAVIGATING
MSP AIRPOR

(0)

Saturday, October 2, 2021

Providing your best airport experience.
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MSP
e MEA 2021

Airport Community Art Show MEA (Minnesota Educator Academy) occurs on
Registration is open! Thursday, October 21 st

Registration online at

port Passenger traffic around that date is'expected to
Registration Deadline: Friday, Oct. 22 surge.

Informational brochures are available . . . .
atall Traveler’s Assistance Please keep this date in mind for staffing and

Information Booths .
inventory needs.

“Modern Day Mania” by Isabel Jaresz o On Display in the C Concourse Gallery
2nd Place Winner, Teen Ca N
frerimninsonll ol : Dec. 10, 2021 through May 27, 2022

o Providing your best airport experience.

To register for the Airport community art show:
https://www.nationalartsprogram.org/venues/minneapolis-st-paul-
international-airport

The Airport Police Honor Guard, Airport Fire Honor
Guard and Customs and Border Protection will be
participating in this ceremony.

At 7:46AM, a prerecorded brief announcement will

be made, along with a moment of silence, the
playing of Taps, then a closing message.

Security Checkpoints will pause at 7:46AM and we
ask that all tenants silence their music and
operations in respect for this program.

IR Providing your best airport experience.



https://www.nationalartsprogram.org/venues/minneapolis-st-paul-international-airport
https://www.nationalartsprogram.org/venues/minneapolis-st-paul-international-airport
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3. Committee Updates

September 9%, 2021
10:00 AM - 11:00 AM
Microsoft Teams™ Meeting

Roy Fuhrmann

Committee Chair Update
CSAC FORUM
Thank you for attending the summer Forum!
- The Customer Service Action Council (CSAC) Forum Committee will be hosting
a virtual Summer Forum on the topic of crisis intervention.
J . y
w288 4 With tens of thousands of visitors and employees
Forum Dana Nelson : at MSP every day, on any given day there is SPEAKERS INCLUDE:
GETTING BACK TO NOT NORMAL: bound o be people who are experiencing mental - Sergeant Boser of the Airport Police
sk . health challenges or other crises that oftentimes Department
Crisis Intervention requira intervention. This forum wil feature - Ta] Alexander of Dela Air Lines
Techni ques EZT.:ZTLS‘::S:Q«’; :’i‘ri:ln;:ir::;:::::::rs - Daniel Kowal, of the Transportation
what airport employees can do when confronted Security Administration
with an unruly or disruptive customer.
- TAC Building a team of frequent travelers
..- v
-
[
Travelers
Advisory Phil Burke Next meeting: Altravel
(T AC) Monday,
November 8th ALTOUR
|
L
il
JOURNEY TO
EQUITABLE ACCESS
Travelers Next Meeting:
Advisory with . Monday,
e L erens Phil Burke bt
Disabilities September 13t
(TDAC) at st. Paul
Downtown Airport
CSACCOMMITTEES
Dana Nelson
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Benchmarking Phil Burke

s

Benchmarking

nice
employee lounge

coming to Terminal 2 in2022!

Building on
Success

Nicole Kiefer
Weekly planning meetings every Thursday

CSACCOMMITTEES

Building On
Success

Nicole Kiefer

MSP JOBS

HUNDREDS OF

MSP Jobs

BREAKING NEWS!
Save the Date

In-person job fair on Wednesday,

October 27t in the Silver Ramp.
More info forthcoming via the MSP Jobs
Committee and tenant meeting email lists.
Questions? Email
MSPJobsCommittee @mspmac.org

Jay Noseworthy

Please continue to post your job openings to
the MSP Airport Job Board
~e A Fj

) g
GUSTOMER SORVCE ACTION COUNER.

JOBS

MSP Airport, Terminal 1 Silver Ramp

- 4300 Glumack Drive, $t. Paul, MN 55111

1 « Great starting wages and
full benefits available

« Bring your resume and
apply onsite

Prendcing volir borss

are waiting for you at
MSP Airport!

« Part time, full time, and
seasonal jobs

* All skill levels

« Hospitality, Restaurant, Reto,
Hotel, Aifine, and Aviation * Some employers hiring on
related positions the spot

« On the MetroTransit bus « Hiring and retention bonuses
and rall ines available.

FIND OUT HOW YOU CAN BECOME PART OF
MSP AIRPORT'S THRIVING EMPLOYEE COMMUNITY!

CURRENT JOB OPENINGS ON mspairport.com/jobs
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MSP Nice

Remember to recognize your employees who receive customer compliments!
The MSP Nice Award consists of: 3

* Framed certificate of recognition
* Service Professional Pin ﬁ

* $25Target gift card

Katlyn Schenck

CSACCOMMITTEES

MSP Nice

Katlyn Schenck

MSP Nice
Celebration

AT THE HYATT REGENCY BLOOMINGTON
Combining 2020'& 2021 MSP Nice Award Winners

CSACCOMMITTEES

MSP Nice
Celebration

Kerry Forbes

MANAGERS: Please share the save the date with your 2020/21 MSP Nice
Kerry Forbes Award winners! We are also looking for committee members, especially those
interested in the raffle and recognition committee.

We will be holding
(vu'tually) lmmedlatf;’ly

]f you wo
ommittee,
€ Kerry Forbes

kerry.forbes cariboucoffee-

' VOLUNTEER & DAY OF EVENT COMMITTEE
BUDGET & SPONSORSHIP.COMMITTEE
3

CSACCOMMITTEES

MSP Nice
Celebration

Kerry Forbes
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Customer Service Hero

The Customer Service Action Council plans

S ,A-a" -
W gy .,
2 “ . z . to present the awards at the

Airport Customer

Service Hero Roy Fuhrmann
e 4 P Monday, November 15, 2021
' QR = 2

s } 2 s

wickValentino [ Ken BorowiKiReeOMInY CWens at the Full Commission meeting

Me Delta Airlines D.G. Express
xceptional service for enhancing the customer experience within the airports of the Metropolitan Airports Commission.

4. MSP Construction Update Puneet Vedi

Lake ElImo Airport
- 2020 Runway 14-32 Replacement

Minneapolis-Saint Paul Airport

- 2021 Taxiway A/B & G Apron Reconstruction
- 2020 G Concourse Gate Infill

g
o

—— ’ .
I g S

_es

August 1, 2021- View to Northwest
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Minneapolis-Saint Paul Airport
lumack Drive Reconstruction

August 10, 2021

August 31, 2021
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5. Customer Experience Update Phil Burke

See full slide deck below

6. Travel Confidently Phil Burke & Cassie Schmid

Face Coverings

* KEY POINTS:
TSA has extended its CDC-driven security

- X directive until January 18, 2022
are still required
throughout the terminal

and onboard flight vendors and customers
The requirement to wear a mask does not apply

Applies to airport employees, contractors,

in the following circumstances:

= While eating, drinking, or taking medication
. e ary to temporarily lower or remove the

s during

Transportation Security Admi ration (TSA) screening
% or when asked to do so by the ticket or gate agent or
TRAVEL CONFIDENTLY any law enforcement official

While communicating for brief periods of time with a

person who is hearing impaired

Social
Distancing
Program
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Single-dose COVID-19

vaccinations

MSP Testing Options

Now available:
Terminal 1 (boarding pass required)
Terminal 2 (open to general public)

BEEYEM X .
MSP Vaccination
» l - d Options
RAPID COVID TESTING
m1 MINNESOTA
TRAV&FO‘\‘ IDENTLY llg
ROLL UP YOUR SLeeVves, MINNESOTA
7. Concession Updates Jay Noseworthy

offer SOMETHING to pass

Wlebiy

WHAT ARE OUR
ALTERNATIVE SOLUTIONS?

MER'S
E‘.{'ual-: Ei

| HUNDREDS OF <

are waiting for you at
MSP Airport!
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MSP Jobs hosted a job
fair in August

The next in-person job
fair will be held
October 27th

Innovative Vending machines will be available for additional food sources

Y N b/
%) 7

-'~ ——
& — B8

[ -

d MD}NLE ORDER ' ..1_“
i P'"“r"z

Pickup & Delivery

Providing your best airport experience.

Our next meeting will be held October 14™, 2021 at 10:00 AM.
All are welcome to attend.



- . { < 4 o~
- £
&) A &
CUSTOMER SERVICE ACTION COUNCIL

Promote  Inform “ Improve

CUSTOMER SERVICE ACTION COUNCIL MINUTES
September 9%, 2021
10:00 AM - 11:00 AM
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Customer Experience

Phil Burke, Assistant Director, Customer Experience
Customer Service Action Council

September 9, 2021
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Customer Experience (CX) Purpose

To enhance our customers’ experience at MSP.

Minneapolis + SalntPal

Defining Customer Experience (CX)

The perception our customer has as they journey

through all possible MSP moments.

Minneapolis « SalntPal
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ASQ Statement Frequency - Most Important for Customers
Minneapolis - S5t. Paul International Airport
1 2015 thru Current

i
<2 W/
20
Naitir (Check-Iin & Securi
) = fa »
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Waiting time in check- Ease of finding your Cleanliness of Waiting time at Comfort of Availability of

Fuin(of being safe Internetaccess/Wi-F  Restaurant/Eating
in queueline way through airport  washroorms/ toilet security inspection whaiting /gate area

s il ] facilities
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No matt

where o

We provide We provide

Our customers
customers are, " equitable and

ble and cashiigger inclusive

courteous e of accessto

we minimize . g

impressions

every part of
ourairport

wait timesfor

them,

wait timesfor

them
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Five examples of working to minimize
waiting to improve the customer experience

Minneapolis + Saint Paul

o

Security Queue Line Balancing

Minneapolis + Saint Paul

bl
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cPs Overall 1441 © PN Overall 1439 O

> ° £ug27,2001,72200 AM 8x

3 °

StoN,NtoS
Sand/or N to Skyway
3. A moving customeris
a happy customer

Nt

Minneapolis + Saint Paul

o

Skyway Security Checkpoint

Cleaning

Minneapolis + Saint Paul

bl
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1) MAC partnered with a software
company to conduct a 96day
Proof of Concept project to
assist with our strategic goals
and smart cleaning initiatives.

2) Project consisted of a mobile
application that aligned the
flight schedules on the F
Concourse with the general
cleaning schedules.

3) Provided ability to record
completed tasks, inspection
findings, and to view key
performance indicators.

4) POC being reviewed for further
consideration.
Minneapolis + Sairt Paul

bl >

Design/Construction

Minneapolis + Saint Paul

msp

(
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COVID testing center entrance Silver ramp

. W N . .ﬂ-h_

SR RS o m———

Minneapolis  Saint Paul

bl >

DeS|gn considerations to minimize customer

waliting

1) Provide for theright-sized facility based on longterm comprehensive planning (proactive
and datadriven)

2) Execute these plans toaccommodate growthwith facilities’ availability jusbefore needs

3) Coordinatetechnologies to support the facilities looking at future needs

4) Plan for adequate staffingwith stakeholders and airport authority to support the
facilities being provided at the capacities experienced.

5) Provide forredundancies(resilience and sustainability) and worstase-scenarios.

6) Provide whatcurrent datawe have that reflectsreal-world informationto the guest to
empower them to make their journey their own.

Minneapolis + Saint Paul

>



CUSTOMER SERVICE ACTION COUNCIL

Promote  Inform “ Improve

CUSTOMER SERVICE ACTION COUNCIL MINUTES
September 9%, 2021
10:00 AM - 11:00 AM
Microsoft Teams™ Meeting

Concessions initiatives to
minimize wait times

Minneapolis + Saint Paul

HUNDREDS OF

are waiting for
MSP Airport!

Minneapolis + Saint Paul

>
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CONTACTLESS
ORDERING

Pickup & AtYourGate Delivery Available
] ] ]
Minneapols San P

[OF£40] asap.mspairport.com
< g -'f;i‘-r %4 Use promocode TEAMMSP
g+ atcheckout for

Encouraging use of
ordering kiosks

Minneapolis + Saint Paul

@
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Smart design to optimize available space

ey BEFORE AFTER

Business Intelligence (BI)

Minneapolis + Saint Paul

....................

msp

(
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Inbound/outbound roadway traffic sensors

0 e
MnDOT Traffic Sensor Counts (T1 Inbound/Outbound Roadway) - Last Week (15min)

ot i shaw [ Suscdbe 2 Eait - £ mesetto dataun [ Bookmans O vew (S =0 -2

me (15 mirutes) inboundvolume Gutboundvolume Totsl Volme Inbound  Outbounds -

O

21 120000 AM & 115 F

/ 65 %
8/31/2021 127500 AM sz 87 128 7% 8%
8/21/2021 123000 AM 7 76 151 50% 50%
8/31/2021 124500 AM (5 124 190 % 65%
8/31/2021 38 nr 155 25% 75% InboundVolume. OutboundVolume and Total_Volume by DateTime (15
831,200 7 ” 104 6% 74% minutes)
8/31/2021 > 2 a1 18% 22N @ inbundvolume @ Outboundvohums @Total
47312021 0 16 % LY 6% 2
8/31/2021 2:00:00 AM 2 20 2 38% 63% o
8 0 13 29 55% 5%
831/ 1 2:30:00 AM 28 n 39 2% 20%
/31/2021 2:45:00 AM 49 13 2 8% 2% @
873172021 3:00:00 AM [ 3 100 69% Nn% 5
8/31/2021 31500 AM %9 21 120 3% 18% 2
8/31/2 3:30:00 AM 130 41 m 6% 4% =
8/31/2001 34500 AM | 82 37 128 nn 2% 2
8/21/2021 4:00:00 AM 124 57 191 65% n% 2
873172021 4:15:00 AM 128 ] 187 689 EPEY b
8/31/2021 4:30:00 AM 214 302 % 29% €
831/2021 44500 AM | 212 314 68% n% 3
£/2172021 5:00:00 AM 223 355 6% % 3
L 287 144 an 67% EER 2
8/31/2021 S:30:00 AM 380 78 568 695 n% 2
8/31/2021 5:45:00 AM | 451 203 654 69% 3% 9
8/31/2021 6:00:00 AM 430 29 728 59% a1% §
8/31/2021 :15:00 AM 4% P53 687 6% 7% 3
8/21/2021 6:30:00 AM 46 E RS 750 58% Q% g
) 6/31/2021 64500 AM 76 22 598 63% 3% 2
,_,,,_m_?{'ﬂ'ﬂ'_‘, 8/31/2021 7:00:00 AM 314 224 538 58% 2% =
™ 831/2021 T1500AM | 303 213 516 59% awm
8, 021 7:30:00 AM 286 170 456 61% N%
83172021

5:00 AM 330 0 51 61% /%

7 6/31/2021 8:00:00 AM 319 231 550 56% 2% v
Total 81,159 82,658 163,817 50 % 50%

Customer Communications Office Inquiries

[ fie v 1 Bpon v 12 Share Subscribs @ Ede --- £ Resertodsfautt [] Bookmads v [ View (SR =]
CCO Inguiry Activity - 30-Day Summary by Type InquiryDate

InquiryType
® firlines

@ Airport Foundation
14

[ Ta:]

@ Commercial Management

Location EngagementType

® Emplar A

®raclit

@infarmation Technolagy
@ Landside

OMAC

@ Othe:

RecordCount

InquiryType AssistanceType

Minneapolis « Saint Paul

INTERMAT I OMAL AIRPOAT

18
172 I
I

InguiryDate
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Airline bookings

[ Al + Sxpont ¥ shae [ Subscibe 2 Edit oo O Meset 1o defast  [] Bookmarks
DL_Bookings - By Hour (Next 14 Days) Booking_Date

0000 AM

Hour
L]
Ll ) A
°
.
o
L]

a okin g Type
° )
1
5
® 5
opia B
L
2100000 PM
®11:0000 PM
Minneapolis + Saint Paul
.................... 4

Book ing_Date

Security checkpoint passenger processmg

[ Fle v -+ Biport v 1 Share [ Subecibe 2 Edit - D Resettocstaun [ eeol
Forward Exits - 5min metric_date_time
major_area_place @CP1_Overall @CP2_Overall @CPN_Overall @CPS_Overall @CPSK_ Overall

major_area_place

Item_name

--------------------

maetric_date_time | 5 mlmles
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No matter

where our
We provide We provide
knowledgea OugiERers equitable and

ble and

customers are,

easily find their .

way toany of

courteous accessto

ourservices

we minimize frstandlast every part of

impressions ourairport

wait timesfor




