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CUSTOMER SERVICE ACTION COUNCIL MINUTES
Thursday, August 11", 2022
10:00 AM —-11:00 AM

Terminal 1: Commission Chambers Number of attendees: 41

1. Welcome & Introductions Mary Loeffelholz
2. Public Service Announcements Katlyn Schenck
3. Committee Updates Mary Loeffelholz
4. MSP Construction Overview Alan Howell

5. Customer Experience Update Phil Burke

6. ASQ Q2 Results

Steve Gentry

1. Welcome and Introductions Mary Loeffelholz

2. Public Service Announcements Katlyn Schenck

- ENHANCED
STANDARD " DRIVER'S LICENSE (EDLIOR * REAL ID-COMPLIANT
DRIVER'S LICENSEORIDCARD. ~ ENHANCEDIDCARD(EID) ) DRIVERSILICENSEORIDCARD

| GOMINGOGTOBER 2018

Now: Now and after Oct. 10, 2018: After Oct. 10,2018:
= These can be used as a valid form of  These can be used as a valid form of # ™ When they become available in Minnesota,
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
= These cards are also an acceptable form Newlhcation oRlln air travel and to access federal facilities.
access : ehea
m&omoaimumn kiosk has relocated from the main = These cards can be used as a valid form
mall at Terminal 1 to Level 3 of the of identification and for lawful driving
Postponed to May 3, 2023 privileges.

Gold Ramp.

disU e Used 101 uo

= While these cards will continue to be a Gy Calll ais0 D UsE sl ¢ = These cards cannot be used as border
vaid form of dentifcation, they willnotbe | travel and to access federalfaciltes. crossing documents.

Qcceptod for domestcai avel or 202655 I Theso ae only Issued to US. Citizens.

(Learn more on the DPS-DVS website.)

= Another form of identification, such as
avalid passport or Enhanced Driver's
License, will be reguired for air fravel or

wandertest

RAPID COVID TESTING

Wandertest Rapid COVID Testing

Designed for travelers, volunteers and employees,
Wandertest offers rapid COVID testing. Antigen Testing,
NAAT Testing, and PCR Testing are offered.

Results in less than an hour

MN Department of Health Testing

In partnership with the Minnesota Department of
Health and Vault Health, a free COVHD9 testing
site is open to the public at MSP Airport,
providinga convenient location for the state’s
testing program.

Hours: Mon: - Fri. from 8:30 a.m- 5 p.m.; Sat.& Results in 48 hours
Sun. from 1:30 p.m- 5 p.m.
Location: Pre-security, Terminal 1 on Level 3 of the Gold L

Ramp Location:Level 2 of the Blue Ramp, Terminal 1

Cost: $99-$199 Cost: Free to all Minnesota residents

Providing your best airport experience.

IORAW
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‘Test-to-treat’ COVID-19 site opens
at MSP

People who test positive for COVID-19 at the MSP Airport testing site
can now be evaluated onsite by a medical professional and get a
prescription for the antiviral drug If deemed appropriate.

The "test-to-treat” site is on Level 2 of the Blue Ramp at Terminal 1 and is open
from 7 a.m. to 7 p.m. The services are free to Minnesotans.

Walk-ins are accepted but appointments are recommended at mn.gov/covid19.

benefiting special Olymplcs Minnesota

SEPT | Minneapolis - St. Paul Airport
1 o 7109 Longfellow Ave S. Minneapolis, MN

Pull times available Online

Is your crew strong enough to pull a plane?

Teams of up to 8 people will compete to find out who can pull a
23-ton Delta Jet the fastest! Register your team in one of six divisions:

Airport Division
Gym Division
Public Safety Division
Unified Division
Corporate Division

Other Division

All proceeds directly benefit Special Clympics Minnesota,
To register and compete for ultimate bragging rights, visit fundraisesomnorg/planepull.

.........

llllllll

fundraise.somn.org/planepull
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PubliciServicelAnnouncements

@ 2022 CAMP PROGRAM

: 3 =] JUNE - AUGUST @

1,000's of unéccdmpanied minors traveling through MSP '

Help campers find their rally point on the Upper Mezzanine

Note: Camp Thunderbird and One Heartland rally point will be located at Ground Transportation
in the Silver Ramp.
Sgi0 o rmn s

{amp Mishawaka

MSP All-Stars Program

* * Msp * *
ALL:STAR

TEAM

Meron Taddese
fuman Resources Manage
Airport Retail Groug

Providing your best airport experience.
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CUSTOMER SERVICE ACTION COUNCIL MINUTES
Thursday, August 11", 2022
10:00 AM —11:00 AM
Terminal 1: Commission Chambers

Join the Metropolitan Airports Commission on

August 23 at the next XPE IE c MSP event and...

OfyA0
=]

| | n
SCAN THIS
wwwwwwwww QR CODE NOW

» Learn how the MAC engages and supports MSP's surrounding communities

» Receive an update on the MSP Airport Long-Term Planning process and how you
can participate

= Enjoy light refreshments - bring your own reusable beverage container as this is
being planned as a low/no-waste event!

MINNEAPOLIS 2022

AIRPORTS COUNCIL INTERMNATIONAL - NORTH AMERICA
ANMNUAL CONFEREMCE AND EXHIBITION
SEFTEMBER 17 - 20, 2022

A full presentation on ACI- NA will be shared
during the September CSAC meeting.

FORWARD MOMENTUM
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W\ ).’ ? SURPRISE & DELIGHT
CELEBR@TE — Look for staff spreading joy and giving out goodle bags
SUCCESS = throughout the week!

v

/l’. / % \ i \ 0 (o]
’ ICE CREAM TRUCK

Monday, August 8- An honest-to-goodness ice cream truck will be making its rounds on

- the airfield near the terminals and stopping by | other locations.
Frlday, AUQUSt 12 Keep an ear out for its iconic music and get your free treat!

Tuesday, August 9 & Wednesday, August 10
G ’ R ”
¢ ® I ’

Providing your best airport experience.

3. Committee Updates Mary Loeffelholz
Committee Chair Update
CSAC FORUM
Abby Kes
Forum More information No Update this month

for our next Forum
coming soon!
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10:00 AM —11:00 AM
Terminal 1: Commission Chambers

Phil Burke

The TAC group met
Monday, July 25,

o Building a team of frequent travelers
r TR
1A= =

TAC

Travelers . ) =
Advisory and had an airline (Rl Altravel L\
(TAC) business update Monday, July 25
from Sun Country
Airlines.
g
. b 13:! )
Travelers Phil Burke cqiQUBNEYTO
Advisory with TDAC will meet
Disabilities again September Next Meeting:
th
(TDAC) 125 Monday, June 13t
Benchmarking Phil Burke
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nice
employee lounge

coming to Terminal 2 in Fall 2022!

Nicole Kief
Building on Icole Rieter

Success

CSACCOMMITTEES

HaeEun Park

Save the Date! We

SAVE THE DATE
look forward to

hosting another are wgi’ring for you at Jﬂb Fair
job fair September MSP Airport!
September 14th

14™ in the Silver
11am-3pm

Ramp. Registration

will be open soon, Silver Ramp
so be on the 2 i o ; ol e
lookout for the Save the date for our September job fair!

signup.

famp
MN55ITT

We encourage you to continue to submit your

‘ . 5 . FIND OUT HOW YOU CAN BECOME PART OF
jOb Openlngs o the Onllne lob board_ MSP AIRPORT'S THRIVING EMPLOYEE COMMUNITY!

CURRENT JOB OPENINGS ON mspairport.com/jobs

MSP Jobs
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The Workforce -
English classes will Workforce Engllsh Classes
start September
13, Registration
and information
flyers are attached
with the minutes-
sign up now!

» Fall start date September 13%™, 2022 12 Weeks; = Free to all MSP Employees

Zuweskciic GV 1.3 houts = Graduation Ceremony at CSAC Meeting

e rzetnin ) Managers and HR Reps: Begin the conversation

Fina"y; the MSP * Hybrid - Virtual/In-Person; iPads provided with your staff to gauge interest
Jobs meetings have

returned meeting
the 2" Tuesday of
the month @

830am via Teams.

mspjobs

MSP JOBS monthly meetings have returned!

We will meet the second Tuesday of the month at
8:30am-9:00am. Meetings are currently held
virtually via Microsoft Teams.

If you would like to be added to the distribution
list, please email HaeEun.Park@mspmac.org or
Jay.Noseworthy@mspmac.org

mspnice
Remember to recognize your employees who receive customer compliments!

The MSP Nice Award consists of:

* Framed certificate of recognition

MSP Nice Katlyn Schenck a
* Service Professional Pin =

e $25 Target gift card
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MSP Nice
Celebration

Kerry Forbes-

A reminder to save
the date for the
next MSP Nice
Celebration-
January 11, 2023!

There are 3 ways
to participate as a
tenant- the flyer
and informational
letter will be
attached to the
meeting minutes.

Airport Customer
Service Hero

Do not forget to
send in your
nominations for
the Airport
Customer Service
Hero!

Thursday, August 11", 2022

10:00 AM - 11:00 AM

HOW CAN | HELP?

You can help in a variety of ways

+ Sponsorships and donations to help defray the cost of this
avent. (Sponsorship flyer anached)

+ In-kind donations for prizes to be awarded the day of the
program

* Sponsor a specific portion of the event like the desserts, or the

musicians, even the table centerpieces.

You could also design a special centerpiece highlighting
your company.

Terminal 1: Commission Chambers

SAVE THE DATE

for the

January 11, 2023

tt Re

—
CSACCOMMITTEES

-+ > SUPER STAR SPONSOR LEVEL:

= Company name and loge recognition on photo

booth pictures
» Company name and (ogo on Airport

Foundation MSP website for Dec. 2022/

Jan. 2023 (by level)

»"# & SHINING STAR SPONSOR LEVEL:

= Company name and loge on Arport
Foundation MSP website for Dec. 2022/
Jan. 2023 (by level)

* Company name and logo on official
invitation {by level)

«“# * STAR SPONSOR LEVEL:

 Company name and logo on official
invitation (by level)

Celebration

Kerry Forbes

=
$1500 =R

* Company name and logo on officlal inviiation 85
and all other collateral by level) &

* Tax deductibia donation acknowledgement

« Company name and logo on table markers and
all signage (ncluding on stage)

$1000 =1

= Tax deductible donation acknowiedgement

* Company name and logo on table markers
and all signage (including on stage)

$750 =R

* Company name and iogo on table markers

For planning purposes, please choose your sponsorship level today. Thank you!

= D10 e 0O
AIrpo D S
D d al U
omp d 0
eJE D O
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4. MSP Construction Update Alan Howell

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

5. Customer Experience Updates- Phil Burke
Phil shared details about the Extended Stay Program at MSP. We actually hold more extended stays at

MSP in the summer months due to severe weather, than we do during Winter Ops, so it’s a great idea to
stay up to date on our extended stay program procedures:

Extended Stay Program at MISP

-"i"""' Custom:
~

Extended Stay Program

- KEY INFORMATION- NUMBER OF STRANDED
PASSENGERS WILL DETERMINE LEVEL OF
ACTIVATION

LESS THAN 300- MATS DELIVERED BY MARSDEN
TO PREDETERMINED LOCATIONS (MAIN MALL,
C16, T2).

MORE THAN 300 BUT LESS THAN 1,000 THE

ABOVE, PLUS IF REQUEST IS MADE BEFORE 8PM,
AN EVERBRIDGE NOTIFICATION IS SENT TO
ENCOURAGE ADDITIONAL STORE HOURS. CALLS
ALSO MADE TO MC'D’S, CAMBDEN, HUDSON.
MORE THAN 1,000- THE ABOVE, PLUS NOTIFY
MAC FACILITIES OMALL PERSON
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Thursday, August 11", 2022
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Extended Stay Guide * Print - provided at all information booth locations

* Digital - mspairport.com website

* Updated as necessary. Last revision was February
2022

Extended Stay

Extended Stay Guide

Terminal 1

Terminal 1
lis-St. Paul International Airport

4300 Glumack Drive
St. Paul, MN 55111

612-726-5555



Airline Information

When Your Flight is Canceled Due to Weather

Airlines will make every effort to provids certificates
for discounted hotel rooms to all customers strandad
due to ith flight i However,
each customer is responsible for paying for their
accommeoedations, meals and ground transportation.
Policies regarding phone calls, refunds, and other
possible expenses vary among airlines. Copies of
each airline’s Contract of Carriage can be found st their
individual ticket counters as well as on their websites.

‘When Your Flight is Canceled
Airlines typically offer rebooking servicss at their gates,
ticket and, for Delta atthe
Need Help Centers. You can also call the airlines’
tolHfree numbers or use their cnline services.

If you are & Delta Air Lines passenger, the easiest way
o rebook your flight is to stop by one of its Need Help
Centers. Here you can scan your current boarding pass
o be rebooked on the next available flight or spsak with
a raservation agent. Nead Help Centers are located on
Concourses A, B, C, D, F, and G. Also, any agent in the
Departures lobby can assist you.

Claiming Your Luggage When Your Flight is Canceled

If your flight is cancsled, your aidine will sutomatically
transfer all checked luggage to a later flight deperting to
your destination. If you dscide not to travel and are a Delta
passenger, please visit one of Delta’s beggags servios
offices (on the Amivals level) to file a claim. For all other
airlnes, please visit their bag claim office to request your
luggags, or check with an aidine agent. When thers are

& high number of flight cancellation, luggage recovery
efforts may be more difficult.

If you need medication from your checked luggags,
airlines will make every attempt to retrisve it for you.

Go to your airline’s baggage claim offica on on the Arrivals
level and explain your need, or check with an agant

from the airline for assistance. You will need to provide a
description of your bag. (See Dining and Shopping Outside
MSP Airport for 24-hour pharmecy information.)

Security/Emergencies

@ Security Checkpoints
If you exit the airport's secure area and wish to
re-enter, you will need to have a boarding pass that
has been issued within the last 24 hours. Present
this boarding pass and your government-issuad
photo ID at any security checkpoint. At least one
security chedkpoint is open 24 hours per day.

[‘] Airport Police
Airport Folice officers are available 24/7. In addition
to the officers who patrol the terminal, police

CSAC
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Promote * Inform

CUSTOMER SERVICE ACTION COUNCIL MINUTES

Improve

Thursday, August 11", 2022
10:00 AM —11:00 AM
Terminal 1: Commission Chambers

reprasentatives are also avalable at the Poice
Operations Center near Door 1 on the Arrivals level.
Or, in non-emergency situations, contact the polics
by phone at 612-726-5577. For emergencies, dial 911
from any phone, including the blue Airport Assistanos
courtesy phones. Lock for the blus light on the wall.

" Severe Weather
When a severe weather waming is issued for an
area that ncludes the airport, both sudible and visual
announcements will be mads to advise travelers of the
conditions and to encourage them to take shelter, if
necessary. Announcements may bs made throughout
the airport or in gate areas.

Dining, Shopping and Services
" Dining and Shopping at MSP Airport
Mast dining and shopping estabishments in the secure
W arsa are open during evening hours, and some locations
may stay open later depanding on the situation. Outside
the secure area, vending options provids packaged and
frach food offerings.

Passengers can use their mobile davics Wwsp
to order food and drink from 15 venues ,/ \f \
for pickup ordslivery inTerminal 1. No | / |
app is needed. Order through the dining '\ (1) /
and shopping Ink at mspairport.com. 4m;

Dining and Shopping Outside MSP Airport

Mall of America (MOA) is 20 minutes away via Light Rail.
It offers a variety of dining, shopping and entertainment
options. For more information, contact MOA guest
servioss at 952-883-8013. viww. mallofamerica com

Wialgreen's at 4547 Hiawatha Avenue in Minneapalis
has a 24-hour pharmacy and is accessible via the 46th
and Hiwatha Light Rail stop. The pharmacy number is
612-722-4249.

- Electronic Device Charging
Blactrical cutlets are located throughcut the teminal
and can be used to chargs mobile devices and leptops.
Specific locations include the Airport Mall food court, and
the food courts on Concourses A, C, E and F: Detta Air
Lines also provides charging stations at most of its gates.
Airport Assistance Phones
Airport Assistance phones are located throughout the
airport. Lock for the blue light on the wall. Use these to
obtain assistance and information betwean 8a.m. and
10 p.m. by disling 201. For paging assistance between
10 p.m. and 8 a.m., dial 228. If you receive a recording,
please be patient. Airport representatives will answer
calls in the order they are received.

6. ASQ Q2 Results- Steve Gentry

MSP - Airport Performance

Categories

Overall Satisfaction

@ Arrival at the Airport
Check-in

Security Screening

S & O

Shopping / Dining
[~/ Gate Areas
C‘: Throughout the Airport
/2)@ Airport Atmosphere

Ground Transportation
Regional and Local Transportation Options
et = : : ide

servios from MSP Aiport o regional destinations.
Flease visit the Ground Transport Center to

make arangaments.

Connections to Greyhound and Jefferson Line bus
service are akso available. Purchase tickets st the
Land to Ar counter.

@ Taxi servios, located in this area as well is provided
24 hours a day.

E Uber/Lyft/Cther App-Basad Ride Services If you plan
touse Uber, Lyft, o ancther epp based ride service,
your ride will pick you up on Lewel 2 of the Green Parking
Remp, abowe the Ground Transpart Center.

& On-site rental car agencies are located in the Siker
parking ramp. Taks the tram from Level T to find the car
rental counters.

& The Light Rai Transit (LRT) station is bakw the Tram
Levelin the Red/Blue Ramps. LRT ssrvice between
Terminal 1 andTerminal 2 is FREE and opsratss 24
hours a day.

LRT servios between MSP Arport and Mall of America
or downtown Minneapclis opsrates between 4 a.m.
and 1 a.m. daily. Publiic buses provids connections to
ather destinations from most LAT stops.

@ City bus service is available between the Siker parking
ramp transit center and downtown St. Paul from
4:30 a.m. to 12:30 a.m. daily.

Faras: LAT and bus fares vary from $.50 to $4.00
depending on fare type and time of day. For mors
information, contact Metro Transit at 612-373-3333 or
vaww.metrotransit.org.

= Hotel Shuttles
Many hctels near the arport provids courtesy vans.
Chedck with the hotel when making your reservation.
If the hotel does not provide a courtesy van, you
may take & tax, app-based ride service, or public
transportation to your hotel. All courtesy vans,
app-based ride service and taxs pick up passengers
at the GroundTransport Center. Public transportation
via Light Rai is available by taking a tram to the Red/
Blue Parking Ramps and then proceeding down
two levels.

Overall Satisfaction

Accommodations
Hotml Accomerodatars

* Mot srines offer certficates for dscourted rates
ot area hotels. Plaans ask an asirine agent for detalls.
Dwoounted hotel cartficates ace slso malsbls ot any
informaion booth between 7am nd 7 pm The
Team Ll ndormation booth & open untd 230 am.

Deka Ar Lnes passengen cen find reduced rate
hotel certifostes at any of ks Need Help Centess
located on Concouses A B, C, D, F and G or by
requesting one from a Deka agent.

Due 10 varying deemand, T reduced rnte
conficates offered by Delta, ofwr ainns, of ot
information booths may sot sbways be svadetie If
NO KOMs we valbio ot the hotels ollenng these
rates, e lers tay ke resenvatons ot other
hotals from sey phone Meenason boad lcated on
he Arraals lovel

Overnight Accommodations at MSP Alrpeet

The siport has & lended supply of slesping mats for
G use. Mats o an srines

recpeat when ool hotels are 1ull o e capacity.

The mans sre detributed in Dess sreas: Alrport Mall,

the sntrance 1o Concourse E and neer gates C16

and GO

Indoor pet and animal servien rebef sosen s
8 lable e the entrence to Concounse £ end
near gate C12

n Armed Forcss Service Center (AFSC)
The Asmed Forces Service Center (AFSC) at
Min 4s-Saire Pad

ANpon s open
Soven days per week. Access s imined 10 waveing
active-duty miinary, . Meck! of Honoe

depancents,
recipants, Purple Heart recipients and miltary
retross. AlQuests wil be asked 10 present curent
govermeent-ssued 1D for entry. The AFSC is bomed
inaide securty at the entance to Concourse A,
on level two. Take the dlevator neot 10 the entry 1o
Brusgper's Bagels. For howrs and more information,
call 127269756 or vt mnafsc. oy

FREE WIFI AVAILABLE 7>
Select MSP Alrport WiFi from the
retwork cholces.

Rirpont Senice Ous

Ease of getting to the airport

10

erminal

VFM: Transport

Ease of finding check-in area

Waiting time: Check-in

Courtesy & helpfulnes:

Check-in staff

Ease in secwrity screening

Walting time: Security screening

Courtesy & helpfulness: Securit:

Restaurantsbars/cafés

VFM: Re

barsicalés
Shops

VFM: Shops

Courtesy & helpfulness: Shopping and dining st:

Comfort of waiting at gate areas

Availability of se

s at gate areas

Ease of finding way
Availability of fiight info.

Ease of making connectl
Courtesy & helpfulness: Airport st

king distance inside terminal

Wi-Fi service quality

Availability of charging stations
Entertainment & leisure options

Availabllity of w

Cleanlines

rooms

ashrooms

Ambience

Q2 2022 ASQ AIRPORT PERFORMANCE




5= Excellent
4= Very Good
3= Good

2= Fair

1= Poor
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4.30

425 o

420

415
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4.00
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385
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MSP — Passenger Profile H| AEI]
Demographics — Q2 2022 e e e
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CEF 2033 ASCLARRPORY PERFORMAMNOE

Historical Overall Customer Satisfaction ' Agﬂ

Q1 2006 - Current with Trendline ke mireny
We have seen a dip in our ASQ performance this quarter, dropping ol
to a 4.22 score. We know that our staff is running short handed and _ 5’\_
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This chart summarizes MSP’s score vs. our custom panel. GREEN shows scores significantly higher than the
panel. RED shows scores significantly lower than the panel- which we have none of.

MSP — Ranking Within the Customized Panel W ASid
Summary of the Performance vs Customized Panel

= : . < A
[ [ ) « 2 > q)
Overall Arrival at the Security Shopping Airport
heck- A 3 Th hout the Al
Satisfaction Airport Eheokn Screening Dining BOeAvss BRI e Atmosphere
Total Sane “am fothe |Eame o ok E“:c:::“:’"’ Restaurants/barsicatés cw;:’ WAl 3t | e offindingway  WiFi service quality Health safety
4.22 4.39 4.39 4.31 3.88 3.79 4.21 3.86 4.13
L 1 PANEL 4 ISTOM PANEL 4 1M PANEL: & USTOM PANEL: 4 1 PANS 1 AN OM PANEL: 4 M PAN 4
LO O k RANK 2) 14 RANK 2114 RANK 214 RANK 2/ 14 RANK 4714 RANK 6 14 RANK 2114 RANK 8 /14 RANK 4 14
Signage to access Wiaiting time: Security VM. Availability of seats at Availability of flight  Availability of charging
Businans terminal Walling thwec Checitin screening Restaurants/barsicafés gote areas i station Claiiinass
for the 4.24 4.28 4.31 4.25 3.14 3.82 4.26 3.65 4.18
W PANEL. 3.6 JSTOM PANEL 4 1 STOM PANEL 4 ] { PANEL. 3.92 1 PAN ] 1 PAN TOM PANEL STOM PANEL 3.7 1 1 PANEL. 4.00
RANK 2/ 14 RANK 214 RANK 1714 RANK 3/ 14 RANK 6714 RANK 10/ 14 RANK 114 RANK 814 RANK 2/ 14
Courtesy & Courtesy & Walkd
. " . . . ing distance  Entertalnmant & lelsure
R E D Leisure VFM: Transport Belphudossa: Chackin | helphulness: Securky Shops fesmmiglossross options Ambience
4.30 3.90 4.46 4.29 3.48 3.57 3.53 4.04
1 PANEL: 4 ISTOM PAN 14 PANEL 4 24 { PANEL 401 4 PANEL 3 4 M PANEL M PAN s @ 1 PANE
RANK 1/ 14 RANK 3 /14 RANK 114 RANK 1/ 14 RANK 7114 RANK 12114 RANK 7114 RANK 4 14
Ease of making Availability of
Pocvonnt VP Sope connection wazhrooms
4.13 3.10 3.96 412
RANK 6/ 14 RANK §/14 RANK 4 /14 RANK 4/ 14
Courtesy & Courtesy & i or
helpfulness: Sh helpfuiness: Alrport
:mmr-ngs::r" o] Weshrooms
3.90 4.26 4.07
" RANK S 1 14 TRANK 1114 RANK 3114
Note: The green and red values indicate that MSP performance is higher or lower at a level (95%) to the panel.

Rank is calculated out of total participating airports forming the customized panel.

Q2 2022 ASQ AIRPORT PERFORMANCE

MSP - Airport Performance Agﬂ
Most Important Service Quality Items & Satisfaction — Q2 2022

Top 5 Most Important ltems Satisfaction with these Service ltems
Ease of going through security o
@ screening 28%
@ Ease of finding your way 27%
Waitmg time at the security 19%
screening

@ Cleanliness 18%

@ Comfort of waiting at the gate areas 18%

The figure presenis the (%) of who the item amongst the most important The figure presents the average jout of 5-pt scale) for the ftems identified as important amongst all of the
itenrs based on their experience at your airport. Because respondents were able to sefect several items, the respondernts who have rated the item.
total of mentions may exceed 100%.




DSAC

CLJSTOMER SERVICE ACTION COUNCIL
Promote  Inform * Improve

CUSTOMER SERVICE ACTION COUNCIL MINUTES
Thursday, August 11", 2022
10:00 AM —11:00 AM
Terminal 1: Commission Chambers

Our next meeting will be held Thursday, September 8, in person at the Terminal 1
Commission Chambers
All are welcome to attend!



