
 
CUSTOMER SERVICE ACTION COUNCIL MINUTES 

Thursday, May 12th, 2022 
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     Alan Howell    

5. Customer Experience Update    Phil Burke 

6. Travel Confidently update     Phil Burke 

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

Committee Chair Update 

 
Forum 

 

Abby Kes 
 
More information 
for our next 
summer Forum to 
come!  

 

  
 

 
Travelers 
Advisory 

(TAC) 
 

Phil Burke 
 

The TAC group met 
June 9th with 

updates from Air 
Service 

Development 
(noting that 60% of 
domestic business 

travel is back), 
United Airlines 

business overview, 
and a Concessions 

update.  
 
 

 

Travelers 
Advisory with 

Disabilities 
(TDAC) 

Phil Burke 
TDAC will meet 
June 13th, and a 

reminder that both 
TAC and TDAC are 
open meetings for 

anybody interested 
to join!   
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Benchmarking 

 
Phil Burke 

 

 
Building on 

Success 
 

Nicole Kiefer 
 
 

 

 
 
 
 
 
 
 
 
 
 

MSP Jobs 
 

 
 

Jay Noseworthy 
 

Thank you to all 
that participated in 
the May job fair. It 

was amazing, so 
kudos to the 
tenants that 

participated! It 
drew over 450/500 
attendees. Please 
continue to post 

your current 
openings on our 

job boards as there 
is lots of visibility 
on it right now. 
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The Workforce 
English classes 
have been moved 
to September so 
more to come on 
registration for 
that. 
 
 
 
 
 
 
Finally, the MSP 
Jobs meetings have 
returned meeting 
the 2nd Tuesday of 
the month @ 
830am via Teams. 

 
 

 
 

MSP Nice Katlyn Schenck 
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MSP Nice 
Celebration 

Kerry Forbes 

 

Airport Customer 
Service Hero 

 
 

 
 

4. MSP Construction Update     Alan Howell 
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United desks in Departures have shifted as the large 

wall has gone up and will remain until Q1 2023. 

These soon will have graphics on them prior to ACI in 

September. 
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To our beautiful new space! 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

A look at the few remaining 

“   ”                  …  
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Concession spaces in G concourse have begun to reopen. 

 

    

Please join us at the June CSAC meeting as more will be 

shared about the employee portal transition to the South 

TSA Checkpoint #1. 
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5. Customer experience Updates- Phil Burke  
 
 
 
 
 
 
 
 
 

 
6. Travel Confidently Update- Phil Burke 
 

 
 
 

 
 
  
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

                                                                   
                                                                
                                                              

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 

 
 

 
 
 

                             
A reminder to continue to 

encourage employees to utilize 

the 2 MSP Nice employee lounges 

at Terminal 1, rather than using 

the single use restrooms for 

break/mealtimes. Terminal 2 

breakroom is tentatively opening 

in September, 2022. 
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We will soon have 3 restrooms 

with adult change tables located in 

Arrivals, D Concourse and the G 

infill space, with the hopes of one 

at Terminal 2 soon.  
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7. Q1 ASQ Survey- Steve Gentry  

ACI has redesigned the ASQ                                                            ’        It also makes it 

difficult to benchmark against our previous scores. Below are the categories with a few new questions included. 
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       ’            4   , which is close to our pre-pandemic average levels. Business travelers are more critical and as they 

return more steadily, our scores will likely reflect that.  Below is our benchmark performance. Although our rankings may seem 

low in comparison, keep your eye        “            ”    we are ranked #1 against airports that our direct competition. Our 

scores may seem low, but we are still doing extremely well, and that is in thanks to you all!  
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                         ’                custom panel. GREEN shows scores significantly higher than the 

panel. RED shows scores significantly lower than the panel- which we have none of. 
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Our next meeting will be held Thursday, June 9th, in person at the Terminal 1 Commission Chambers 
All are welcome to attend! 


