
 
CUSTOMER SERVICE ACTION COUNCIL MINUTES 

Thursday, October 13th, 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. Emergency Management Update    Kristi Rollwagen   

5. Q3 ASQ Results      Steve Gentry    
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FYI on Testing site 
holiday hours:  

They will be Closed 
Thursday and Friday 
of Thanksgiving 
week.  

 

Also Closed 12/24, 
12/25, 12/31, and 
1/1. 
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3. Committee Updates    Roy Fuhrmann 
 

Committee Chair Update 

 
Forum 

 

Abby Kes 
 

Stay tuned for our 
next CSAC Forum in 
early December, 
focusing on an 
Accessibility 
showcase of all the 
features MSP has to 
offer!  

 
  

 
Travelers 
Advisory 

(TAC) 
 

Phil Burke 
 

The TAC group meets 
Monday, November 
14th . On the agenda: 

Delta organization 
updates and 

Strategic Marketing 
having a focused 

discussion on MSP 
branding.  

 

Travelers 
Advisory with 

Disabilities 
(TDAC) 

Phil Burke 
TDAC last met 

September 12th.  The 
team discussed: 
Speech to text 

project and roll out, 
the Assisted listening 

system, Airport 
Development 

consultants sharing 
signage updates on 
elevator guidelines, 

an Accessibility 
campaign with MAC 

creative, and a 
discussion on the 
need for an Adult 
changing table in 

Terminal 2. As an FYI, 
T1 has 3 adult 

changing tables, and 
T2 has none.  
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Benchmarking 

 
Phil Burke 

 

 
Building on 

Success 
 

Katlyn Schenck 
Come celebrate the 

grand opening of the 
T2 MSP Nice 

Employee Lounge on 
Friday, November 

18th from 11am-2pm. 
Caribou Coffee, apps 
from Barrio and cake 

will be served. The 
lounge is located 

across from Gate H2 
on the main level at 

Terminal 2 and 
welcome to all 

badged employees 
and volunteers. We 

hope to see you next 
Friday! 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

MSP Jobs 
 

HaeEun Park 
The next job fair will 
held Wednesday, 
February 8th in the 
Silver Ramp- more 
info to come in 
January for sign ups! 
We also encourage 
you to share any 
success stories from 
Job Fairs to: 
mspjobscommittee@
mspmac.org  
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MSP Nice 

Katlyn Schenck 
 

A reminder to 
continue to send in 

your unsolicited 
customer 

compliment stories 
before the end of the 

year!  

 

MSP Nice Celebration 

Kerry Forbes 
A reminder to save 

the date for the next 
MSP Nice 

Celebration- January 
11th, 2023! 

 
 
 

 
It's also not to late to 

be a financial 
sponsor or prize 

donor for the event!   
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Airport Customer 
Service Hero 

 

Do not forget to send 
in your nominations 

for the Airport 
Customer Service 

Hero! Nominated are 
due at the end of the 

year. 
We are also excited 

to announce our new 
chair, Marty 

Robinson, Federal 
Director of TSA! 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

4. Emergency Management Updates- Kristi Rollwagen  
Kristi provided an overview of the MSP Airport Active Threat Plan & Follow Green to Safer Shelter 
Program. Her slides will be attached, and all are encouraged to review.  
 
 
5. Q3 ASQ Results- Steve Gentry  
Steve provided an overview of our Q3 ASQ scores: 
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An area of concern: Courtesy and 
helpfulness of shopping and dining 
staff. We pride ourselves on this 
category and are seeing it drop. 
Employees are stressed, and 
customers are seeing it too. 
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Our Q3 score is 4.22. This is down from our pre-Covid scores, but the same can be said for all other airports.  

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. 
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Our next meeting will be held Thursday, December 8th, 2022, in person at the Terminal 1  

Commission Chambers 
A reminder that if you are a manager of an MSP NICE AWARD WINNER- please attend the 

December meeting to receive your staff invitations.  
All are welcome to attend! 

 
 
 
 
 
 
 
 
 
 


