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CUSTOMER SERVICE ACTION COUNCIL MINUTES
Thursday, October 13, 2022
10:00 AM —-11:00 AM

Terminal 1: Commission Chambers

Welcome & Introductions

Public Service Announcements
Committee Updates

Emergency Management Update

Q3 ASQ Results
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Number of attendees: 43

Roy Fuhrmann
Katlyn Schenck
Roy Fuhrmann
Kristi Rollwagen

Steve Gentry

1. Welcome and Introductions

2. Public Service Announcements

STANDARD
DRIVER'S LIGENSE OR 1D CARD

Now:

= These can be used as a valid form of
identification and for lawful driving
privileges.

w These cards are also an acceptable form

of ID for domestic air travel and to access

federal facilities.

Postponed to May 3, 2023
“ 8 = While these cards will continue to be a
-8 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 fravel or
access to federal facilities.
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Roy Fuhrmann

Katlyn Schenck

S W T
GOMING OGTOBER 201

REAL ID-COMPLIANT
DRIVER'S LIGENSE OR IDICARD

ENHANCED:
DRIVER'S LICENSE (EDL) OR
ENHANGED 1D GARD (EID)

Now and after Oct. 10, 2018: After Oct. 10, 2018:
= These can be used as a valid form of ¢ * When they become available in Minnesota,
identification and for lawful driving REAL ID-compliant cards will be an
privileges. accepted form of identification for domestic
air travel and to access federal facilities.
New Location: The Real ID
= These cards can be used as a valid form

kiosk is open on Level 3 of the
Gold Ramp.

of identification and for lawful driving
privileges.

= They can also be used for domestic air » These cards cannot be used as border
travel and to access federal facilities. \  crossing documents.

= These are only issued to U.S. Citizens.
(Learn more on the DPS-DVS website.)
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FYIl on Testing site
holiday hours:

wandertest

RAPID COVID TESTING

They will be Closed
Thursday and Friday

of Thanksgiving Wandertest Rapid COVID Testing MN Department of Health Testing

week. Designed for travelers, volunteers and employees, In partnership with the Minnesota Department of
Wandertest offers rapid COVID testing. Antigen Testing, Health and Vault Health, a free COVHD9 testing
NAAT Testing, and PCR Testing are offered. site is open to the public at MSP Airport,

. providinga convenient location for the state’s
Results in less than an hour :
testing program.
Also Closed 12/24, HoursEveryday from 8:00 a.m- 6 p.m. Results in 48 hours
12/25' 12/31’ and LocationPre-security, Terminal 1 on Level 3 of the Gold Hours7 a.m.-7 p.m.

Ramp

1/1. Cost$99-$199

Locationlevel 2 of the Blue Ramp, Terminal 1

Cost¥Free to all Minnesota residents

CSAC Providing your best airport experience.

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

People who test positive for COVIBI9 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 “testto-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/covidi9.

Providing your best airport experience.
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MSP Airport Managers and Supervisors

Recognize your employees or
volunteers as MSP All-Stars today!

At MSP Airport, caring for our customers has always
been a team effort. Now managers and supervisors have

an opportunity to publicly recognize their top performing When considering who to recognize,
players by identifying them as an MSP All-Star. keep the following criteria in mind,
As recognition for making the MSP experience great for Does this person consistently

both passengers and colleagues, this program will have exhibit one or more of the

your All-Star’s image, name, title and company name
featured on the digital screens that accompany the flight
information monitors in the terminals.

following behaviors...

. Takes steps to assure the safety
roces i :
The g " da:senple o and security of travelers and

Identify the MSP employees or volunteers you fellow airport workers

believe should be recognized based on the the Meron Taddese

NS e & e hot i hose MmN % Proactively seeks opportunities Human Resources Manager

ey to assist customers outside their Ai rport Retail Group

2 Obtain their approval to display their image and normal duties

recognize them publicly in the airport terminals

<4 Promotes teamwork across the
Obtain headshot images of the individuals for airport community
use on the digital screens
P excellent servi
Fill out and submit the » M’g;‘?ﬁa‘;‘wm ntsevice to
MSE All-Stars form online

We'll take it from there!

|= ‘__K-EE_Pt‘hE%SE-t-EP?imi;’I_a as you prepare fur

TIPS FOR TAKING HEADSHOTS WITH A SMARTPHONE CAMERA taking a headshot g

1. It's best that the subject of the headshot does not

Thank you for participating in the MSP All-Star program. To accept a submission for the program we will need 7
take it themselves, if possible.

an image of your all-star employees/volunteers. You can either take the photograph yourself or ask your

employee.ta submit ane ta you. 2. The subject should choose clothing that is neutral in

Below you will find some best practices and tips for taking headshots with a smartphone camera. color and in pattern.

We encourage you to take the photos, if possible. If you are unable to, we can also to accept existing images 3
of the individual that conform to the below standards. Images must be in a .jpg or .png format, which almost
all cameras will produce.

. Choose a neutral/not busy background.

4. Choose an area with even, natural lighting if possible
(it's easier to make a photograph lighter than
removing harsh shadows).

5. Set camera to high resolution mode.

6. If your camera has the feature, you can use the SAVE YOUR IMAGES

portrait mode.
You will need to have access to the images

7. Have the subject turn their body slightly for the when filling out the submission form.

"
camera to avoid the “mug shot” look. Save the image ta your phone 5o that you

can either upload it from your phone

directly to the submission form or email it

to yourself so you can save it to a computer

9. Include the subject’s shoulders and head, leaving and then upload it to the submission form,
some space above the head (don't crop tightly to the
top of their head). It's best to have more of the
subject than less. We will crop it to the appropriate
dimensions.

8. Use the auto-focus feature to focus on the person’s
face.

Below is a link to an additional resource
should you wish to go a little deeper into
this subject.

https://lenshype.com/6-tips-for-better-
headshots-using-your-mobhile-phone,

10. Don't use the camera’s zoom feature. It will lower
your image resolution.
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2022
Holiday

Performances

D

Sunday, November 20t 2-dpm North Rotunda (The Nutcracker)
Wednesday, November 237 1-3pm Terminal 2

Sunday, November 27t 1-3pm Terminal 2
Thursday, December 1% 10am-noon Airport Mall Gallery
Thursday, December 1% 2-4pm Airport Mall Gallery
Friday, December 2™ 1-3pm Terminal 2
Thursday, December 8t 10am-noon Airport Mall Gallery
Thursday, December 8t 2-4pm Airport Mall Gallery
Friday, December 9t 1-3pm Terminal 2

Sunday, December 11th 2-4pm Airport Mall Gallery
Thursday, December 15 10am-noon Airport Mall Gallery
Thursday, December 15™ 2-dpm Airport Mall Gallery
Friday, December 16t 1-3pm Terminal 2
Thursday, December 22" 10am-noon Airport Mall Gallery
Thursday, December 22" 2-4dpm Airport Mall Gallery

- ARTS | <
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Do you have an interest in voiceovers?

Al -
Have people said you should be on the radio? _,'-&_r' e _\/ 9“
L interested in

Then you may be the person we're looking for. |-:E)31JJ£J ::J
A I0ice .

The Metropolitan Airports Commission is %
seeking people from MSP Airport (anyone l:l‘.J

with an MSP badge) to lend their voices to the
airport’s recurring public announcements, The deadline

including the 3-1-1, Travel Confidently, and to apply to

[ d exit annour to name a few.

audition is
Auditions are being held Nov. 29 - Dec. 9 and will be held online 4 p.m.
utilizing Microsoft Teams.* Time slots for auditions, which will be wednesday,

10 minutes long, will be assigned on a lirst come, first served basis.

November 23,
Those chosen to record an announcement will be nolified by or 2022'
before January 12. Recordings will take place in person at Terminal 1

in January.

FOR AN APPLICATION, contact Shelly Lopez, ) ||11'“|]|“”IIIIIII

customer experience coordinator for the Metropolitan
Airports Commission, at Shelly.Lopez@mspmac.org.

“Anyone wilh a computer or smart phone and intemet access can use Microsolt Teams. m/

You do nol need ko have & leaded on your machine or phone.

Veteran’s Day

Friday, November 1%

Announcement at 10:59:30am with
TAPS following at exactly 11am

Bugler locations:

T1 - main mall

yhank g 5 T2 — adjacent to checkpoint 1

* MAC Announcement - “Today is Veteran’s Day

in the United States. The MSP airport community
supports all veterans. A live bugle performance of
TAPS will be played shortly in the Main Mall

(adjacent to security checkpoint 1 at T2). Please
pause momentarily as we honor our veterans.
Thank you for you cooperation”
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3. Committee Updates Roy Fuhrmann

Committee Chair Update

Abby Kes CSAC FORUM

Stay tuned for our Y
next CSAC Forum in S e
early December, Our next fj_j_,{k.& .r'?rflel IS M
focusing on an coming soon ﬂﬁg» =
Accessibility More to Come: |
showcase of all the =
features MSP has to
offer!

Phil Burke

Forum

Building a team of frequent travelers

oo™ TAC

XY R

The TAC group meets “s I"sp waLLs
Monday, November
Travelers 14™ . On the agenda: @) :-

. o Will meet again on [ ETREAS -
Advisory Delta organization Monday,

(TAC) updates and November 24
Strategic Marketing

having a focused
discussion on MSP
branding.

Connecting msp with our customers

Phil Burke
TDAC last met
September 12, The
team discussed:
Speech to text
project and roll out,
the Assisted listening i, .

system, Airport EQUITABLE ALCESS
Development
Travelers consultants sharing Next Meeting:
Advisory with signage updates on Monday, June 13*
Disabilities elevator guidelines,
(TDAC) 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

Katlyn Schenck
Come celebrate the
grand opening of the
T2 MSP Nice
Employee Lounge on
Friday, November
18" from 11am-2pm.
Caribou Coffee, apps
from Barrio and cake
Building on will be served. The =

Success lounge is located E RA N

across from Gate H2

on the main level at , @PENING |

Terminal 2 and
welcome to all \ - :
badged employees Friday, Nov. 18  rwrceemon

from 11am.-2p.m.
and volunteers. We Y i 52

Fres WIF), vending outiats, microwave and

hope to see you next o
Friday! :

HaeEun Park
The next job fair will
held Wednesday, Save the Date!

February 8" in the HUNDREDS OF‘(_‘ MSP Airport Job Fair
Silver Ramp- more are waiting for you at Wednesday, February 8th
MSP Airport! Silverl "

info to come in
Registration begins after New Years

January for sign ups!
We also encourage
MSP Jobs you to share any
success stories from
Job Fairs to:
mspjobscommittee @

FIND OUT HOW YOU CAN BECOME PART OF

mspmac.org MSP AIRPORTS THRIVING EMPLOYEE COMMUNITY!
- CURRENT JOB OPENINGS GN mspairpge.com/jobs
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msp e
Katlyn Schenck —
Remember to recognize your employees who receive customer compliments!
A reminder to The MSP Nice Award consists of: . ‘n { 2
continue to send in * Framed certificate of recognition
MSP Nice your unsolicited i
customer * Service Professional Pin =
compliment stories « $25 Target gift card
before the end of the
year!
SAVE THE DATE
for the
., mspnice, . .
January 11, 2023
Kerry Forbes CSAC COMMITTEVlV-Zisi
A reminder to save e
the date for the next celebretion
MSP Nice Kerry Forbes
Celebration- January
11t, 2023! Still interested in being a

SpoNSsor or prize dONOr? SUPER STAR SPONSOR LEVEL: $1500 =1
COmpany name and logo recognition on photo  » Company name and logo on official invitation
booth pictures and all other colateral (by level)

« Company name and logo on Airport « Tax deductible donation acknowledgement
Foundation MSP website for Dec. 2022/ P

il T s iaied

MSP Nice Celebration

HOW CAN | HELP?
You can help in a variety of ways
* Sponsorships and donations to help defray the cost of this
event. (Sponsorship fiyer attached)

* 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.

Tt

It's also not to late to
be a financial
sponsor or prize

!

You could also design a special centerpiece highlighting ~TAEIN
donor for the event! Ui et " * SHINING STAR SPONSOR LEVEL:  Ca [9]0]0) -7~ *]
« Company name and logo on Airport « Tax deductible donation acknowledgement
Foundation MSP website for Dec. 2022/ * Company name and logo on table markers
Jan. 2023 (by level) and all signage (including on stage)
« Company name and logo on official
invitation (by level)
.”» * STAR SPONSOR LEVEL: $750 =1
« Company name and logo on official « Company name and logo on table markers

invitation (by leve))

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

AIRPORT CUSTOMER SERVICE HERO

We welcome our new chair,

Marty Robinson, Federal Security

Director of TSA

We will soon begin reviewing
submissionszget your nominations

in now!
Nominate an @mployee'or volunteer for the Airport Customer
Service Hero.award!

Simply provide their name, company and why you believe they should
win to: HERO@mspmac.org

* Up to three winners are selected every year
* Awards are presented at a Commission meeting
= Personalized crystal trophy

= Check for $1,000

CSAC

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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MSP - Airport Performance

Categories

+

10:00 AM - 11:00 AM

Overall Satisfaction

Arrival at the Airport

Terminal 1: Commission Chambers

Overall Satisfaction

Ease of getting to the airport
Signage to access terminal
VFM: Transport

Check-in

Security Screening

Shopping / Dining

Gate Areas

Throughout the Airport

/,% Airport Atmosphere

Ease of finding check-in area
Waiting time: Check-in

Courtesy & helpfulness: Check-in staff

Ease in security screening
Waiting time: Security screening

Courtesy & helpfulness: Security staff

Restaurantsbars/cafés

VFM: Restaurantsbars/cafés
Shops

VFM: Shops

___ Courtesy & helpfulness: Shopping and dining staff

Comfort of waiting at gate areas
Availability of seats

t gate areas
Ease of finding way

Availability of flight info.

Walking distance inside terminal
Ease of making connection
Courtesy & helpfulness: Airport staff
Wi-Fi service quality

Availability of charging stations
Entertainment & leisure options
Availability of washrooms
Cleanliness of washrooms

Health safety

Cleanliness
Ambience

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.

Q3 2022 ASQ AIRPORT PERFORMANCE

Courtesy and
helpfulness of

shopping and dining

staff

4.1

3.90 347

{n=227)
{n=252)

3.77

CUSTOM PANEL: 3.71
RANK 7 /14
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4=VeryGood oo 4323

3 = Good

2 = Fair

1= Poor
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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.

Historical Overall Customer Satisfaction
Q1 2006 - Current with Trendline

a.60

4.55 ¢

4.50

445

4.40 |
437 *
435 434 )r
43832 432 431 ‘3} ‘«UL}E {31‘32

43%30 430 8.4.3
f—«azszsz;s *\‘ .,’ 9_ ,.‘.‘23 -

lullllllllllllllllllz\\ll
L

420

m{ﬁ o0 n.l‘owo-rs
| MSP ON HOLD DUE TO COVID-19

K |
f Q
z90 1/ 3;;9 = AsQ
— .
1\ / £ revised
aas L4224 8 surve
g format
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2006 | 07 2008 2009 | 2010 201 | 02 23 M4 2015 26 mz 2ma piut 2020 091 | W22

Q3 2022 ASQ AIRPORT PERFORMANCE

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 ' ASE
Summary of the Performance vs Customized Panel

Overall Arrival at the . Security Shopping/ . Airport
: : ) heck-in . il Gate Areas Throughout the Airport
Satisfaction Airport Ched Screening Dining o L Atmosphere
Easeof gettingtothe  Ease of finding check- Ease in security ;. Comfort of waiting at . . .
Total ateport pashy ybnining Restaurants/bars/catés ey Easeoffindingway ~ WEFi service quality Health safety
GUSTOM PANEL 397 | CUSTOM PANEL: 404 | CUSTOM PANEL 413 | CUSTOMPANEL: 4.08 | CUSTOMPANEL 360 CUSTOMPANEL 375 | CUSTOM PANEL: 403 | CUSTOM PANEL 381 | CUSTOM PANEL 309
Look RANK 2714 RANK 1714 RANKI!HG RANK 3114 RANK 4/ 14 RANKE/ 14 RANK 3714 RANK 2714 RANK 1714
Signage to access e Waiting time: Security VFM: ility of seats at iability of flight il of charging
Business terminal Waiting time: Check-in sereening Restaurantsibars/catés gate areas info. station Cleanliness
CUSTOM PANEL: 3.95 | CUSTOM PANEL: 4.05 = CUSTOM PANEL: 406 | CUSTOMPAMEL: 3.68 | CUSTOMPANEL: 307 = CUSTOMPANEL: 382 | CUSTOM PANEL: 405 | CUSTOM PANEL:3.68 | CUSTOM PANEL: 384
RANK 514 RANK 1/14 RANK 3/ 14 RANK 4114 RANK &/ 14 RANK 6114 RANK 1714 RANK 6114 RANK 3114
Courteny & Courtesy &
n . . . Walking distance Entertainment & leisure
R E D Leisure VEM: Transport nllth\o:!:;'CMl-m hnlplulmu'.'suumy Shops i el pinse Ambience
CUSTOM PANEL 3.00 | CUSTOM PANEL:372 | CUSTOM PANEL: 410 CUSTOMPANEL 368 | CUSTOM PANEL 342 ct L'368 CUSTOM PANEL 352  CUSTOM PANEL 385
RANK 3114 RANK 4714 RANK 3714 RANK 1114 RANK 1114 AN 3114 RANK 8114 RANK 3/ 14
Ease of i Availability of
Personal VFM: Shops T st
CUSTOM PANEL 308 CUSTOM PANEL: 3.00 CUSTOM PANEL: 381 CUSTOM PANEL: 3.00
RANK 2/ 14 RANK 5/ 14 RANK 5/ 14 RANK 4114
Courtesy & Courtesy & P
helpfulness: Shopping helpfulness: Airport prieimee
and dining staff staff
CUSTOM PANEL: 371 CUSTOM PANEL: 405 | CUSTOM PANEL: 3.85
RANK7/14 RANK 3714 RANK 211
Note: The green and red values indicate that MSP performance is higher or lower at a lavel (95%) I fo the panel

Rank s calculated out of total participating amports forming the customized panel

Q3 2022 ASQ AIRPORT PERFORMANCE
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= g
MSP - Airport Performance m’,‘“' ASU
Most Important Service Quality Items & Satisfaction — Q3 2022 [E—
Top 5 Most Important Items Satisfaction with these Service ltems
(1) Cesectaomgtiroughsecunty  pqy,
screening
(2) ase o ncing yourvay 25%
@ Comfort of waiting at the gate areas 22% 3.90
L e dunessaliy : e |
: n= 418
@ screening 20% )
(5) creaniness 20%
The figure presents the ion (%) of who the item amongst the most important The figure presents the average (out of 5-pt scale) for the items identified as important amongst all of the
items based on their experience at your airport. Because respondents were able to select several items, the respondents who have rated the item.

total of mentions may exceed 100%.

Our next meeting will be held Thursday, December 8", 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!



