
CUSTOMER SERVICE ACTION COUNCIL MINUTES 
Thursday, April 13th, 2023 

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. Customer Experience Updates    Phil Burke, Paul Fudenberg & Jake Hintz 

5. Construction Updates     Puneet Vedi 

6. Air Service Development Update    Brian Peters 

7. Recycling and Food Waste Update    Lewis Segl 
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Number of attendees: 52 

TSS will begin a passenger experience 

survey running May 1st- May 15th at 

the back of checkpoints at both 

terminals. This survey will provide 

sharable data on customer 

experience and help update 

initiatives and plans for TSA. The 

survey is 15 questions, taking place at 

various hours, and will not survey 

employees.  
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3. Committee Updates    Roy Fuhrmann 
 

Committee Chair Update 

 
Forum 

 

Abby Kes 
 

No Update 

 
  
 
 
 
 
 
 

 
 

 
Travelers 
Advisory 

(TAC) 
 

Phil Burke 
 

Travers Advisory 
Committee last met 
February 13th and 
discussed: 

• MSP NICE 
celebration 
recap 

• Air Service 
updates 

• Artist 
discussions 
with Kipp 
Kobiyashi 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

For more information on the 

Sunflower Lanyard program: 

https://www.mymspconnect.com/

employee-toolbox/accessibility-

resources/hidden-disabilities-

sunflower-program 
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Travelers 
Advisory with 

Disabilities 
(TDAC) 

Phil Burke 
 

TDAD met March 13th 
and discussed: 

• Artist 
discussions 
with Kipp 
Kobiyashi 

• Hearing loop 
updates 

• T2 sensory 
room designs 

• Age friendly 
MN- being 
inclusive to 
ALL ages  

 
Benchmarking 

 
Phil Burke 

 
 
 
 
 
 
 
 
 
 

 
Building on 

Success 
 

Angela Enroth 
The T2 employee 

lounge is now open!  
 

 

 
 
 
 
 
 
 
 
 

 

 
 
 
 

MSP Jobs 
 

HaeEun Park 
 
Save the date for the 
next job fair! 
Wednesday, May 10th 
from 12pm-4pm in the 
T1 Rental Car lobby. 
Registration is now 
open and fills up 
quickly! Deadline is 
April 26th to register. 
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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 
 

Save the date- January 
10th, 2024! Interested 

in joining the 
committee? We meet 

after CSAC every 
month!  

 
 

 

 
 

Airport Customer 
Service Hero 

 

 
 

Our newest Customer 
Service Hero recipients 

will be named at the 
April Commission 

meeting! 
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4. Customer Experience Updates- Phil Burke, Paul Fudenberg, and Jake Hintz 
Phil provided a “Get to Know ‘Em” segment with Naveed Siddiqui, the GM of Clear. He has been with 
the airport for almost one year now! Clear currently has 50 employees, with the goal of reaching 80 this 
summer. Although new to the aviation industry, he has a love of travel, especially to concerts! Naveed 
appreciates the collaboration and interactions with partners at MSP and the focus we have on customer 
service and his suggestion for improvement- wait times!  
If you see Naveed out and about, be sure to say hello and welcome him to MSP!  
 
Paul Fudenberg and Jake Hintz also provided an update from the Customer Experience team and 
highlighted the customer experience pillars, and how the services their team provides exemplify this. A 
special thanks to the Customer Experience team for making a huge difference in the traffic flow of the 
departures lobby. Their assistance in the lobby has been instrumental, and several shared appreciation 
to them, especially in days of high traffic, like spring break, and winter storms!  
 

 
5. Construction Updates- Puneet Vedi 

Please see the attached slides highlighting the April CSAC construction updates.  
 
 

 
6. Air Services Development Update- Brian Peters 
Brian shared updates on our daily departures forecast, average departing seats forecast, our 
Active/Suspended routes forecast, and nonstop destination history. 
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7. Recycling and Food Waste Update- Lewis Segl 

The MAC has a 75% waste diversion goal by 2030. This means 75% of MSP Airport waste is diverted 
from the trash through recycling, composting, reuse, waste reduction and donation. MSP is a 
trailblazer in their compost and recycling programs, so thank you, to the MSP community in making 
this happen! 
 

Types of Food Diversion Programs 
• Terminal Food and Beverage Tenants – Back of House Collection 
• MAC General Office Organics 
• Field Maintenance Winter Meals 
• Loaves and Fishes – Food To People Donation 
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Composting Food Waste and Organics 

• Loaves & Fishes is a local non-profit that serves free meals to those in need. Through a 
partnership with MSP Airport, they collect surplus ready to-eat food from participating 
Concessionaires. Instead of going to waste, this food is redistributed throughout their network. 

Since inception, this program has collected over 100 tons of food from MSP to support Minnesotans in 
need. Loaves & Fishes is on track to deliver over 4 million meals in 2023. 

 
Our next meeting will be held Thursday, May 11th, 2023, in person at the 

Terminal 1 Commission Chambers 
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