
CUSTOMER SERVICE ACTION COUNCIL MINUTES 
Thursday, February 9th, 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. Women’s Big 10      Meet Minneapolis/Airport Foundation 

5. Construction Updates     Puneet Vedi 

6. Customer Experience Updates    Phil Burke  

7. ASQ Q4 2022 Results     Steve Gentry 

 

1. Welcome and Introductions   Steve Gentry 
 

2. Public Service Announcements   Katlyn Schenck 
 

  

 

   

 

    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Number of attendees: 65 
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3. Committee Updates    Roy Fuhrmann 
 

Committee Chair Update 

 
Forum 

 

Abby Kes 
 

Thank you to all that 
attended our January 
Forum. We had a great 
turnout of 45, for a 
lunch and walking tour 
highlighting MSP’s 
Accessibility Features. 
More info to come on 
our next Forum, and 
new committee 
members are 
welcomed! 

 
  
 
 
 
 
 
 
 
 
 
 

 
 

 
Travelers 
Advisory 

(TAC) 
 

Phil Burke 
 

No Update 
  

 
 
 
 
 
 
 
 
 
 
 
 

Travelers 
Advisory with 

Disabilities 
(TDAC) 

Phil Burke 
 
 

No Update 
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Benchmarking 

 
Phil Burke 

 

 
Building on 

Success 
 

Angela Enroth 
The T2 employee 

lounge is now open!  
 

 

 
 
 
 
 
 
 
 
 
 

 
 

 
 
 
 

MSP Jobs 
 

HaeEun Park 
Thanks to all that 
participated in the 
February Job Fair. Over 
400 attended with a 
great mix of tenants. A 
survey will be out in a 
few weeks to gauge 
your success with the 
fair.  
 
 
The next workforce 
English classes will start 
April 12th, on 
Wednesday/Thurs from 
2pm-4pm. Registration 
is now open!  
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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 
 

Thanks to all that 
attended the 8th annual 
MSP Nice Celebration! 

A slideshow celebrating 
the event was shared.  

 
 

 
 

 

 

 
 

Airport Customer 
Service Hero 

 

Stay tuned for an 
update on our newest 

Customer Service Hero! 

 
 
 
 
 
 
 
 
 

 
 
 
 
 

 

4. Women’s Big 10- Meet Minneapolis/Airport Foundation/Abby Kes 
 
An overview of the next big event to hit the Twin Cities- the Women’s Big 10 basketball tournament, 
March 1st- March 5th was shared.  
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5. Construction Updates- Puneet Vedi 

Please see the attached PPT slides from Airport Development highlighting February’s updates. 
 
 
6. Customer Experience Updates- Phil Burke  

Meet the 2023 Voices of MSP! 
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7. Q4 2022 ASQ Overview- Steve Gentry 
Steve provided an update of our Q4 2022 ASQ Scores. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

An area of concern 

from Q3 has 

increased and 

bounced back- 

congrats on great 

customer service 

from all tenants! 



CUSTOMER SERVICE ACTION COUNCIL MINUTES 
Thursday, February 9th, 2023 

10:00 AM – 11:00 AM 
Terminal 1: Commission Chambers 

 

 
 
 
 
 

 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Q4 was our highest 

score of the year- 

ending in 4.31- 

congrats to all on a 

great quarter! 
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Our next meeting will be held Thursday, March 9th, 2023, in person at the Terminal 1 Commission 
Chambers 

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. 


