
 
CUSTOMER SERVICE ACTION COUNCIL MINUTES 

Thursday, January 12th, 2023 
10:00 AM – 11:00 AM 

                   Terminal 1: Commission Chambers 
 
1. Welcome & Introductions     Katlyn Schenck 

2. Public Service Announcements    Katlyn Schenck 

3. Committee Updates      Katlyn Schenck 

4. Construction Updates     Puneet Vedi 

5. Customer Experience Updates    Phil Burke  

6. Compliments and Complaints/MSP Nice Overview  Katlyn Schenck  
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Number of attendees: 47 
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3. Committee Updates    Katlyn Schenck 
 

Committee Chair Update 

 
Forum 

 

Abby Kes 
 

All are invited to the 
next Forum, 
Thursday, January 
26th at 1130am-1pm 
in the Commission 
Chambers, as we 
learn more about 
MSP’s accessibility 
features. Lunch is 
provided- all are 
welcome! 

 
  
 
 
 
 
 
 
 
 
 
 

 
 

 
Travelers 
Advisory 

(TAC) 
 

Phil Burke 
 

No Update 
  

 

Travelers 
Advisory with 

Disabilities 
(TDAC) 

Phil Burke 
 
 

TAC met Monday, 
December 12th.  
Conversation 

included a task force 
on self-identification 

for passengers 
needing assistance in 
various locations in 

the terminal; a recap 
of Brian Ryks’ 

testimonial in DC; an 
update on talk to 

text; and the brand 
audit.  
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Benchmarking 

 
Phil Burke 

 

 
Building on 

Success 
 

Angela Enroth 
The T2 employee 

lounge is now open!  
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

MSP Jobs 
 

Jay Noseworthy & 
HaeEun Park 
The next job fair will 
held Wednesday, 
February 8th in the 
Silver Ramp- 
Registration is now 
open!   
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We also invite you to 
celebrate our ESL 
Workforce English 
group as they 
graduate, with a 
ceremony at the 
January Commission 
meeting (Jan. 17th) 
 

 
 
 
 
 
 
 
 
 
 
 
 

 

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! 
 
 

 
 

 

 

 
 

Airport Customer 
Service Hero 

 

Stay tuned for an 
update on our 

newest Customer 
Service Hero! 
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4. Construction Updates- Puneet Vedi 
Please see the attached PPT slides from Airport Development highlighting December’s updates. 

 
 
5. Customer Experience Updates- Phil Burke  

Phil took us “Behind the Music” of MSP and shared why we choose classical music throughout the 
terminal and the benefits.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

\ 
 

                                   
 . Brain boost  anduri   omputa onal Biology Researcher at  ni ersity of  elsinki            

                                                                                      
                                                      

 .  ealing proper es Studies ha e sho n that soothing classical music is o en played in post 
anesthesia units because of its ability to impro e comfort and reduce pain .

 . Sleep  lassical music a fa orite for therapists  hen conduc ng sleep therapy because it is so
potent in calming the mind.

 . Physical push Studies ha e sho n a posi  e correla on bet een increased physical
performance and any type of music.  or some it s hea y metal   and for others  it s classical.

 . Stress relief and mood changer  ust l ike healing proper es  it has a tremendous e ect on
mood and stress  and has been pro en to ha e the same physiological e ects as massage 
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Sam Bergman Minnesota  rchestra
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6. MSP Compliment and Complaint Overview- Katlyn Schenck 
 
An overview of The MAC Compliment and Complaint and Travelers Assistance Compliment and 
Complaint databases from 2022 were provided.  
 
One image we share year after year is- why is customer satisfaction so important? 
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Compliments ÷ Complaints = Our Ratio (the higher the better) 

Our ratio took a downturn in 2020, the start of Covid, and we are 

slowly seeing a bit of a recovery, ending 2020 at .17.  

The hope is we can return to .30, our historical average 
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This graph shows all our categories and compliments and complaints received in 2022. Those 

highlighted our the highest in complaints and aim to do all we can to decrease this year.  

    
          Travelers 

Assistance 

volunteers also 

tally comments 

they receive at 

each booth 

throughout 

Terminal 1- this 

shows the 

breakdown of 

complaints per 

category. 
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7. MSP Nice Awards Overview 2022- Katlyn Schenck  
 
The 4 pillars of MSP Nice were shared: 

 
 
 
 
 

1. MSP Training- Customer Service Standards and training will go through an update and 
shared at a later CSAC meeting in 2023. 

2. MSP Nice Cards- will be reintroduced during that same meeting. If any tenants would 
like to participate in the giveaways as a quick “thank you “ to our employees, please let 
me know. 

3. MSP Nice Awards-  
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4. MSP Nice Celebration-  

 
 
 
 
 
 
 
 
 
 
 
Our next meeting will be held Thursday, February 8th, 2023, in person at the Terminal 1  

Commission Chambers. 
 

                                       


