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A Newsletter for Airport Foundation MSP Volunteers

MSP Navigat or s: CEnau | A Co

Could the Airport Foundation MSP recruit, train, and shiftfithe ﬂrst
administer a group of volunteers who would manage the of three daily i
securityc heckpoi nt queues i n MSRE® rudning
was the question from the Metropolitan Airports Commis-  from 5 a.m. Fo ‘
sion (MAC) this summer. Oh, and could it be done quickly to 5 p.m.
because federal budget cuts meant the Transportation Their number|
Security Administration (TSA) would no longer staff it? one priority

That request fit right inmgt@mept
mission to enhance the experience of MSP travelers. Several the lines passing through
hundred volunteers were already helping travelers in Terminals the various security o
1 and 2 as part of the Foun ehackpoimaléwing | o |3 g el er
Assistance program. So, Executive smoothly, conferring with a7
Director Jana Vaughn and Travelers each other via walkie
Assistance (TA) Program Director talkie as needed, and ad
Terry Ferguson brainstormed vising incoming travelers b
what a successful program would of the fastest checkpoint
look like, hurdles and unknowns  ine. Additionally, MSP
to factor in, minimum training Navigators would begin
required to get the first group of  to serve as the friendly
volunteers on the floor, etc. They face of MSP in other Top:

,,,,,,

JoAnn Conney dir

) ) ) the shortest I|ine. M
asked MAC for assistance with a pre-security areassuch hel ps deci pher a boar
marketing blitz to recruit lots of as Baggage Claimand Cassi Thillman (I .) ar

. . volunteers fast. Then,  the Tram area answermg( ) wait on the Mezz
Inside this issue: Co ’ walkbakkie hand off th
: they made their deci- travelerds @gueptg.dons as
Farewell, Diane and Jackie! 2 Sion. answering the they went along.

MACGs r equest Nowfdsthornard a month and a half to October. A short
0Yes we c an!tne butthe MSP Navigator initiative has definitely found its
After a whirlwind of  stride. Compliments from travelers and TSA personnel are

Around the Airport 2
Improving Customer Experienc 3

Letos Hear Frc4  fdithgand training, many, such as, OWe love your vo
We Get Letters S the MSP Navigators OWe | ove tWwishpooblyemmai rports |
Volunteer Fall Meeting 6 became fleshandblood Awe s ome. 6

Featuring: Lost and Found 6 on August 13, 2013. What ds next? Well, first and
Welcome New TA Volunteers 7 That morning, three MSP Navigator group into the rest of the Travelers

Lost and Found Quick Facts 7 greensmocked Naviga-  Assistance volunteer program with training that includes
tors from the group 86 the postsecurity areas of Terminal 1 and all of Terminal 2.
volunteers strong, Keep watching asall of our Foundation volunteers help
MSP Art Exhibit Registration 8  jaunghied the 5-9 am.  MSP deliver the best airport experience in the country!

Dates To Remember 8




Farewel | Di ane

Two familiar faces for Airport Foundation volunteers
said goodbye to us recentfyoff to conquer fresh chal-
lenges and complete bucket list items.

Both Program Director Diane Dombrock and Volunteer
Director Jackie Lind will be remembered for their great
influence on Foundation programs and volunteers
during their tenures (15 and 9 years, respectively).

Diane was a program staff of one at the inception
of the Travelers Assistance (TA) program. Starting with

Di ane

Donbr o Jacki e

a small number of volunteers at one location, she
developedTravelersAssistance into a robust program of
several hundred volunteersvho help MSP travelers at
9 I nformation Boot hs,
concourses, and inside the Federal Inspection Service

many angles, and willingness tput in the hardwork
in a strong TA (and also Arts and Culture) program

ready to grow with the Foundation.
Jackie inherited a thriving volunteer program in

Jackie!

ment work soon made a good program great. She
created the Moving Walkwapolunteer handbook,
which, along with detailed Orientation and Classroom

Kl

oy, .
Qs "O‘ ZNow Open? Suatdatkpsreyfhdi g
the Farmers Marketon Baggage Claim near Door 1 at
T1- Lindbergh should be open for business in early

October.

vr y4 Employee Lounge and Eating Spot above Creative

Kidstuff: The revamped area for all MSP employee
has new tables and chairs, plus vending machines

Z Construction at Terminal 2That forest of timber framing you may

have noticed as you drive up to T2 will soon enclose an advanced
new baggage handling system.

Z Electric Vehicle Charging Powers Up at MSP:

Designed to encourage the use of electric vehicles
no extra fee above the regular parking rate is
charged when plugging in. Terminal 1 Red and
Blue ParkingRamps on Level 8 each haveve
charging stationswhile four charging stationsare
at the Terminal 2 Orange (Value) Parking Ramp
on Level 7.
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ELECTRIC
VEHICLE
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STATION

onowsKki
for Volunteer Coordinator dutiesGood luck to you all!

D

training, helped new volunteers master the ins and
outs of their complex assignment. And, her detailed
work plans always ensured everything was ready and
t hr ¢hwahdadthetannimioAivdids évent aftl othet meetfhgs
Programmatic accomplishments aside, most

(FIS) area. Her vision, capacity to see a situation from yolunteers will remember how Diane and Jackie made
them feelfiappreciated, acknowledged, part of a select
(physical and mental) sometimes needed, has resulted group doing important work. Thank you Diane and

Now we welcome two new Foundation staff to assist
the Foundation and its volunteers. Elizabeth Beck, as
2004. Her detailed eye and prior training and manage- Program Assistant, is sure to make life easier for every-=
one in a myriad of ways. Jane Zaspel takes over Lynn m
Supervigor

6s Shift
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Travelers Assistance (TA) is a program of the Airport
Foundation MSP. Atrticles iflying Pagesre written for
volunteers by program staff and volunteers.

Questions and comments should be directed to:
Travelers Assistance, MSP International Airport,

4300 Glumack Drive, Suite D2040, St. Paul, MN 5511ar
(612) 467-0661. Editor:Linda Quammen

Airport Foundation MSP Staff:

Judy Brant,Shift Supervisor

Elizabeth BeckProgram Assistant

Terry FergusonJ AProgram Director

Mary Ann Gaugshift Supervisor

Frank Gray Shift Supervisor

Lynn Klonowski)\/olunteer Coordinator
Patty LupkowskiAdministrator

Catherine PetersongShift Supervisor

Linda QuammenpPrint and Online Media Manager
Harish Saihgall ottery Vending Manager
Christie Schmidt,Gambling/Lottery Director
Jana VaughnExecutive Director

Jane ZaspelShift Supervisor
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By Steve Gentry, Metropolitan Airports

Busine

One of the challenges facing the Metropolitan Airports Commission is

understanding what our customers?d

1cing

Minneapolis- St. Paul International Airport. To help develop strategies and lon

term improvements Travelers Assistance plays a key role in collecting feedbac

from the traveling public. What appearto be simple tallies on the7ravelers
Compliments & Complaint$orm turns into something quite powerful. Every
month this information is converted into digital maps showing where important
issues impact our customersand is shared with airport managers and tenants
through the Customer Service Action Council (CSAC).

For the first time MAC not only better understands which issues are concerns,
such as restaurants/retail or smoking,
but now better defines the locations WSP Torminl 1 - Lindbersh [ s coegeres
by each Travelers Assistance booth. pa
The MAC greatly appreciates all the _
work every volunteer provides in helping "L
make MSPthe best airport experience
in North Ametrica
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Joyce Tritschler has voluntee|asa
Assistance Service Specialist af ™35 N
afternoons. She has also trainm = » .
ORecently, | was Go Guiddin !— . / S (S
A lady from Japan asked me s o
where she would
Because of her accent | replied,
6Snoopyd? Yes.
routed her way to South Dakota
through our airport just to see MSP has 3 Snoopy
Snoopy. Her family was with her  gia1es1 Do you know " "
| as | escorted h.er to the Snoopy where each is locate@ Bl
dressed as a pilot. She was so s
excited to see it she was shaking! Answer : AAvi
It often surprises me to learn what people wantanditis 1 n the Airpor

al ways nice to beéeldogbl e to heikp” t{%%tsém

AfiDoghouseodo S

Have a good story about vol ungeegea Glagpipmmhs

Letdés hear from you! Contaéfeérndé|bu§
l'inda. guammen@mspmac. o bndbergh

b
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We Get Letters...

Travelers Assistance regularly receives letters and notes of appreciation from thankful travelers. Here is a sampling:

OMain Travelers Assistance Desk Terminal 1: dLots of friendly advice. Even helped us fix our broken
Since 1991, our brother Rahn Klein has made over 30 suitcase! Thank you Bruno [Drews} --H.S.
airline trips from the MSP airport to visit family in Seattle,
California and other areas of the country. Travelers Assis-
tance has made these trips possible. If it weren't for
Travelers Assistance, we don't know how Rahn could
make these trips to see us. He is a challenged man and

needs help checking in, getting to his gate, getting bag- while waiting for another flight. Also, your bathrooms
gage, etc. We are so fortunate to have you. A million are exceedingly nice and clean. Plus, | appreciate the free
t han®BbkK. 6 Wi i -Adonymous

0l have been to many airport:
the best! | especially like how your information booth is
inside security. (I also saw the one outside security). That
way people can find out about the area of the airport

olt is the first time to visi
me). Five suitcases are too hard to move (transfer) to
shuttle bus station. Mr. Joe [Rine] first called shuttle bus
to bring cart to help to transfer suitcases. 10 min. later
no cart. He takes a big suitcase to help us to downstairs
and upstairs to shuttle station. He is very earnestly, pa-

Kudos to the 60something gentleman [Garyld
Harms] manning the information booth by your tram
system at 3 pm today (July 6, 2013.)

After experiencing multiple delays on the departure
of my Delta flight into MSP, | had less than 15 minutes
between the time | stepped out of my plane and my next
flight (DL1814) was scheduled to depart. | asked the tiently. We are moved and appreciative. After all, he is
gentleman at the information booth how to get to my an older man over 70 years old. Now, we arrived Roches-
flight. He looked up the flight and advised me to take the t€" Smoothly. We have a good impression of MSP. See
tram, get off on the second stop and turn right to gate C1. You again! MSRI3 T.T.

As | waited for the tram, he popped up beside me and OHi MSP, | just wanted to give you some kudos for

asked me my name so that he could call ahead and let being a familyfriendly airport. We flew in and out of MSP

the gate agent know I . was %\}er'thle holia%ynweéké)na egng éxperielnceoesorﬁ\é?liaht greet
at the gate by an agent who thanked me for having some- delays. We were traveling with our 6 month old and

one call ahead to let them know | was still trying to make although we had packed some extra formula, we ran out.

the fl|ght._ I Wa_s t_he.last person to board and the plane Your [Travelers Assistance] Center in the D concourse

was moving within five minutes. The thanks that the gate had some on hand that they were happy to just give to us

ager]t exprissei belonglro the g?ntleman atthe |r.1f0r— (we did make a small donation). Anyhow, it was a lifesaver

mation desk--whom | will probably never see againbut ;4 nolongerhungry baby had an excellent flight.

to whom | am extNMmely gra LI'ﬁaatgk%'slo mdch for being great! - L.O-T.

MSP Airport Heal th and |[Wel

Tuesday, Oc#d. p2%. 9 a. m.
Ter mi-miahdHer gh Ticketing on Mezzaninfp | eve

More than 50 vendors promoting health and wellness in various ways will be part of this seventh annual expo.

Free samples, health testing, products for sale, including flu shots.

Register to win door prizes!
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Volunteer Fall Meeting

Our 2013 Volunteer Meeting broke a record! At the
September 11 morning meeting, 157 volunteers showeap
while 75 volunteers came to the evening meeting.

Quite a few new MSP Navigator volunteers were in
attendance-their first Airport Foundation volunteer event.

Everyone was excited to learn about new development{s
and continuing initiatives at MSP from Foundation staff ang
Metropolitan Airports Commission guest speakers, Vice
PresidentManagement & Operations Roy Fuhrmann and
Lieutenant Justin Malone. Afterwards, food, conversation,
and a tour of the Field Maintenance Center capped the even

Abo-\LerR. : Ann

Sei fert, Mar t he
ZachBA yRPRrogram
Director Terry
Fer guseolnBRf t

Mary Grathwol d,
Program Assi st e
Elizabeth Beck

Bel-aw. : Patt i Boehmer , Sharon C
Ron Wil hel mson

Abo-\LerR. : Voljlunteer
Director Jagkie Lind, Jody
I

Schul z, Car Mi nnetti
Ri gh-R.: Sal |y
Schl osser, i eutenant

Justin Mal ope

Abo-\LeR. : Ral ph Sonday, Dol o
Novotnely-R. LeBob Lucas, MA C
Vice President Roy Fuhr manr
Trierweiler
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