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Meeting Agenda • Welcome

• Introductions

• Recap Experience MSP Public Event

• Public Survey Results

• MSP’s ASQ Survey Rankings

• MSP Airport Long-Term Plan Update

• Public Comment
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Exhibits

• MSP Airport Foundation

• Northwest Airlines History Center

• MSP Airport Winter Operations

• History of MSP Airport

• Community Relations

• Taste of MSP

• Kid’s Zone

• MAC

• MnDOT
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During this event, attendees:

• Learned about the MSP Long-Term Plan

• Discussed future airport usage projections

• Completed a short survey

• Spoke with MAC staff and exhibitors

• Enjoyed Kid Zone activities and Taste of 

MSP hosted by an airport restaurant
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• 60 attendees

• What we heard:

- Questions about future planning at 

MAC’s reliever airports 

- The projected number of 

domestic/international flights, cargo 

flights and how the airfield is big 

enough to handle future projections

- Questions about airport security/safety

- Changes to security screening for 

passengers?
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The public is invited to the next Experience MSP event

April 9, 2020

Crowne Plaza Aire in Bloomington

Show up any time between 4 and 8 PM for MSP tastes, 

interactive booths and knowledgeable resources in a 

welcoming setting. 

Presentation on the MSP Long-Term Plan will begin at 

6:00 PM.

This event is the second in a four-part series where the 

public will receive updates on the Long-Term Plan and be 

given a platform to ask questions and provide feedback.

Please join us!

Experience MSP
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Public Survey 
Results

• Gain a greater understanding of traveler and 

community attitudes, perceptions and airport 

issues

• Encourage people to sign up to the LTP 

distribution list

• Understand preferred news sources for 

advertising future Experience MSP events

• Find examples of preferred airports and what 

makes them stand out to the general public

• Generate ideas and suggestions for airport 

improvements
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Polco Survey #2 Results
• 9 Questions

• Open for 4 weeks beginning September 24, 

2019

• Distributed through:

- MSP newsletter to over 700 individuals 

subscribed to the MSP Long-Term Plan topic

- MAC News newsletters

- Postcard mailing to over 8,000 residents 

- Experience MSP public event

- Emailed to the MAC Commission, 

Stakeholder Advisory Panel, and MSP Noise 

Oversight Committee

• 456 people participated
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What is your favorite 
airport and why? 

MSP Airport 46%
Other Airports 54%

95 other airports listed, including:
Detroit 3.7%
Denver 3.3%
DFW 2.0%
Las Vegas 2.0%
Amsterdam 1.8%
Phoenix 1.8%
Chicago O’Hare 1.5%
Singapore 1.3%
Atlanta 1.0%
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Of the following, what 
could be improved?

Curbside access 38%

Ticketing/Check-in 30%

Experience at your gate 29%

Safety and security 27%

Variety of flight options 26%

Baggage claim 25%
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STAKEHOLDER ADVISORY PANEL

METROPOLITAN AIRPORTS COMMISSION

AIRPORT SERVICE QUALITY
(ASQ)

CUSTOMER DATA AND ANALYTICS
Customer Research Analyst

Steve Gentry
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STAKEHOLDER ADVISORY PANEL

International Passengers 
Points of Origin

CBP Document 
Check Wait Times

Security Checkpoint    
Queue Management

International Passengers  
Departure Survey

ASQ

C&C

TA C&C

AOTP

KipsuTwitter

NTTO

FIS

Diio Mi

XOVIS

Travelers Assistance 
Compliments & 
Complaints

MAC Compliments 
& Complaints

Airport On-Time 
Performance

Airport Service 
Quality Survey

Social Media 
Sentiment Analysis

Kipsu Text Messaging
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STAKEHOLDER ADVISORY PANEL

• Airport Service Quality (ASQ) is the world’s leading airport
customer satisfaction benchmark survey. The program is
owned and managed by Airports Council International.

• 346 airports in more than 50 countries use ASQ to survey
their passengers each month.

• Participating airports receive results from all other
participating airports allowing it to identify best practice
and measure its own performance.
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STAKEHOLDER ADVISORY PANELSTAKEHOLDER ADVISORY PANEL

Best Airport in North America
25-40 million passengers
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STAKEHOLDER ADVISORY PANEL

Internal Performance Metrics
MSP most current year compared to previous year.

2018 compared to 2017

External Performance Metrics
MSP current performance compared to our panel of airports.

HOW MSP USES ASQ DATA
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STAKEHOLDER ADVISORY PANEL

Pittsburgh

Atlanta

St. Louis

Detroit

Toronto 
Montreal

Boston

Seattle 

San Francisco

Dallas Fort Worth

Salt Lake City Cleveland

Columbus
Cincinnati

Tampa

Indianapolis 

2018 MSP ASQ AIRPORT PANEL

Los Angeles

New York - LGA

Baltimore Washington

San Diego

Denver
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STAKEHOLDER ADVISORY PANEL

What does ASQ measure?

Essentially the customer journey from arriving 
at the airport to their departure gate

18



STAKEHOLDER ADVISORY PANEL

ACCESS
Ground transportation to / from the airport
Parking facilities
Parking facilities value for money
Availability of baggage carts / trolleys

AIRLINE CHECK-IN
Waiting time in check-in queue / line
Efficiency of check-in staff
Courtesy, helpfulness of check-in staff

SECURITY
Courtesy and helpfulness of Security staff
Thoroughness of Security inspection
Waiting time at Security inspection
Feeling of being safe and secure

FINDING YOUR WAY
Ease of finding your way through airport
Flight information screens
Walking distance inside the terminal
Ease of making connections with other flights

FOOD & BEVERAGE / SHOPPING
Restaurant / Eating facilities
Restaurant facilities value for money
Shopping facilities
Shopping facilities value for money

AIRPORT STAFF
Courtesy, helpfulness of airport staff

AIRPORT SERVICES
Availability of bank / ATM facilities / money changers
Internet access / Wi-fi
Business / Executive lounges

AIRPORT FACILITIES
Availability of washrooms / toilets
Cleanliness of washrooms / toilets
Cleanliness of airport terminal
Comfort of waiting / gate areas

OVERALL SATISFACTION
Ambience of the airport
Overall satisfaction with the airport
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MSP ASQ SCORES & PANEL RANKINGS
█  2017  vs   █  2018

6

6

What is Ambiance?
• Cleanliness
• Architecture
• Lighting
• Staff Courtesy
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STAKEHOLDER ADVISORY PANEL

Questions?
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MSP Airport Long-
Term Plan Update
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MSP Airport Long-
Term Plan Update

1. Plan for future facilities that will meet projected 
passenger activity levels in a manner that maintains 
and enhances customer service, while facilitating a 
seamless experience.

2. Produce a development plan that positions the MAC to 
– meet future demand levels, 
– enhance financial strength, 
– leverage environmental stewardship, and 
– infuse sustainable thinking.

3. Conduct the planning process in a manner that 
includes meaningful stakeholder engagement 
processes. 
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Aviation Activity 
Forecasts
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Objective: develop aviation forecasts for MSP that 

identify a likely range of demand levels in a 

manner that will facilitate a meaningful evaluation 

of facility performance

Aviation Activity 
Forecasts
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Annual Forecast Summary
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Design Day Flight Schedules (2040/PAL 3 Example)
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Design Day Flight Schedules – Summary of Results (Passengers)
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Design Day Flight Schedules – Summary of Results

Rolling Hour Passenger Airline OperationsRolling Hour Passenger Demand
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Airfield Capacity 
Study

50



Airfield Capacity 
Study Objective:  use state-of-the-art simulation tools to predict 

how the MSP airfield and close-in airspace will perform 

under forecasted aircraft activity levels 
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Airfield Capacity 
Study

Baseline Results - 2018

– Average Delays

– Throughput Vs. Demand

– Throughput and Delay

– Animation of Simulated 

Traffic
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Model Inputs

– Runway Use Configurations

– Modeling the most commonly-

used runway configurations 

representing 92% of total 

operations

– Modeling operations in three 

weather conditions (visual, 

marginal visual, instrument)
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Flow Weather
Condition

Average
Arrival Delay Per 

Operation

Average
Departure Delay 

Per Operation

Average
Total Delay

Per Operation

Modeled 
Annual %
In Flow

Average
ADPM 
Delay

Straight North 
(N*)

VMC 2.93 3.88 3.41 11.18%

2.60

MVMC 3.55 3.97 3.76 5.06%
IMC 3.67 4.27 3.97 1.30%

North (N)
VMC 2.53 3.40 2.97 16.68%

MVMC 3.02 3.43 3.22 2.00%

Mixed A (MA)
VMC 1.73 2.65 2.19 9.74%

MVMC 2.10 2.55 2.32 1.69%
IMC 2.13 2.57 2.35 0.38%

South (S)
VMC 1.80 2.22 2.01 28.26%

MVMC 2.00 2.10 2.05 6.81%
IMC 1.98 2.27 2.12 2.99%

Straight South 
(S*)

VMC 2.30 3.57 2.93 3.47%
MVMC 2.62 3.58 3.10 1.42%

IMC 2.67 3.80 3.23 0.94%

MSP Capacity Metrics Summary for 2018 ADPM Modeled Configurations (Minutes)
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Hourly Demand

– Straight North Flow

– Low Clouds and/or 

Visibility (Instrument 

Conditions)

– Departures only
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Hourly Throughput Vs. Demand

– Straight North Flow

– Low Clouds and/or 

Visibility (Instrument 

Conditions)

– Departures only

– Throughput generally keeps 

up with demand and 

recovers quickly
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Hourly Throughput Vs. Demand

– Straight North Flow

– Low Clouds and/or 

Visibility (Instrument 

Conditions)

– Departures only

– Throughput generally keeps 
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Throughput falls behind due 
to peak 15-minute demand

Throughput catches up with 
demand
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Arrival & Departure Throughput

– Straight North Flow

– Low Clouds and/or 

Visibility (Instrument 

Conditions)
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Arrival & Departure Throughput

– Straight North Flow

– Low Clouds and/or 

Visibility (Instrument 

Conditions)
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Arrival & Departure Delays

– Straight North Flow

– Low Clouds and/or 

Visibility (Instrument 

Conditions)

– Peak Hour Average Delays 
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Throughput-Delay Comparison

– Straight North Flow

– Low Clouds and/or 

Visibility (Instrument 

Conditions)

– Departures and Arrivals

– Peak Hour Average Delays 

Approaching 9 Minutes
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Animation:
Peak Hour Average 
Departure Delays

- Straight North Flow
- Instrument 
Conditions
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Industry Guidance on Delay vs. Level of Service
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Terminal Facilities 
Planning
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Terminal Facilities 
Planning

Objective: use state-of-the-art simulation tools to 

predict how the MSP terminals will perform under 

forecasted aircraft activity levels, and define terminal 

capital improvements through 2040 to accommodate 

growth and deliver a one-journey passenger service 

experience
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Terminal Facility Planning
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Terminal Facility Planning Workshops
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Terminal Facility Planning
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Public 
Comment

• Each speaker will have one opportunity to speak 
and is allotted three (3) minutes.

• If you would like to speak, stand up and state your 
name and address. If you are affiliated with any 
organization, please state your affiliation.

• Tonight’s comments will not be responded to by 
MAC staff nor members of the Panel. Rather, they 
will be recorded as part of the meeting minutes.

• If you are asking a question, the planning staff will 
respond to those questions and include them in a 
document published on the Long-Term Plan 
project website.
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Thank you

MetroAirports.org   MSPAirport.com

@mspairport
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