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Committee Goal

Gather constructive feedback from travelers to help the 
Metropolitan  Airports Commission (MAC) and 
Minneapolis-Saint Paul International Airport (MSP) 
communities address common complaints and improve 
the overall MSP travel experience. 



Travelers with Disabilities Advisory Committee

• Committee Objective
• Promote equitable access for all airport users

• Committee Members 
• Disability Advocates
• Airport Staff
• Airlines
• Airline Contractors
• TSA





Travelers with Disabilities Advisory Committee
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Data Helps Inform Direction



Data Helps Inform Direction, cont.
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Amenities at MSP



Amenities at MSP, continued

Wearing the lanyard 
discretely indicates to 
people around you 
that you have a hidden 
disability and may 
need additional 
support or time.



Amenities at MSP, continued

• Travel Confidently MSP Education Center
• Practice Makes Perfect!



Amenities at MSP, continued

• Video Relay Interpreting Services
• Delivered through tablets and allows enhanced communication users 

and airport staff



Amenities at MSP, continued

Inclusive Restroom Design



Amenities at MSP, continued

• Changing Table Restrooms are 
an amenity that is appearing 
in more and more airports. 

• They are not a building code 
or FAA Requirement, but with 
the steady increase of our 
aging population, they are 
becoming more of a demand 
and expectation.



Amenities at MSP, continued

TECHNOLOGY ON THE WAY



Amenities at MSP, continued

WAYFINDING TECHNOLOGY

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://bdmtech.blogspot.com/2014/08/indoor-navigation-system-will-soon.html&ei=GyWEVez7OorJsAWj1oGwCA&psig=AFQjCNG9E0CEfprjcI1_kA78rAAuxJDPcA&ust=1434809983861396
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Funding

Funding comes from organizational capital and 
operations budgets



MEASURING SUCCESS
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Measuring Success

Winner of the 2022 Airport Service Quality Award



Measuring Success, continued
How we manage assistance services complaints



Measuring Success, continued
How we recognize assistance services compliments



Sharing Knowledge to Benefit All
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Sharing Knowledge

Initiatives published in: 



It Is The Right 
Thing To Do!



Thank You!
Phil Burke, Assistant Director, Customer Experience
Metropolitan Airports Commission
phil.burke@mspmac.org 
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