


























<TR>

<TD style="TEXT-ALIGN: right; WIDTH: 200px; VERTICAL-ALIGN: top; FONT-WEIGHT: bold">Complaints:</TD>

<TD>Inconsistent Screening (Different Practices between Airports)</TD></TR>

<TR>

<TD style="TEXT-ALIGN: right; WIDTH: 200px; VERTICAL-ALIGN: top; FONT-WEIGHT: bold">Flight Info (If applicable. Enter
Flight#/Airline/Terminal/Airport/Gate/Etc):</TD>

<TD=>Hi this past saturday 1/30/10 i flew from ROC to Phl...then to ISP.First...there was no sign to take breathing devices also known as
cpap machines..out of there cases..in front of the lines at the <BR>ROC Screening Station.Second....the next day when i flew from
I<BR>SP to PHL....No Breathing devices sign again.When my flight from ISP to PHL was cancelled and i rerouted to LGA...i went thru TSA
Security again.This time,while the breathing Signs were posted..i was patted down head to toe by a male employee.l have no problem
with that...as the TSA REP was professional.My question is..why wasnt i patted down head to toe at ALL THREE AIRPORTS?Why were
the breathing signs at ALL THREE AIRPORTS?Why the inconsistentcy..dont you folks do internal quality checks?Please advise asap.l
am sending a copy of these concerns to Senator Charles Schumer and Senator Kirsten Gillibrand.Sign me concerned in
Fairport,NY</TD></TR>

<TR>

<TD style="TEXT-ALIGN: right; WIDTH: 200px; VERTICAL-ALIGN: top; FONT-WEIGHT: bold">Comments:</TD>

<TD>ROC NY flight sat 1/30/10 flight 3195...<BR=>ISP NY flight sunday 1/31/10..flight 4326<BR>LGA NY flight sunday 1/31/10..flight
4623</TD></TR></TBODY></TABLE></div>

<BR><BR>------ TCC Control Number: ------<BR><<#436090-556846#>></body=></html>

END RECORD
























showed more because | was so extremely nervous. The second officer then said that "you are not helping yourself by becoming
hysterical”. | heard that as a threat. While | was putting my shoes on they began talking and laughing. | told them that the whole process
was humiliating and not funny and that | thought that they had gone to far. Officer #1 then reminded me about the terrorist who carried
explosive in his genitals. If that was why they did it, why then not check all passangers. | felt singled out for this humiliating screening
because | beeped for a medical reason. | felt that my dignity and human rights were violated, the very same rights that we are trying to
protect. | need that TSA investigates this incident. Please contact me at the above email address.</TD></TR></TBODY></TABLE></div>
<BR><BR>------ TCC Control Number: ------<BR><<#441885-563470#>></body></html>

END RECORD





































































<TR>

<TD style="TEXT-ALIGN: right; WIDTH: 200px; VERTICAL-ALIGN: top; FONT-WEIGHT: bold">Flight Info (If applicable. Enter
Flight#/Airline/Terminal/Airport/Gate/Etc):</TD>

<TD>CO715 C terminal. Newark</TD></TR>

<TR>

<TD style="TEXT-ALIGN: right; WIDTH: 200px; VERTICAL-ALIGN: top; FONT-WEIGHT: bold">Comments:</TD>

<TD=>I checked online to see what the rules are regarding film. According to what | read | put my film in a seperate bag and asked to have
it hand checked. When | asked to be hand checked they refused to so this. They said if my film was below 800 Asa it would be alright. |
do not like t take hose chances. Why if | request no to have my film put through he machine they foxe me to anyway? This is not right.
The woman who was doing this said | have been doing this for 7 years | know the rules. Well obviosly she did not read the part bay says |
can request to be hand checked. <BR=>I think he problem is because they see so little film these days they are not stayng up to date on
what to so if asked to hand check film.</TD></TR></TBODY></TABLE></div>

<BR><BR>------ TCC Control Number: ------<BR><<#374819-587968#>></body=></html>

END RECORD














































































Opened Date: 4/23/2010 10:06:16 AM
Linked Event IDs:

Responses:

Response

Airport: LGALGA New York, NY, USA - Laguardia,

Airline: Continental Airlines (present) --Continental Airlines (present) -,

Subject Category: Inconsistent Screening- Different Practices Between Airports - Inconsistent Screening- Different Practices Between
Airports

Interaction Type: COMPLAINT

Response Email:
END RECORD









<TD=l fly alot out of many of the airports in Florida, but | have the most trouble with the airport in Rochester NY. | understand the
purpose of the xray scans and the size of the containers, and | totally support it. The problem is that my wife and | travel to Rochester
about 5 or 6 times a year. We have been told by a TSA agent that it is OK to carry a 4oz bottle of Bio Freeze for my wife because itis a
medication for her muscles. We have had no trouble out of any other airport, and 5 out of 6 times in Rochester. When they stopped us
this time | asked for a supervisor and explained that it was for medication. His responce was that if it didn't have a RX prescription on it
it was wasn't allowed. | then asked him why his security was so inconsistent with the other times. His response was Because they were
not smart enough to stop it. Maybe somebody should educate them that your own web site states that it can be over the counter
medicine. Just to let you know there is no RX prescription on the bottle of a prescription. | also had in my luggage a large bottle (88 g) of
a prescription AndroGel which they never even questioned or looked at.<BR>This is not the only time | have had troubles with this
airport. | had a 4 oz bottle of mouthwash with only 1 oz in it. They took the bottle and threw it away. | tried to explain that there was only a
ounce in it. Doesn’t matter it was in a 4 oz bottle. <BR>All | want is for everything to be consisent. Is the BioFreeze premitted?<BR>lIt's
not that much but it cost me around $10.00 everytime TSA throws away a medication.</TD></TR></TBODY></TABLE></div>
<BR><BR>------ TCC Control Number: ------<BR><<#472001-598318#>></body=</html>

END RECORD









much difference, but | am a write, 58 yr. old woman - who wouldn't remotely look "suspicious” of any crime! A simple explanation would
have been nice...and consistency on what they were doing with ALL of the passengers would also have been appropriate. Actually...to be
honest...nothing they did was right in my opinion. If there's a problem, they need to take care of it, but not at the expense of hurting
passengers or embarrassing passengers in the process. Like I said, | think TSA does an excellent job in security checks (which we
already went through) but this time they crossed the line in their procedures. We were ALL treated as "suspects” of some kind. It wasn't
just me - that sentiment was "buzzing" all around us as people talked. | would love an explanation as to the inappropriate behavior that
was shown by yiour employees.</TD></TR></TBODY></TABLE></div>

<BR><BR>------ TCC Control Number: ------<BR><<#474238-600953#>></body=></html>

END RECORD






















































said no so they dusted him again and i guess the reading didn't come up the way it was suppose to so they went thru all our carry on's
including mine and we almost missed our flight. is there anyway to prevent this? my husband is 75 years old served in the army and
worked for the government as a civilian for 10 years. i am also 75 and would prefer not to have this stress if
possible.</TD></TR></TBODY></TABLE></div>

<BR><BR>------ TCC Control Number: ------<BR><<#481458-609410#>></body=</html>

END RECORD

































HIfH">

<font size="2"><div style="width:100%;word-wrap:break-word;font-family: Arial;color: #000000;"><P style="MARGIN: 0in Oin Opt"
class=msonormal><SPAN><FONT size=3 face=Arial,sans-serif>Thank you for your email message expressing your concern regarding
the use of racial profiling or discrimination as a screening factor at airport security checkpoints.</FONT></SPAN><FONT size=3
face=Arial,sans-serif><SPAN>&nbsp; </SPAN></FONT></P>

<P style="MARGIN: Oin 0in Opt" class=msonormal><SPAN><FONT size=3 face=Arial,sans-serif>&nbsp;</[FONT></SPAN> </P>

<P style="MARGIN: 0in Oin Opt" class=msonormal><SPAN><FONT size=3 face=Arial,sans-serif>The Transportation Security
Administration (TSA) regrets any insensitivity or inappropriate treatment you may have experienced during the screening
process.</FONT></SPAN><FONT size=3 face=Arial,sans-serif><SPAN>&nbsp; </SPAN><SPAN>TSA seeks to provide a high level of
security and customer service to all who pass through our screening checkpoints.</SPAN><SPAN>&nbsp; </SPAN><SPAN>Every
person and item must be screened before entering each secured area, and the way screening is conducted is
important.</SPAN><SPAN>&nbsp; </SPAN><SPAN>Our policies and procedures focus on ensuring that all passengers are treated with
dignity, respect, and courtesy.</SPAN><SPAN>&nbsp; </SPAN><SPAN>Transportation Security Officers (TSOs) are required to be
sensitive and considerate, and are trained to explain what they are doing and what will happen next in the process.</SPAN></FONT> </P>
<P style="BACKGROUND-COLOR: white; MARGIN: Oin 0in Opt; BACKGROUND-ATTACHMENT: scroll; BACKGROUND-REPEAT: repeat”
class=msonormal><SPAN><FONT size=3 face=Arial,sans-serif>&nbsp;</FONT></SPAN> </P>

<P style="MARGIN: Oin Oin Opt" class=msonormal><SPAN><FONT color=black size=3 face=Arial,sans-serif>TSA is committed to
ensuring that airline passengers are not subjected to additional screening based on discriminatory factors.</[FONT></SPAN><FONT
color=black size=3 face=Arial,sans-serif><SPAN>&nbsp; </SPAN><SPAN=>Absent specific intelligence information, TSA does not include
as a screening factor any passenger traits that may be directly associated with race; color; national or ethnic origin, such as a
passengerGCOs name or mode of dress; religion; or gender.</SPAN><SPAN>&nbsp; </SPAN><SPAN>TSO training stresses these
points.</SPAN><SPAN>&nbsp; </SPAN><SPAN>A</SPAN></FONT><SPAN><FONT size=3 face=Arial,sans-serif> variety of security
measures are applied at the security checkpoint, and none of these measures, including the additional screening you experienced, are
conducted based on racial profiling.</FONT></SPAN> </P>

<P style="MARGIN: Oin 0in Opt" class=msonormal><SPAN><FONT size=3 face=Arial,sans-serif>&nbsp;</[FONT></SPAN> </P>

<P style="MARGIN: 0in Oin Opt" class=msonormal><SPAN><FONT size=3 face=Arial,sans-serif>Racial profiling is an ineffective security
strategy, the predictability of which terrorists could use against us</FONT></SPAN><SPAN><FONT color=black size=3 face=Arial,sans-
serif>.</[FONT></SPAN><FONT color=black size=3 face=Arial,sans-serif><SPAN>&nbsp;
</SPAN><SPAN>Racial</SPAN></FONT><SPAN><FONT size=3 face=Arial,sans-serif> profiling is also generally prohibited by the U.S.
Constitution and Federal antidiscrimination laws.</FONT></SPAN><FONT size=3 face=Arial,sans-serif><SPAN>&nbsp;
</SPAN></FONT><SPAN><FONT color=black size=3 face=Arial,sans-serif>TSA wants to assure you t</FONT></SPAN><SPAN><FONT
size=3 face=Arial,sans-serif>hat application of secondary screening is based on objective factors unrelated to the identity of an
individual or that personGCOs personal attributes.</FONT></SPAN><FONT size=3 face=Arial,sans-serif><SPAN>&nbsp;
</SPAN></FONT></P>

<P style="MARGIN: Oin 0in Opt" class=msonormal><SPAN><FONT size=3 face=Arial,sans-serif>&nbsp;</[FONT></SPAN> </P>

<P style="MARGIN: 0in Oin Opt" class=msonormal><SPAN><FONT size=3 face=Arial,sans-serif>Passengers may be selected for
secondary screening for different reasons:</FONT></SPAN><FONT size=3 face=Arial,sans-serif><SPAN>&nbsp; </SPAN><SPAN>(1) to
clear an alarm of the walk-through metal detector, (2) to address an </SPAN></FONT><SPAN><FONT color=black size=3 face=Arial,sans-
serifsirregularity or anomaly in the passengerGCOs clothing outline, or (3) random selection</FONT></SPAN><SPAN><FONT size=3
face=Arial,sans-serif>.</[FONT></SPAN><FONT size=3 face=Arial,sans-serif><SPAN>&nbsp; </SPAN><SPAN>Another way that
passengers are selected for additional screening is by the Computer Assisted Passenger Prescreening System
(CAPPS).</SPAN><SPAN>&nbsp; </SPAN><SPAN>CAPPS identifies passengers either randomly or based on certain travel
behavior?associated with threats to aviation security?reflected in their reservation information.</SPAN><SPAN>&nbsp;
</SPAN><SPAN>Additional screening can involve a pat-down inspection, explosives trace detection sampling, or other forms of
inspection.</SPAN><SPAN>&nbsp; </SPAN></FONT><SPAN><FONT color=black size=3 face=Arial,sans-serif>The Civil Rights Division
of the U.S. Department of Justice has determined that CAPPS does not discriminate on the basis of race, color, national or ethnic origin,
religion, or gender.</[FONT></SPAN> </P>

<P style="MARGIN: Oin Oin Opt" class=msonormal><SPAN><FONT size=3 face=Arial,sans-serif>&nbsp;</[FONT></SPAN> </P>

<P style="MARGIN: Oin 0in Opt" class=msonormal><SPAN><FONT size=3 face=Arial,sans-serif>The selection of passengers for
additional screening may appear inconsistent and arbitrary.</FONT></SPAN><FONT size=3 face=Arial,sans-serif><SPAN>&nbsp;
</SPAN=><SPAN>The intensive nature of additional screening also may seem to indicate that an individual is regarded as high risk or a
security threat.</SPAN><SPAN>&nbsp; </SPAN><SPAN=>Neither impression is accurate.</SPAN><SPAN>&nbsp; </SPAN><SPAN>The
random selection of passengers for additional screening adds a layer of protection and a degree of unpredictability to the screening
process.</SPAN><SPAN>&nbsp; </SPAN><SPAN>The random element prevents terrorists from undermining aviation security by
learning how the system operates.</SPAN><SPAN>&nbsp; </SPAN><SPAN>Random selection for secondary screening prevents
</SPAN><SPAN>terrorists from using the predictability of security measures to their advantage.</SPAN><SPAN>&nbsp;
</SPAN><SPAN>TSA continues to explore different security measures that make security screening more effective and
unpredictable.</SPAN></FONT> </P>

<P style="MARGIN: Oin Oin Opt" class=msonormal><SPAN><FONT color=black size=3 face=Arial,sans-serif>&nbsp;</FONT></SPAN>
</P>

<P style="MARGIN: 0in Oin Opt" class=msonormal><SPAN><FONT size=3 face=Arial,sans-serif>Please understand that TSAGCOs
primary responsibility is the security of the traveling public.</FONT></SPAN><FONT size=3 face=Arial,sans-serif><SPAN>&nbsp;
</SPAN><SPAN>This can include the need for regular security checkpoint screening, as well as secondary screening, which passengers
may find inconvenient or frustrating.</SPAN><SPAN>&nbsp; </SPAN><SPAN>While we make every effort to minimize travelersGCO




































The Transportation Security Administration (TSA) regrets any unprofessional treatment you may have experienced. TSA seeks to
provide a high level of security and customer service to all passengers who pass through our screening checkpoints. Every person and
item must be screened before entering the secured area, and the way the screening is conducted is important. Our policies and
procedures focus on ensuring that all passengers are treated with dignity, respect, and courtesy.

Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.
We hope this information is helpful.

TSA Contact Center
END RECORD


















The Transportation Security Administration (TSA) regrets any unprofessional treatment you may have experienced. TSA seeks to
provide a high level of security and customer service to all passengers who pass through our screening checkpoints. Every person and
item must be screened before entering the secured area, and the way the screening is conducted is important. Our policies and
procedures focus on ensuring that all passengers are treated with dignity, respect, and courtesy.

Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.
We hope this information is helpful.

TSA Contact Center
END RECORD






Because your complaint concerns security screening at a specific airport, we have forwarded a copy of your e-mail to the Customer
Service Manager at that airport.

TSA monitors the number and nature of complaints we receive to track trends and spot areas of concern that may require special

attention. This ongoing process enables us to ensure prompt, corrective action whenever we determine that security-screening policies
need modification or specific employees or screener teams are the subjects of repeated complaints.

We hope this information is helpful.

TSA Contact Center
END RECORD









Subject: In Response to your inquiry.
Body:
Thank you for your e-mail regarding your recent screening experience.

We apologize for any insensitivity or inappropriate treatment you experienced during the screening process. The Transportation
Security Administration (TSA) seeks to provide the highest level of security and customer service to those who pass through our
screening checkpoints. Our policies and procedures focus on ensuring that all passengers, regardiess of their personal situations and
needs, are treated with dignity, respect, and courtesy. Every person and item must be screened before entering the secured area, and
the way in which the screening is conducted is important. All Transportation Security Officers (TSOs) are required to be courteous and
respectful and are trained to explain what they are doing and what will happen next in the process.

TSA has a program for screening people with disabilities and their associated equipment, mobility aids, and devices. Our program
covers all categories of disabilities (mobility, hearing, visual, and hidden). As part of that program, we work with a coalition of more than
73 disability-related groups and organizations to help us understand the concerns of people with disabilities and medical conditions.

Please be advised that a passenger can always request to speak with the Supervisory Transportation Security Officer or the Assistant
Director for Screening to address any complaint regarding screening procedures.

Additionally, a passenger may register a concern or complaint with security through the TSA Customer Service representative or TSA
supervisory personnel at each airport. The “Talk to TSA” section of the TSA website offers passengers the ability to send complaints
directly to the Customer Service representative at each airport at: https: contact.tsa.dhs.gov talktotsa talktotsa.aspx by clicking on a
map and selecting the correct airport.

We hope this information is helpful.

TSA Contact Center
END RECORD




































Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.
We hope this information is helpful.

TSA Contact Center
END RECORD















Thank you for your e-mail regarding the rude behavior you experienced from a Transportation Security Officer (TSQO).

The Transportation Security Administration (TSA) regrets any unprofessional treatment you may have experienced. TSA seeks to
provide a high level of security and customer service to all passengers who pass through our screening checkpoints. Every person and
item must be screened before entering the secured area, and the way the screening is conducted is important. Our policies and
procedures focus on ensuring that all passengers are treated with dignity, respect, and courtesy.

Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.
We hope this information is helpful.

TSA Contact Center
END RECORD












The Transportation Security Administration (TSA) regrets any unprofessional treatment you may have experienced. TSA seeks to
provide a high level of security and customer service to all passengers who pass through our screening checkpoints. Every person and
item must be screened before entering the secured area, and the way the screening is conducted is important. Our policies and
procedures focus on ensuring that all passengers are treated with dignity, respect, and courtesy.

Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.
We hope this information is helpful.

TSA Contact Center
END RECORD















citizens against the Government’s interest in protecting the traveling public.

The Transportation Security Administration (TSA) posts signs at the entrances of security screening checkpoints advising travelers that
their person and property are subject to screening. This advance notice provides individuals with the opportunity to not enter that area.
Once an individual elects to attempt to enter a screening location, screening must be completed before an individual is permitted to leave
the screening location.

In addition, Federal regulation prohibits interfering with, assaulting, threatening, or intimidating screening personnel as they perform
their screening duties. While all passengers must submit to screening to gain access to the sterile area of the airport or an aircraft, TSA

policy is to afford passengers professional and courteous treatment.

To facilitate future screening experiences, we strongly recommend that passengers familiarize themselves with the information available
on our Web site at www.tsa.gov.

We hope this information is helpful.

TSA Contact Center
END RECORD



























The Transportation Security Administration (TSA) regrets any unprofessional treatment you may have experienced. TSA seeks to
provide a high level of security and customer service to all passengers who pass through our screening checkpoints. Every person and
item must be screened before entering the secured area, and the way the screening is conducted is important. Our policies and
procedures focus on ensuring that all passengers are treated with dignity, respect, and courtesy.

Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.
We hope this information is helpful.

TSA Contact Center
END RECORD






























Because your complaint concerns the conduct of TSOs at a specific airport we have forwarded a copy of your letter to the Customer
Service Manager (CSM) at that location.

Passengers may register a concern or complaint with security through the TSA CSM or TSA supervisory personnel at each airport.
Customer Service Managers may be contacted via the “Talk to TSA” section of the TSA Web site at https: contact.tsa.dhs.gov talktotsa
talktotsa.aspx.

TSA monitors the number and nature of complaints we receive in order to track trends and spot areas of concern that may require
special attention. This ongoing process enables us to ensure prompt, corrective action whenever we determine that security screening
policies need modification or specific employees or screener teams are the subjects of repeated complaints.

We consider your concerns to be a serious issue for our attention. TSA appreciates that you took the time to share your concerns with

us. We are confident that through the concerns brought to us by the traveling public, we will be better able to address problem areas
with corrective action.

We hope this information is helpful.

TSA Contact Center
END RECORD






procedures focus on ensuring that all passengers are treated with dignity, respect, and courtesy.

Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.
We hope this information is helpful.

TSA Contact Center
END RECORD


















Thank you for your e-mail in regard to keeping a line-of-sight on your belongings at Transportation Security Administration (TSA)
security checkpoints.

TSA regrets that you were dissatisfied during the screening of your carry-on baggage. TSA is required by law to screen all property that
is brought onboard commercial passenger aircraft, including carry-on luggage. To ensure the security of the traveling public, it is
sometimes necessary for Transportation Security Officers (TSOs) to conduct hand inspections of carry-on bags. TSOs receive training
in the procedures to properly inspect passenger bags and are required to exercise great care during the screening process so that when
bags are opened a passenger’s belongings are returned to the same condition they were found.

TSA policy requires TSOs to reasonably ensure that carry-on items are kept within the passenger’s line-of-sight when a passenger is
required to undergo additional screening. When passengers cannot maintain line-of-sight with their property during a patdown or private
screening, TSOs have been trained to maintain control and sight of their items for them and ensure that they are reunited with their
property once they have cleared the screening process.

We hope this information is helpful.

TSA Contact Center
END RECORD




























































The Transportation Security Administration (TSA) regrets any unprofessional treatment you may have experienced. TSA seeks to
provide a high level of security and customer service to all passengers who pass through our screening checkpoints. Every person and
item must be screened before entering the secured area, and the way the screening is conducted is important. Our policies and
procedures focus on ensuring that all passengers are treated with dignity, respect, and courtesy.

Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.
We hope this information is helpful.

TSA Contact Center
END RECORD









Last Update Date: Nov 22 2011 5:58PM
Opening Agent: rachel.benge

Opened Date: 11/22/2011 4:36:43 PM
Linked Event IDs:

Responses:

Response

Template Name: Consistency at Airports Nationwide
Airport: HPN

Airline: United Airlines

Subject Category: Customer Service - TSO
Interaction Type: Complaint

Response Email:
END RECORD







































physical search may be required to clear an alarm, Transportation Security Officers (TSOs) are trained on professional and courteous
screening procedures to make the process run smoothly and to reduce inconvenience. Unfortunately, on some occasions the screening
process may fall short of our established standard. We regret if our standards of customer service were not met.

TSA monitors the number and nature of complaints we receive to track trends and spot areas of concern that may require special
attention. This ongoing process enables us to ensure prompt, corrective action whenever we determine that security-screening policies
need modification or specific employees or teams are the subjects of repeated complaints.

Because the complaint concerns security screening at a specific airport, we have forwarded a copy of this e-mail to the Customer
Service Manager (CSM) at that location.

Additionally, a passenger may register a concern or complaint through the TSA CSM or TSA supervisory personnel at each airport. The
“Talk to TSA” section our Web site offers passengers the ability to send complaints directly to the Customer Service representative at

each airport at https: apps.tsa.dhs.gov talktotsa by clicking on a map and selecting the correct airport.

TSA appreciates that you took the time to share this concern with us. We are confident that through the concerns brought to us by the
traveling public, we will be better able to address problem areas with corrective action.

We hope this information is helpful.

TSA Contact Center
END RECORD


















You may also provide us with this information by calling the TSA Contact Center, toll-free at (866) 289-9673. If you are outside the United
States or cannot use the toll-free number, please call us at (571) 227-2900.

If your e-mail is related to a specific incident, please include the following details:

+ Specific name of the airport where the incident occurred
+ Date and time of incident

+ Airline

» Gate Number

» Baggage Claim Number

» Contact number if one is available.

TSA Contact Center
END RECORD







































Thank you for your e-mail regarding your recent travel experience.

Because your complaint concerns security screening at a specific airport, we have forwarded a copy of your e-mail to the Customer
Service Manager at that airport.

TSA monitors the number and nature of complaints we receive to track trends and spot areas of concern that may require special
attention. This ongoing process enables us to ensure prompt, corrective action whenever we determine that security-screening policies
need modification or specific employees or screener teams are the subjects of repeated complaints.

We hope this information is helpful.

TSA Contact Center
END RECORD






The Transportation Security Administration (TSA) regrets any unprofessional treatment you may have experienced. TSA seeks to
provide a high level of security and customer service to all passengers who pass through our screening checkpoints. Every person and
item must be screened before entering the secured area, and the way the screening is conducted is important. Our policies and
procedures focus on ensuring that all passengers are treated with dignity, respect, and courtesy.

Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.
We hope this information is helpful.

TSA Contact Center
END RECORD



























Body:
Thank you for your e-mail regarding the Transportation Security Administration’s (TSA) patdown procedures.

At airports nationwide, TSA is implementing more streamlined, consistent, and thorough patdown procedures at security checkpoints to
provide a higher level of security and increase the safety of the traveling public. Patdowns are one important tool to help TSA detect
hidden and dangerous items, such as explosives. Passengers should continue to expect an unpredictable mix of security layers that
include explosives trace detection, advanced imaging technology, and canine teams, among others.

Transportation Security Officers will conduct different patdown procedures to resolve different types of anomalies. During the
assessment, officers will use revised patdown procedures in all instances to resolve anomalies. The updated patdown procedures will
address areas of the body that we know are used as areas to conceal potentially dangerous items, like explosives.

TSA Administrator John Pistole has stated that TSA strives to ensure consistency whenever possible for passengers at security
checkpoints. As always, all passengers have the right to request private screening at any time during the screening process, and
patdowns are conducted by same-gender officers. However, passengers who are not willing to go through the screening process will
not be permitted to fly.

We understand and regret the discomfort and inconvenience passengers may experience as a result of patdown procedures.
Nevertheless, we believe these security measures are necessary and appropriate for ensuring the security and confidence of all air
travelers. TSA continues to develop and deploy new technologies to address the explosives threat, and the use of patdowns provides an
additional layer of security at the checkpoint. For more information regarding the patdown procedures, please visit TSA’s Web site
(www.tsa.gov).

We hope this information is helpful

TSA Contact Center
END RECORD












TSA monitors the number and nature of complaints we receive to track trends and spot areas of concern that may require special
attention. This ongoing process enables us to ensure prompt, corrective action whenever we determine that security-screening policies
need modification or specific employees or screener teams are the subjects of repeated complaints.

We hope this information is helpful.

TSA Contact Center
END RECORD



























Strict safeguards are built in to AIT screening procedures to ensure privacy and anonymity. In independent polling of passengers
regarding acceptance of this technology, the majority preferred this procedure to alternates such as a patdown. For more information
regarding privacy and public acceptance of AIT screening please visit our website at hitp://www.tsa.gov/approach/tech/ait/index.shtm.

We hope this information is helpful.

TSA Contact Center
END RECORD






Thank you for your e-mail regarding the rude behavior you experienced from a Transportation Security Officer (TSQO).

The Transportation Security Administration (TSA) regrets any unprofessional treatment you may have experienced. TSA seeks to
provide a high level of security and customer service to all passengers who pass through our screening checkpoints. Every person and
item must be screened before entering the secured area, and the way the screening is conducted is important. Our policies and
procedures focus on ensuring that all passengers are treated with dignity, respect, and courtesy.

Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.

TSA regrets that you were dissatisfied during the screening of your carry-on baggage. TSA is required by law to screen all property that
is brought onboard commercial passenger aircraft, including carry-on luggage. To ensure the security of the traveling public, it is
sometimes necessary for Transportation Security Officers (TSOs) to conduct hand inspections of carry-on bags. TSOs receive training
in the procedures to properly inspect passenger bags and are required to exercise great care during the screening process so that when
bags are opened a passenger’s belongings are returned to the same condition they were found.

TSA policy requires TSOs to reasonably ensure that carry-on items are kept within the passenger’s line-of-sight when a passenger is
required to undergo additional screening. When passengers cannot maintain line-of-sight with their property during a patdown or private
screening, TSOs have been trained to maintain control and sight of their items for them and ensure that they are reunited with their
property once they have cleared the screening process.

We hope this information is helpful.

TSA Contact Center
END RECORD






























Body:
Thank you for your e-mail regarding the rude behavior you experienced from a Transportation Security Officer (TSQO).

The Transportation Security Administration (TSA) regrets any unprofessional treatment you may have experienced. TSA seeks to
provide a high level of security and customer service to all passengers who pass through our screening checkpoints. Every person and
item must be screened before entering the secured area, and the way the screening is conducted is important. Our policies and
procedures focus on ensuring that all passengers are treated with dignity, respect, and courtesy.

Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.
We hope this information is helpful.

TSA Contact Center
END RECORD






























is important.

A variety of security measures are applied to the screening of passengers and baggage, including random searches. Although a
physical search may be required to clear an alarm, Transportation Security Officers (TSOs) are trained on professional and courteous
screening procedures to make the process run smoothly and to reduce inconvenience. Unfortunately, on some occasions the screening
process may fall short of our established standard. We regret if our standards of customer service were not met.

TSA monitors the number and nature of complaints we receive to track trends and spot areas of concern that may require special
attention. This ongoing process enables us to ensure prompt, corrective action whenever we determine that security-screening policies
need modification or specific employees or teams are the subjects of repeated complaints.

Because the complaint concerns security screening at a specific airport, we have forwarded a copy of this e-mail to the Customer
Service Manager (CSM) at that location.

Additionally, a passenger may register a concern or complaint through the TSA CSM or TSA supervisory personnel at each airport. The
“Talk to TSA” section our Web site offers passengers the ability to send complaints directly to the Customer Service representative at

each airport at https: apps.tsa.dhs.gov talktotsa by clicking on a map and selecting the correct airport.

TSA appreciates that you took the time to share this concern with us. We are confident that through the concerns brought to us by the
traveling public, we will be better able to address problem areas with corrective action.

We hope this information is helpful.

TSA Contact Center
END RECORD









Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.

We hope this information is helpful.

TSA Contact Center
END RECORD






the passengers feel they had an unpleasant screening experience, TSA does not include strip searches as part of our security protocols,
and a preliminary review of the claims indicates it was not done in these cases.

TSA screens nearly 1.8 million passengers each day and continues to develop and deploy new technologies to address the security
threat. The use of additional screening enhances our ability to detect explosives at our Nation’s airport checkpoints, provides additional

layers of security, and keeps the traveling public safe.

Please visit our Web site at www.tsa.gov for the latest information about and updates to screening procedures, airport security, and TSA.

We hope this information is helpful.

TSA Contact Center
END RECORD






Body:
Thank you for your e-mail regarding the rude behavior you experienced from a Transportation Security Officer (TSQO).

The Transportation Security Administration (TSA) regrets any unprofessional treatment you may have experienced. TSA seeks to
provide a high level of security and customer service to all passengers who pass through our screening checkpoints. Every person and
item must be screened before entering the secured area, and the way the screening is conducted is important. Our policies and
procedures focus on ensuring that all passengers are treated with dignity, respect, and courtesy.

Please be advised that a passenger can always request to speak with the Supervisory TSO or the Assistant Federal Security Director for
Screening to address any complaint regarding screening procedures.

Because your complaint concerns an incident that occurred at a specific airport we have forwarded a copy of your letter to the
appropriate Customer Service Manager.
We hope this information is helpful.

TSA Contact Center
END RECORD
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