

















Subject: In Response to your inquiry.
Body:
Thank you for your e-mail expressing concern about a recent travel experience.

The Transportation Security Administration (TSA) seeks to provide the highest level of security and customer service to all passengers.
Every person and item must be screened before entering the airport’s secured area, and the manner in which the screening is conducted
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










































Subject: In Response to your inquiry.
Body:
Thank you for your e-mail in which you inquire about the reasons for secondary screening.

The Transportation Security Administration (TSA) seeks to provide a high level of security and customer service to all travelers who pass
through our screening checkpoints. Every passenger and their property 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.

TSA applies a variety of security measures in screening passengers and their property prior to boarding a flight. In some instances, this
includes enhanced screening of passengers and their carry-on baggage, which may be triggered by a number of factors to include watch
list processing, random selection, or alarm resolution. For example, TSA may apply additional screening methods, such as a patdown
on a passenger, to resolve an alarm of the Walk-Through Metal Detector (WTMD) or resolve an anomaly discovered during Advanced
Imaging Technology (AIT) screening. Additionally, a physical search of a passenger's property could also be performed.

TSA also selects passengers and their property at random for enhanced security screening. This random element prevents terrorists
from attempting to defeat the security system by learning how it operates. Leaving out any one group, such as senior citizens, persons
with disabilities, and children, would remove the random element from the system and undermine security. We simply cannot assume
that all terrorists will fit a particular profile.

We understand the inconvenience passengers may have experienced. 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. In the meantime, the use of additional screening enhances our ability to detect explosives at our Nation’s
airport checkpoints, provides an additional layer of security at the checkpoint, and keeps the traveling public safe.

We hope this information is helpful.

TSA Contact Center
END RECORD






Body:
Thank you for your email message regarding your concerns about the consistency of procedures at our Nation s airports.

The Transportation Security Administration (TSA) has developed standard screening practices for all of our Nation s airports, and
passengers can expect essentially the same procedures. While the procedures are the same everywhere, the interpretation of those
procedures results in some slight variations from airport to airport and situation to situation. Additionally, some element of uncertainty
and randomness in security operations is necessary to disrupt terrorist planning and attempted attacks.

TSA works hard to achieve consistency in the security training process. We inspect screening operations at airports and continue to
monitor the number and nature of complaints we receive from the traveling public 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 are the subject of repeated complaints.

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

TSA Contact Center
END RECORD
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Linked Event IDs:
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Airport: EWR

Airline: United Airlines

Subject Category: Patdown - Flyer

Interaction Type: Complaint

Response

Template Name: Complaint—Customer Service Manager
Airport: TPA

Airline: United Airlines

Subject Category: Patdown - Flyer

Interaction Type: Complaint

Response Email:
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Body:
Thank you for your e-mail expressing concern about a recent travel experience.

The Transportation Security Administration (TSA) seeks to provide the highest level of security and customer service to all passengers.
Every person and item must be screened before entering the airport’s secured area, and the manner in which the screening is conducted
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










































disabilities and medical conditions. Specifically, you were concerned about screening for passengers who use wheelchairs or scooters.

The screening process for a wheelchair or scooter is determined by a passenger’s ability to stand and walk, though a passenger can be
screened without standing, walking, or being required to transfer out of a wheelchair or scooter. A passenger should inform a security
officer of his ability before the screening begins.

TSA has created notification cards that travelers may use to inform a TSA officer about any disability, medical condition, or medical
device that could affect security screening. Although these cards do not exempt anyone from security screening, their use may improve
communication and help travelers discreetly notify officers of their conditions. This card can be found at:
http://www.tsa.gov/assets/pdf/disability_notification_cards.pdf

Passengers in wheelchairs or scooters who can walk may be able to be screened using a metal detector or Advanced Imaging
Technology. Passengers can be screened using Advanced Imaging Technology only if they can stand still with their arms above their
heads for 5-7 seconds without the support of a person or device. Similarly, passengers can be screened using walk through metal
detectors only if they can walk through on their own. An eligible passenger can request to be screened by imaging technology if it is
available or can request to be screened using a thorough pat-down, but cannot request to be screened by a metal detector in lieu of
imaging technology or a pat-down.

Passengers in wheelchairs or scooters who can stand but cannot walk will be asked to stand near their wheelchair or scooter and will be
screened using a thorough pat-down. Passengers who can neither stand nor walk will be screened by a pat-down while they remain
seated.

If a passenger cannot or chooses not to be screened by Advanced Imaging Technology or a walk through metal detector, the passenger
will be screened using a thorough pat-down procedure instead. A pat-down procedure also is used to resolve any alarms of a metal
detector or anomalies identified by imaging technology. If a pat-down is required in order to complete screening:

» The pat-down should be conducted by an officer of the same gender. Sometimes, passengers must wait for an officer of the same
gender to become available.

» The passenger can request a private screening at any time and a private screening should be offered when the officer must pat-down
sensitive areas. During a private screening, another TSA employee will also be present and the passenger may be accompanied by a
companion of his or her choosing.

+ A passenger may ask for a chair if he or she needs to sit down.

» The passenger should inform an officer of any difficulty raising his or her arms, remaining in the position required for a pat-down, or any
areas of the body that are painful when touched.

+ A passenger should not be asked to remove or lift any article of clothing to reveal a sensitive body area.

In addition to the pat-down, TSA may use technology to test for traces of explosive material. If explosive material is detected, the
passenger will have to undergo additional screening.

Regardless of whether a passenger is screened by a metal detector, imaging technology, or a thorough pat-down, the wheelchair/scooter
will be physically inspected, including the seat cushions and any non-removable pouches or fanny packs. It will also be tested for traces
of explosives, and any removable pouches will be required to undergo X-ray screening.

A companion, assistant, or family member may accompany a passenger to assist him or her during any private or public screening. After
providing this assistance, the companion, assistant, or family member will need to be rescreened. The passenger should inform the
officer of his or her need for assistance before the screening process begins.

If a passenger has concerns about his or her screening, he or she should ask to speak with a supervisor while at the checkpoint.
Passengers also can report concerns by contacting TSA’s Disability and Multicultural Division at TSA.ODPO@tsa.dhs.gov or:

Transportation Security Administration
Disability and Multicultural Division
601 South 12th Street

Arlington, VA 20598

TSA encourages passengers with disabilities or medical conditions to arrive at the airport early and to visit www.tsa.gov for more
information before they fly.

TSA Cares
END RECORD






























as it was after 9:00 PM.
She instructed the agent holding the traveler in question to just release him with no additional screening.

So now we have a traveler who...

1. Tried to walk through the metal detector with his shoes on...
2. Disregard the instructions of a TSA agent...

3. Set the alarm off as he walked through the metal detector...

...was not screened any further because it was after 9:00 PM.

I would like a response to this complaint or will escalate through my local government representatives and public media outlets.
Agent Notes: Contacted TSOC, Reuben, at 1420 hrs.: He requested the e-mail be sent to TSOC for review. He will advise after reviewing
the communication.

Emailed the record to TSOC at 2:30pm. J Burke

1453 hrs.: TSOC advised that they would follow up. Converted to reportable via Reuben. As per Jeff Burke, send FWD to Appropriate
Office.

Follow Up:

To TSOC Date:

From TSOC Date:

Last Updated By: robert.baker

Last Update Date: Dec 29 2011 9:41AM

Opening Agent: angela.johnson

Opened Date: 12/28/2011 12:27:50 PM

Linked Event IDs:

Responses:

Response

Template Name: FWD to Appropriate Office Response
Airport: EWR

Airline: Continental Airlines

Subject Category: Screening - Inconsistency
Interaction Type: Complaint

Response Email: None Sent
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















through our screening checkpoints. Our policies and procedures focus on ensuring that all passengers, regardless 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 of an airport, and the manner in which the screening is
conducted is important. Transportation Security Officers (TSOs) must conduct additional screening to resolve an alarm of the Walk-
Through Metal Detector (WTMD) or to resolve an anomaly discovered during Advanced Imaging Technology (AIT) screening. All TSOs
are required to be considerate and thoughtful and are trained to explain what they are doing and what will happen next in the process.
TSA regrets if this was not your experience.

In addition, passengers may request a private screening if additional screening is required or at any time during the screening process.
A companion may accompany a passenger who needs assistance to the private screening after the companion clears screening. In
addition, screeners should offer a private screening before beginning a patdown inspection that will require displacing or lifting clothing.
Passengers may choose to remain in the public area rather than go to a private area for screening, however, passengers who refuse
screening in the public or private area will not be permitted to enter the secured area.

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















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 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







































Subject: In Response to your inquiry.
Body:
Thank you for your e-mail regarding the removal of personal items at security screening checkpoints.

The Transportation Security Administration (TSA) strongly recommends that passengers remove all items and accessories from their
pockets before beginning the security screening process. Removing items such as wallets, belts, bulky jewelry, money, keys, and cell
phones may reduce the chances of requiring a passenger to undergo additional screening to resolve an alarm of the Walk-Through Metal
Detector (WTMD) or resolve an anomaly discovered during Advanced Imaging Technology (AIT) screening. To avoid the chance of
leaving personal items behind, we recommend passengers place their belongings in their carry-on baggage before entering the
checkpoint.

For tips and further information about security screening, please visit TSA’'s Web site at www.tsa.gov.
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






Responses:

Response

Template Name: Screeners Have Final Say Response
Airport: LGA

Airline: American Airlines

Subject Category: Screening - Procedures/Process
Interaction Type: Complaint

Response

Template Name: Screener Rudeness
Airport: LGA

Airline: American Airlines

Subject Category: Customer Service - TSO
Interaction Type: Complaint

Response Email:
END RECORD









TSA also selects passengers and their property at random for additional security screening. This random element prevents terrorists
from attempting to defeat the security system by learning how it operates. Leaving out any one group, such as (senior citizens, persons
with disabilities, children, etc.), would remove the random element from the system and undermine security. We simply cannot assume
that all terrorists will fit any particular profile.

Terrorist actions in Russia involving explosives concealed on the body made it necessary to step up the frequency and thoroughness of
pat-downs. This additional procedure further decreases a terrorist’s ability to circumvent aviation security by either posing as a person
with disability or using people with disabilities to conceal prohibited items.

TSA understands the inconvenience you may have experienced. 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. In the meantime, the use of additional screening enhances our ability to detect explosives at our Nation's
airport checkpoints, provides an additional layer of security at the checkpoint, and keeps the traveling public safe.

We hope this information is helpful.

When required, children who appear to be 12 years old and younger receive a modified version of the patdown. The modified version of
the patdown still requires a Transportation Security Officer (TSO) to pat down the clothed areas of the child’s body; however, the
procedure was adapted to be less invasive.

The modified version of the patdown is required if the walk-through metal detector alarms when the child walks through it, anomalies are
detected during Advanced Imaging Technology (AIT) screening, the adult accompanying the child refuses AIT screening on the child’s
behalf, or the child is randomly selected for a search. Also, a patdown of specific areas of a child’s body may be conducted if the child is
wearing bulky clothing.

The patdown can always be conducted in a private screening location when requested. The Transportation Security Administration
(TSA) never separates a child from an accompanying adult. The accompanying adult may observe the entire patdown process and may
assist by holding the child’s hand. TSOs are trained to conduct these procedures professionally and respectfully.

Because your complaint is regarding screening at a specific airport, we have forwarded a copy of your email to the Customer Service
Manager at that location. The Customer Service Manager is responsible for ensuring that the screener workforce adheres to TSA
principles for professional processing.

We monitor the number and nature of complaints we receive to track trends and spot areas of concern that may require special attention.
This ongoing process will enable 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.

Again, the TSA offers sincere apologies for the discomfort you experienced while traveling and encourage you to check the latest
information at www.tsa.gov.

TSA Contact Center
END RECORD






Body:
Thank you for your e-mail expressing concern about a recent travel experience.

The Transportation Security Administration (TSA) seeks to provide the highest level of security and customer service to all passengers.
Every person and item must be screened before entering the airport’s secured area, and the manner in which the screening is conducted
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






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

The Transportation Security Administration (TSA) seeks to provide a high level of security and customer service to those who pass
through our screening checkpoints. Our policies and procedures focus on ensuring that all passengers, regardless 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 of an airport, and the manner in which the screening is
conducted is important. Transportation Security Officers (TSOs) must conduct additional screening to resolve an alarm of the Walk-
Through Metal Detector (WTMD) or to resolve an anomaly discovered during Advanced Imaging Technology (AIT) screening. All TSOs
are required to be considerate and thoughtful and are trained to explain what they are doing and what will happen next in the process.
TSA regrets if this was not your experience.

In addition, passengers may request a private screening if additional screening is required or at any time during the screening process.
A companion may accompany a passenger who needs assistance to the private screening after the companion clears screening. In
addition, screeners should offer a private screening before beginning a patdown inspection that will require displacing or lifting clothing.
Passengers may choose to remain in the public area rather than go to a private area for screening, however, passengers who refuse
screening in the public or private area will not be permitted to enter the secured area.

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


















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












TSA seeks to provide a high level of security and customer service to all who pass through the screening checkpoint. Our policies and
procedures focus on ensuring that all passengers, regardless of their personal situations and needs, are treated with respect and
courtesy.

TSA is currently reviewing the circumstances involving the screening of passengers in question who flew out of JFK. While we regret
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









from attempting to defeat the security system by learning how it operates. Leaving out any one group, such as senior citizens, persons
with disabilities, and children, would remove the random element from the system and undermine security. We simply cannot assume
that all terrorists will fit a particular profile.

We understand the inconvenience passengers may have experienced. 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. In the meantime, the use of additional screening enhances our ability to detect explosives at our Nation’s
airport checkpoints, provides an additional layer of security at the checkpoint, and keeps the traveling public safe.

We hope this information is helpful.

TSA Contact Center
END RECORD
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Last Updated By: gregory.henline

Last Update Date: Jan 19 2012 12:33PM
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Linked Event IDs:
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Template Name: General Complaint Response
Airport: LGA

Airline:

Subject Category: Customer Service - TSO
Interaction Type: Complaint

Response Email:
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Subject: In Response to your inquiry.
Body:
Thank you for your e-mail regarding the rude behavior you experienced from a Transportation Security Officer (TSO).

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








































































Subject: In Response to your inquiry.
Body:
Thank you for your email message. We appreciate that you took the time to share your concerns with us.

Because the described incident occurred at a security checkpoint, we have forwarded your email to the Customer Service Manager at the
given airport.

TSA monitors the nature of inquiries we receive to track trends and spot areas of concern that may require special attention. This
ongoing process will enable 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 also encourage you to check the latest information at www.tsa.gov.

TSA Contact Center
END RECORD


















The Transportation Security Administration (TSA) seeks to provide the highest level of security and customer service to all passengers.
Every person and item must be screened before entering the airport’s secured area, and the manner in which the screening is conducted
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





















































































































Thank you for your e-mail.

The primary purpose of passenger screening is to prevent or deter the introduction of deadly or dangerous items into an airport secured
area or onboard an aircraft. The Transportation Security Administration's (TSA) policies and procedures focus on ensuring that all
passengers are treated with dignity, respect, and courtesy. Each Federal screener receives training on professional and courteous
conduct to make the process run smoothly and to reduce inconvenience to the traveling public.

All members of the traveling public are permitted to wear any type of clothing they wish through the security checkpoint. Individuals
may be referred for additional screening if the Transportation Security Officer (TSO) cannot reasonably determine that the clothing is free
of a security threat item. This policy extends to all clothing items and is not directed to any one particular item or group.

TSOs will use their professional discretion to determine if a particular item could hide a threat object. Passengers may be asked to
remove their outerwear, as TSA requires all passengers to remove outerwear such as suit and sport coats, athletic warm-up jackets, and
blazers for X-ray before proceeding through the walk-through metal detectors. It is important to note that if a sport coat or blazer is worn
as the outermost garment - not worn over a blouse or sweater, for example - it does not have to be removed.

For more information on screening procedures, please visit our website at www.tsa.gov.

We hope this information is helpful.

TSA Contact Center
END RECORD









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.

Because your complaint is regarding screening at a specific airport, we have forwarded a copy of your email to the Customer Service
Manager at that location. The Customer Service Manager is responsible for ensuring that the screener workforce adheres to TSA
principles for professional processing.

We monitor the number and nature of complaints we receive to track trends and spot areas of concern that may require special attention.
This ongoing process will enable 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.

Again, the TSA offers sincere apologies for the discomfort you experienced while traveling and encourage you to check the latest
information at www.tsa.gov.

TSA Contact Center
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Template Name: Secondary Screening Reasons Response

Airport: JFK

Airline:

Subject Category: New Patdown 11/1/2010 - New Patdown 11/1/2010
Interaction Type: Complaint -- Procedures

Response

Template Name: Apology for Insensitive Screening Experience
Airport:

Airline:

Subject Category: Inappropriate Screening - Pat Down - Complaint
Interaction Type: Complaint

Response Email: None Sent
END RECORD






























devices and aids, 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 pat-down or private screening, the TSOs have been trained to
maintain control and sight of the passenger's items, and to ensure that the passenger is reunited with their property once it has cleared
X-ray screening.

We hope this information is helpful.

TSA Contact Center
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Response

Template Name: Apology for Insensitive Screening Experience
Airport:

Airline:

Subject Category: Screening - Discourteous/Rude Screener
Interaction Type: Complaint -- Security

Response Email: None Sent
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Response

Template Name: Screener Rudeness Response

Airport: JFK

Airline:

Subject Category: Screening - Discourteous/Rude Screener
Interaction Type: Complaint -- Security

Response

Template Name: Consumer Observation BCC- CSM Response
Airport:

Airline:

Subject Category: Screening - Discourteous/Rude Screener
Interaction Type: Complaint -- Security

Response

Template Name: Apology for Insensitive Screening Experience
Airport:

Airline:

Subject Category: Screening - Discourteous/Rude Screener
Interaction Type: Complaint -- Security

Response Email: None Sent
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Thank you for your email expressing your concern regarding the additional screening you received at the security checkpoint.

The Transportation Security Administration (TSA) seeks to provide a high level of security and customer service to all travelers who pass
through our screening checkpoints. Every passenger and their property must be screened before entering the secure 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.

TSA uses a variety of security measures to screen passengers and their property. One of these security measures is additional
screening, which is in addition to the walk-through metal detector or advanced imaging technology (AIT). This additional screening
involves conducting a pat-down of the passenger

Passengers may be selected for additional screening for different reasons: (1) to clear an alarm of the walk-through metal detector or
AIT, (2) to address an irregularity or anomaly in the passenger’s clothing outline, or (3) for random selection. Another way passengers
are selected for additional screening is through the Computer Assisted Passenger Prescreening System (CAPPS). CAPPS identifies
passengers either randomly or based on certain travel behavior associated with threats to aviation security reflected in their reservation
information.

Passengers with the “SSSS” designation on their boarding pass have been preselected for additional screening. There are different
ways in which passengers are preselected to receive the “SSSS” designation. One method of selection is by CAPPS. The airlines may
have placed the “SSSS” designation on passengers' boarding pass based on CAPPS.

TSA also selects passengers and their property at random for additional security screening. This random element prevents terrorists
from attempting to defeat the security system by learning how it operates. Leaving out any one group, such as (senior citizens, persons
with disabilities, children, etc.), would remove the random element from the system and undermine security. We simply cannot assume
that all terrorists will fit any particular profile.

Terrorist actions in Russia involving explosives concealed on the body made it necessary to step up the frequency and thoroughness of
pat-downs. This additional procedure further decreases a terrorist's ability to circumvent aviation security by either posing as a person
with disability or using people with disabilities to conceal prohibited items.

TSA understands the inconvenience you may have experienced. 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. In the meantime, the use of additional screening enhances our ability to detect explosives at our Nation's
airport checkpoints, provides an additional layer of security at the checkpoint, and keeps the traveling public safe.

We hope this information is helpful.

TSA Contact Center
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months after you have filed it, you may have a right to bring your claim to court.

You can also access claim forms online at the TSA's Claims Management Office's website at
www.tsa.gov/travelers/customer/claims/index.shtm. This website also has information related to filing a claim, checking the status of a
claim, and other claim-related issues. You can also access this website by clicking on the Claims Management Office link in the
“Resource Center” on TSA's homepage at www.tsa.gov. If you have additional questions related to the claims process, please contact
the Claims Management Office at tsaclaimsoffice@dhs.gov.

TSA Contact Center
END RECORD






Subject: In Response to your inquiry.
Body:
Thank you for your electronic mail message concerning your travel experience.

A variety of security measures are applied to the baggage and/or persons of passengers selected through the screening process,
including random searches. This random element prevents potential terrorists from &quot;beating the system&dquot; by learning how it
operates. Leaving out any one group, such as senior citizens or the clergy, would remove the random element from the system and
undermine security. We simply cannot assume that all future terrorists will fit any particular profile.

Enhanced security measures require that all checked baggage undergo some form of screening for prohibited items. Physical search of
the luggage is required to clear every alarm. TSA screeners should exercise great care during the screening process to ensure that
passengers’ belongings are returned and not damaged when a bag needs to be opened. Unfortunately, on some occasions the
screening process may fall short of our established standard. We apologize if these high standards were not met.

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

We appreciate your taking the time to share your thoughts and concerns with us. We also encourage you to check the latest information
at www.tsa.gov.

TSA Contact Center
END RECORD



























not advise you to place your pet through the X-ray.

When you travel in the future please refer to www.tsa.gov for up to date
information regarding

Items allowed throug the TSA security checkpoints.

Thank-you

Veda L. Simmons

Every day is Earth Day ~ Author Unknown

Customer Support and Quality Improvement Manager

Environmental Management Coordinator

Transportation Security Administration

LaGuardia Airport

Flushing, New York 11371

Privileged, confidential, or sensitive information may be contained in
this message. If you are not the addressee indicated in this message,
or responsible for delivery of the message to such person, you may not
copy or deliver this message to anyone. In such case, you should
destroy this message and kindly notify the sender by reply mail. Please
advise immediately if you or your employer do not consent to Internet e
mail for messages of this kind. The views, opinions, and/or conclusions
expressed in this message are those of the author only, and not of the
United States government, Department of Homeland Security, or the
Transportation Security Administration

NOTICE: The information contained in this message and any attachments is privileged and confidential and therefore protected from
disclosure. If the reader of this message is not the intended recipient, or an employee or agent who is responsible for delivering this
message to the intended recipient, you are hereby notified that any dissemination, distribution or copying of this communication is
strictly prohibited. Senture does not accept liability for changes to this message after it was sent. The views expressed in this e-mail do
not necessarily reflect the views of the company. If you have received this communication in error, please notify the sender immediately
by replying via e-mail to this message and deleting this information from your computer. --

To TSOC Date:

From TSOC Date:

Last Updated By: deborah.collins

Last Update Date: Aug 22 2011 6:38PM

Opening Agent: deborah.collins

Opened Date: 5/4/2011 1:41:42 PM

Linked Event IDs:

Responses:

Response

Template Name: Traveling with Pets Response
Airport: LGA

Airline:

Subject Category: Screening - Secondary
Interaction Type: Complaint

Response Email:
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+ Consider placing articles in clear plastic bags inside your baggage to minimize handling of your personal items.
» Wait to wrap your gifts. Wrapped gifts may need to be opened for inspection. This applies to both carry-on and checked baggage.
We hope this information is helpful.

TSA Contact Center
END RECORD






Template Name: Screeners Have Final Say Response
Airport:

Airline:

Subject Category: Screening - Secondary

Interaction Type: Information

Response

Template Name: Screener Rudeness Response

Airport:

Airline:

Subject Category: Screening - Discourteous/Rude Screener
Interaction Type: Complaint

Response Email: None Sent
END RECORD












Last Updated By: dakota.osborne

Last Update Date: Aug 14 2011 12:01PM
Opening Agent: dakota.osborne
Opened Date: 4/14/2011 8:58:12 AM
Linked Event IDs:

Responses:

Response

Template Name: PATDOWN—CHILDREN
Airport: SYR

Airline:

Subject Category: Screening - Secondary
Interaction Type: Complaint

Response

Template Name: Secondary Screening Reasons Response
Airport:

Airline:

Subject Category: Screening - Secondary

Interaction Type: Complaint

Response

Template Name: Advanced Imaging Technology

Airport:

Airline:

Subject Category: Advanced Imaging Technology (AIT) - General
Interaction Type: Complaint

Response Email: None Sent
END RECORD






Airport: JFK

Airline: JetBlue

Subject Category: Screening - Discourteous/Rude Screener
Interaction Type: Complaint

Response

Template Name: Claim Paragraph

Airport: JFK

Airline: JetBlue

Subject Category: Screening - Discourteous/Rude Screener
Interaction Type: Complaint

Response Email: None Sent
END RECORD















off and they were not but the 3 women | asked were all traveling with a man. | am going to wear the exact same thing on my return and
see if | get the same treatment in Denver. The only conclusion | am come to at the moment from the information | have gathered and what
I witnessed is that | was targeted because | was a woman traveling by myself and the 2 gentlement (both african american) felt that it was
ok to harrass me in front of my daughter and threaten to not let me thru security until | had taken my cloth off to the very bottom. It would
be interesting to see how often this really does take place to women traveling alone or with
children.</TD></TR></TBODY></TABLE></div>

<BR><BR>------ TCC Control Number: ------<BR><<#291336-390238#>></body></htm|>
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From TSOC Date:

Last Updated By: ASHLEY.BAKER
Last Update Date:

Opening Agent:

Opened Date: 1/6/2009 6:27:10 PM
Linked Event IDs:

Responses:

Response

Airport: ALBALB Albany, NY, USA - Albany County Airport, CLE Cleveland, OH, USA - Hopkins International Airport, LAX Los Angeles,
CA, USA - Los Angeles Intl Airport,

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




































about 6 minutes, then sent me through. Now, | feel incredibly violated, and ignored, on to the next. | take off everything, but my socks,
shirt, and pants, put this in the containers and run it through. | approach the walk through and no beeps, yet, your employee yells," |
have a secondary” twice until someone flags me back. Takes the bins and asks if it is my stuff. | reply," yes". She pats me down, she
then takes her time swabbing my small digital camera bag and the bag containing my medication, in pill form. Finally, | can put back on
my things and go to my flight. Meanwhile, as | am doing this, there are about 10 people that come through the same line unscathed by
your Representatives. One guy imparticular, | would have checked. Ball cap, green camo jacket, small carry on luggage, dirty pants.
yeah, no problem for that guy. | am a 32 year old female with matching luggage to my outfit and | am going to Jacksonville, that guy was
going to Washington the day after the Inauguration. | am glad | was not on a plane with him. | truly feel that you should do more securing
and less "it's just a job" policying. Maybe it would help if you hired surveillance of your people by a trained investigative officer and
stopped working by numbers. | heard from a Guy next to me on the plane that he saw an 85 year old man, who could barely walk, get
pulled aside, and wanded with no regard to his statement about his hip replacement, yet that's the only area that would beep, and when
he took his belt off you had someone's Grandfather in an Airport almost half naked. | am sure that there are enough people out of work
and qualified to watch how your "security measures™ are being handled. Otherwise you might as well employ all of the out of work
individuals and start searching everyone, since we are already half naked anyways. A male and female patter at the end of each line will
not hurt measures, it will help employ and secure. Thank you for taking the time.</TD></TR></TBODY></TABLE></div>

<BR><BR>------ TCC Control Number: ------<BR><<#282594-380054#>></body></html>

END RECORD












lady put my niece in the regular security line, and | sensed that too much time was passing for her to make her flight. Then, when the
plane closed its doors and | realized she may still have been in the checkpoint line, | went back to Tran Air, and they issued me special
Boarding passes so | could enter the Boarding area and attempt to see if she got on. The line to get into the Boarding area was so long
and slow moving, that my husband told me to cut in and see if | could just go in and find her. The woman refused me ( even though | had
Boarding passes) and started scolding me for not going to the very back of the line, even though | told her it was for a lost minor. The
passengers waiting were equally appalled. | began crying in frustration and went to the back of the line, where several people were going
to let me cut in. My niece then showed up visibly shaken and upset. Because she didn't know what to do when the flight was missed, she
ended up leaving the airport to look for my car to see if | had left, and then came back in to the airport and went to find a security guard.
When she did find one, the woman (in a red jacket) refused to assist her. She decided to try to go back to the Tran Air gate to see if they
might let her use a phone. It was then she saw us in the line waiting. <BR=In another turn of events, while we were waiting for the woman
to acknowledge us with our Boarding passes, they let another woman with a MINOR cut in and he was promptly escorted right through,
so | am keenly aware that this was the practice. (Or is it just the practice to let your own race cut ahead?) | question the integrity of the
Security employees who were on that day, their professionalism lacking ( They were complaining they didn't get their breaks yet while |
was trying to find my lost child.)<BR>Tran Air graciously re-issued a new ticket for the next day and apologized for the behavior of your
employees.<BR>l want an explanation as to why your administration would allow such deplorable behavior when losing an
unaccompanied minor? | was already concerned about LaGuardia Airport ( since we tend to use Bradley for our flying needs) and now
my mind is completely secure as to why.</TD></TR></TBODY></TABLE></div>

<BR><BR>------ TCC Control Number: ------ <BR><<#274255-370032#>></body=></html>
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</p>
</div>
<p class="msonormal” style="margin-bottom: 12pt">
<font face="Arial" color="black" style="font-size: 10pt"><span><br clear="none">
</span></font><span><font face="Arial" color="black"” style="font-size: 10pt"><br clear="none">
</font></span>
</p>
<div id="753bed27dd1a12edbc9d554¢c5537¢3">
<div class="msonormal” style="margin-top: 7.5pt" align="center">
<hr size="2" width="100%" align="center">

</div>
<p class="msonormal" style="margin-top: 7.5pt">
<font face="Arial" color="black"” style="font-size: 10pt"><span><b>A
Good Credit Score is 700 or Above. </b></span></font><span><b><a
href="http://pr.atwola.com/promoclk/100000075x1215855013x1201028747/aol ?redir=http:/www.freecreditreport.com/pm/default.aspx?sc=
668072%26hmpglD=62%26bcd=DecemailfooterNO62" shape="rect"><font face="Arial" color="black” style="font-size: 10pt">See
yours in just 2 easy steps!</font></a></b></span>
</p>
</div></div>
</font><BR><BR>------ TCC Control Number: ------<BR><<#63509-386173#>></body></html></body></html>
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Responses:

Response

Airport: EWREWR,Newark, NJ, USA - Newark International Airport, FLL Ft Lauderdale, FL, USA - Ft Lauderdale/Hollywood Intl Apt,
Airline: jetBlue AirwaysjetBlue Airways,

Subject Category: Secondary Screening - General - Secondary Screening - General

Interaction Type: COMPLAINT

Response Email:
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