








LAUGHING AND THEN TO MAKE THINGS WORST NOT ONE OF YOUR EMPLOYEES KNEW HIS NAME, WHAT KIND OF SECURITY IS
THAT</TD></TR></TBODY></TABLE></div>

<BR><BR>------ TCC Control Number: ------<BR><<#274811-370701#>></body=></html>

END RECORD









belongings searched, nor do | have a problem being set aside and being searched. | do have a problem that my bag was searched
without me being present. Being the holidays, | had an unususal amount of cash and gift cards so | was concerned. | also was a little
frazzled since | couldn't keep an eye on my bag and an eye on my neice while being sectioned off and being patted down. Because of this
I almost walked away without my $350 watch the TSA agent told me to remove before | was hand-searched. When | questioned where
was my watch, | was told no one saw it. After | searched the floor and couldn't find it | insisted on speaking to a supervisor who told me
that they never have any thefts. | said | was not accusing anyone, but my watch is not here and perhaps it is stuck in the machine or
something. A fellow passenger told me that he saw my watch, in the black bowl, and that it had in fact come out of the x-ray machine.
The supervisor asked to search and put all my belongings back through x-ray to which | agreed. When they could not find it, | requested
to review the video tapes and asked to have a police report filled out. The same TSA agent who went through my bag came to me and
said "the agent on the other line found it on the floor". | do not want to accuse anyone of stealing and I'm just happy that | got my watch
back as it was a gift. On my return flight from chicago to Laguardia, | again set the alarm off and hand to be patted down. This time, the
TSA agent, asked me if that child was with me, | said yes, she waited until my neice had gathered all our belongings, sat down on a
bench were | could see her before she patted me down. That should be the normal procedure for anyone traveling with children when the
adult has to be pulled aside and searched. It would protect your agents as well, if they searched people's belongings in their presence to
prevent anyone from making a false claim. | was just very upset by the way this process was completed in Islip. As | stated before, | do
not care if you search me or my bag, just search my bag infront of me and allow the child traveling with me to gather our belongings and
settle down where she can be watched before you begin the screening process. Thank you</TD></TR></TBODY></TABLE></div>
<BR><BR>------ TCC Control Number: ------ <BR><<#275373-371365#>></body=></html>

END RECORD









DRIVER, HAMMER, A SAMLL HAND SAW, BUT ALLEN WRENCHES. IF | WANTED TO SMAK SOME ONE | WOULD WEAR MY WORK
SHOES WHICH ARE STEEL TOES AND HIT THEM WITH THAT. THERE ARE NO ALLEN SCREWS ON THE AIRCRAFT. | SPOKE WITH A
SUPERVISOR AT EWR AND TOLD ME THAT IF THE TOOL IS LONGER THAN 7 INCHES AND HAS NO SHARP EDGES THEY LET IT GO.
WHY ISNT THIS THE SAME PRACTICE EVERY WHERE? FOR PETES SAKE | AM A US CITEZEN!</TD></TR></TBODY></TABLE></div>
<BR><BR>------ TCC Control Number: ------<BR><<#274675-377584#>></body=</html>

END RECORD



























Follow Up:

To TSOC Date:

From TSOC Date:

Last Updated By: KELLY.JONES
Last Update Date:

Opening Agent:

Opened Date: 3/3/2009 8:02:32 AM
Linked Event IDs:

Responses:

Response

Airport: JFKJFK New York, NY, USA - John F Kennedy Intl Airport,

Airline: jetBlue AirwaysjetBlue Airways,

Subject Category: Secondary Screening - General - Secondary Screening - General
Interaction Type: COMPLAINT

Response Email:
END RECORD
















































Body:

<html><head><style type="text/css">p {margin-bottom: 0; margin-top: 0;}</style></head><body bgcolor="#fiffff" style="background:
HfH">

<font size="2"><div style="width:100%;word-wrap:break-word;font-family: Arial;color: #000000;"><P><FONT face=" Helvetica, sans-
serif,Arial">Thank you for your email message.</FONT> </P>

<P>&nbsp; </P>

<P><FONT face=" Helvetica, sans-serif,Arial">One of TSA's key objectives is to ensure that all passengers consistently receive
professional and courteous checkpoint processing while maintaining our high level of security.&nbsp; We ensure Transportation
Security Officers (TSO- formerly called security screeners) meet this objective by training them to screen passengers with dignity and
respect.</[FONT> </P>

<P>&nbsp; </P>

<P><FONT face=" Helvetica, sans-serif,Arial">Effective December 22, 2005 TSOs will conduct additional screening procedures on
randomly selected passengers. The additional screening procedures will be simple and straightforward while creating a more complex
and less predictable system for those who wish to circumvent our system.</FONT> </P>

<P>&nbsp; </P>

<P><FONT face=" Helvetica, sans-serif,Arial">Passengers will be randomly selected for an additional search, even if they do not trigger
an alarm as they pass through the metal detector. This search could be a hand-wanding, a pat-down, explosives screening of shoes or a
search of the personGCOs carry-on bag. By design, a traveler is not likely to experience that same search every time he or she
files.</FONT> </P>

<P>&nbsp; </P>

<P><FONT face=" Helvetica, sans-serif,Arial">As part of the refined pat-down procedures, TSO’s will screen both the upper and lower
torso for explosives. TSO's will use the front of the hand to screen a passengerGCOs entire back and abdomen. TSO’s will also screen
the arms and legs. Throughout the process TSO's will communicate with the passenger and explain the process prior to conducting the
search. Passengers may request any enhanced screening be conducted in a private location, and TSO's are required to offer private
screening to passengers who are subject to a pat-down inspection of their sensitive body areas.&nbsp; Private screening will be
conducted in a room or in an area away from other passengers, depending on the configuration of the airport.&nbsp; </FONT></P>
<P><FONT face=" Helvetica, sans-serif,Arial">&nbsp; </FONT></P>

<P><FONT face=" Helvetica, sans-serif,Arial">TSA has implemented special procedures for conducting searches of sensitive areas of a
passenger's body.&nbsp; In these situations, the TSO is required to use the back of the hand to pat down the passenger.&nbsp;&nbsp;
In situations when a woman's chest area must be cleared, especially if the woman is wearing an undergarment such as an underwire bra,
the TSO is also required to use the back of the hand to pat down the passenger.&nbsp; For non-sensitive areas, including other parts of
the torso, TSO's are required to use the front of the hand.&nbsp; A TSO of the same gender should conduct the pat-down.&nbsp;
Passengers should communicate to the TSO if they are experiencing physical or emotional discomfort during the procedure.&nbsp;
However, if the passenger declines to permit the search, he or she will not be permitted to board an aircraft.</FONT> </P>

<P>&nbsp; </P>

<P><FONT face=" Helvetica, sans-serif,Arial">You may be asked to remove your 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.&nbsp; 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.&nbsp; </FONT></P>

<P>&nbsp; </P>

<P><FONT face=" Helvetica, sans-serif,Arial">We understand and regret the discomfort and inconvenience you experienced as a result
of pat-down procedures.&nbsp; Nevertheless, we believe that these security measures are necessary and appropriate for ensuring the
safety and confidence of all air travelers.&nbsp; Furthermore, TSA continues to develop and deploy new technologies, including
document scanners, trace portals, and backscatter devices to address the explosives threat.&nbsp; In the meantime, the use of pat-
downs enhances our ability to detect explosives at the Nation's checkpoints and keep the traveling public safe.&nbsp; For more
information regarding the pat-down procedures, please visit TSA's website at </FONT><A href="http://www.tsa.gov/" shape=rect><FONT
face=" Helvetica, sans-serif,Arial">www.tsa.gov</FONT></A><FONT face=" Helvetica, sans-serif,Arial">.</FONT> </P>

<P>&nbsp; </P>

<P><FONT face=" Helvetica, sans-serif,Arial">Because your complaint concerns the conduct of TSO's at ART, we have forwarded a copy
of your email to the Customer Service Manager (CSM)/Federal Security Director (FSD) at that airport for appropriate action.&nbsp; The
CSM/FSD is responsible for ensuring that the TSO work force adheres to TSA principles for professional processing.&nbsp; We monitor
the number and nature of complaints TSA receives in order to track trends and spot areas of concern that may require special
attention.&nbsp; 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.&nbsp; </[FONT></P>
<P>&nbsp; </P>

<P><FONT face=" Helvetica, sans-serif,Arial">You may wish to contact the External Compliance Division in the TSA Office of
</FONT></P>

<P><FONT face=" Helvetica, sans-serif,Arial">Civil Rights if you believe you have been unlawfully discriminated against by a TSA
employee based on your race, color, national or ethnic origin, age, sexual orientation, parental status, genetic information, religion,
disability, or gender.&nbsp; You may contact the office by sending an email to: </FONT><A href="mailto:TSA.OCR-
Externalcompliance@dhs.gov"” shape=rect><FONT face=" Helvetica, sans-serif,Arial">TSA.OCR-
Externalcompliance@dhs.gov</FONT></A><FONT face=" Helvetica, sans-serif,Arial"> or by calling toll free (877) 336-4872 or (866) 536-
9679 (TTY).</FONT> </P>










































cream, which also had less than 3oz of cream in the tube. You have inconsistent practices and because | was allowed to bring the items
on the first leg of the trip, | didn't anticipate having problems the next leg. Why does it matter how large the container is, if there is
obviously less than 3oz of liquid in it? | want my money reimbursed for the items. The toothpaste, Arm and Hammer with calcium, and
the cream, Aveeno's Positively Radiant moisturizer with SPF 15, cost me a total of $23 ($6 and $17
respectively).</TD></TR></TBODY></TABLE></div>

<BR><BR>------ TCC Control Number: ----—--<BR><<#304962-406090#>></body></html>

END RECORD






<html><head><style type="text/css">p {margin-bottom: 0; margin-top: 0;}</style></head><body bgcolor="#fffiff" style="background:
HIfFH">

<font size="2"><div style="width:100%;word-wrap:break-word;font-family: Arial;color: #000000;"><P><FONT face=" Helvetica, sans-
serif,Arial" size=3>Thank you for your email.&nbsp; </[FONT></P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>&nbsp;</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>The Transportation Security Administration (TSA) made a number of enhancements
to its procedures at the security checkpoints to address the threat of explosives which took down two Russian airliners last year.&nbsp;
Changes included more use of explosives trace detectors, more pat-down searches, and an increased number of passengers referred to
additional screening.&nbsp; </[FONT></P>

<P><FONT size=3>&nbsp;</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>TSA continues to aggressively develop and deploy new technology, including
document scanners, trace portals, and backscatter devices to address the explosives threat.&nbsp; In the meantime, the increased use
of pat-downs enhances our ability to detect explosives at the Nation's checkpoints and keep the traveling public safe.&nbsp; In the
months since the new pat-down procedures were first instituted, TSA has been closely evaluating the effectiveness of the new
procedures, as well as customer feedback.&nbsp; Based on our own analysis, the agency has adjusted the procedures in a way which
will not compromise security.</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>&nbsp;</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>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.&nbsp; 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.&nbsp; </FONT></P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>&nbsp;</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>As part of current torso pat-down procedures, screeners first pat down the
individual's sides and then invite the individual to lower his or her arms.&nbsp; This reduces the period of time that an individual is in an
extended search posture and provides for a more comfortable natural stance.&nbsp; Screeners then complete a limited torso pat-down
from front to back, covering a line below the chest area to the waist, followed by a pat-down of the individual's entire back.&nbsp; When
conducting this routine pat-down, screeners will now include the individual's chest area only if the hand-held metal detector alarms or
there is an irregularity or anomaly in the person's clothing outline.&nbsp; A full-body pat-down is still required for individuals who
cannot pass through the walk-through metal detector.&nbsp;&nbsp; </[FONT></P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>&nbsp;</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>TSA has implemented special procedures for conducting searches of sensitive
areas of a passenger’s body.&nbsp; In these situations, the security screener is required to use the back of the hand to pat down the
passenger.&nbsp;&nbsp; In situations when a woman's chest area must be cleared, especially if the woman is wearing an undergarment
such as an underwire bra, the security screener is also required to use the back of the hand to pat down the passenger.&nbsp; For non-
sensitive areas, including other parts of the torso, screeners are required to use the front of the hand.&nbsp; A screener of the same
gender should conduct the pat-down.&nbsp; Passengers should communicate to the screener if they are experiencing physical or
emotional discomfort during the procedure.&nbsp; However, if the passenger declines to permit the search, he or she will not be
permitted to board an aircraft.</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>&nbsp;</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>As the screening is being conducted, the screener should be describing the
procedures he or she is employing.&nbsp; Passengers may request any enhanced screening be conducted in a private location, and
screeners are required to offer private screening to passengers who are subject to a pat-down inspection of their sensitive body
areas.&nbsp; Private screening will be conducted in a room or in an area away from other passengers, depending on the configuration of
the airport.&nbsp; </FONT></P>

<P>&nbsp; </P>

<P=></P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>We believe that these security measures are necessary and appropriate for
ensuring the safety and confidence of all air travelers.&nbsp;Furthermore, u</FONT><FONT face=" Helvetica, sans-serif,Arial”
size=3>nder Federal law, when passengers place his/her baggage on the x-ray conveyor belt or walk through the screening equipment,
consent to be searched is implied.&nbsp; This consent, once given, cannot be withdrawn until TSA security procedures are
completed.&nbsp; Federal regulation prohibits interfering with, assaulting, threatening, or intimidating screening personnel as they
perform their screening duties.&nbsp; Interfering with security screening personnel is also a crime under Federal law.&nbsp;
</[FONT></P>

<P>&nbsp; </P>

<P><FONT face=" Helvetica, sans-serif,Arial">Travelers who refuse to cooperate with the screening process may receive civil
penalties.&nbsp; To make future screening experiences go more smoothly, we strongly recommend that passengers familiarize
themselves with the information available on our website at </FONT><FONT face=" Helvetica, sans-serif,Arial"><A
href="http://www.tsa.gov/" shape=rect>www.tsa.gov</A></FONT><FONT face=" Helvetica, sans-serif,Arial">.</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>&nbsp;</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>Please accept our appreciation for taking the time to share your thoughts and
concerns with us.&nbsp; We hope that this information provides you with a better understanding of the screening process and the
procedures necessary to ensure safety and security of the Nation's aviation system.</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial" size=3>&nbsp;</FONT> </P>

<P><FONT face=" Helvetica, sans-serif,Arial” size=3>TSA Contact Center</FONT> </P></div>



























<TD>Inappropriate Screening/Pat Down Screening</TD></TR>

<TR>

<TD style="FONT-WEIGHT: bold; WIDTH: 200px">Flight Info (If applicable. Enter Flight#/Airline/Terminal/Airport/Gate/Etc):</TD>
<TD>FLIGHT # 1087/JETBLUE/TERMINAL 5/JFK/GATE 10</TD></TR>

<TR>

<TD style="FONT-WEIGHT: bold; WIDTH: 200px">Comments:</TD>

<TD=>I had notified TSA about my girlfriend being delayed and how they made her miss her flight being there hour and a half before hand
previously. What | don’t understand the next day on a morning flight she sent through the same bag with the same things in it not even
stopped. | understand what caused it to be checked first time was a womens hair flat iron.Which | understand can be concieved as
something suspecious. But | don't understand is letting the same bag with the same item go right through.My concern is that terrorist
can take trial runs till they can get something by security.</TD></TR></TBODY></TABLE></div>

<BR><BR>------ TCC Control Number: ------<BR><<#304355-410527#>></body></html>

END RECORD






From TSOC Date:

Last Updated By: LAJUAN.JOHNSON
Last Update Date:

Opening Agent:

Opened Date: 4/6/2009 11:04:05 AM
Linked Event IDs:

Responses:

Response

Airport: ISPISP,Islip, NY, USA - Long Island-Macarthur Airport, MCO Orlando, FL, USA - Orlando International Airport,
Airline: Southwest AirlinesSouthwest Airlines,

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

Interaction Type: COMPLAINT

Response Email:
END RECORD







































to read my doctors note instead of feeling that he came to work to prove a point. | worked for
Continental Airline as a Ground Security Officer before the TSA. | know the procedure and | will in no
way jeopardize anyone's safety. | didn't have a good Christmas and with the pains | am having not a
good New Year either and worst of all | cannot travel internationally for treatment there.

I always have issues with these people but this time was the worst ever.










































[0 Check here if you are in detention now.
Which facility?

Faciity narma Facility address
O Check here if you are represented by an attorney in this matter, if so please provide the attorney’s
name and contact information

@ Are you filling in this complaint form on behalf of another individual? if yes, please
provide your information.

Name; o
First Last Jdok title

Organization {ifany); L _ - -
Phaone #:. Cell: Home: Work: e

Mailing Address:

PO Box or Street address City Statn Zip

® what happened? Describe your complaint. Give as much detail about your experience as possible,

On March 20,2011 at about 5:50pm | went through the security at JFK airport for a Jet Blue flight back to
Burbank, CA. For some reason myself and an eider lady were made to stand in a pen-like area, They let the
elder lady go but | had to wait for 20 minutes for a supervisor to corme over. Qur flight feft at 6:30pm. The
supervisor started to bark orders for everyone to get away from me and told me to put my shoes on. | asked her
if | could sit down as | did not want to fall and have to sue TSA. She let me sit down to put my shoes on. After
that we had to walk about 5 minutes away to a private room where she advised me of my rights and what she
was going to do. She put gloves on and groped me for over 5 minutes both my front , back body, sides and ali
the way up and down my ¢rotch area. Then they made me sign a paper to verify that this indeed was my name,
address and driver’s license. They also took my purse and swabbed it and put the cotton pad through sorme
machine. Finally | was let go and raced dewn the hallway to get on my plane. The minute ! gave my boarding
pass to the agent and | was on the jet way, they closed the door. This was exactly with less than 5 minutes to

spare.

During the entire time, no one acted like it was any big thing if | missed my flight. | would have had toc overnight
in New York, take another flight the next day and aiso lost money from work. None of this seemed to make any
difference to any of the TSA employees.

| am all for safety and naticnal security but | certainly DO NOT look like any terrorist and | also worked for a
major airline for over twelve years. | respect security and what they have to go through daily but to delay a
passenger and not have any cempassijon is beyond me. How did they not know if the elder woman had
something to hide? They let her go without even looking twice.

So why can't you have the TSA agents bring over the wand to go over a person's body? Why did | have to wait

for almost 20 minutes and possibly miss my flight for only "nne" per=cn who is aualified to do this groping of my

body? Not only was | insulled but treated like | was a criminal. To made {o wait in a pen-like area, made to sfanag
on two blus footprints barefoot while everyone passes me and stares and then groped is beyond me.















































































































































































































Thank you for your e-mail regarding the Transportation Security Administration’s (TSA) Office of Civil Rights and Liberties (OCRL).

TSA OCRL serves as a resource for travelers who have expressed concerns about the treatment they received from TSA employees.
OCRL is responsible for the enforcement of all Federal laws, Executive Orders, and policies prohibiting discrimination in employment, in
applications for employment, or in the TSA’s Federally assisted and Federally conducted programs or activities.

OCRL is also responsible for ensuring that TSA treats all travelers equally, without regard to a person’s race, color, national origin,
gender, religion, age, disability, gender identity, or sexual orientation.

If someone believes they have been discriminated against by a TSA employee on the basis of one of these criteria, they may submit an
explanation of their complaint to the OCRL. Passenger’s complaints should include the following: the name of the airport, flight
information, date and time of the incident, and if possible, the name of the employee. Send complaints by e-mail to TSAOCR-
externalcompliance@tsa.dhs.gov, or via postal mail to:

Transportation Security Administration
OCRL, TSA-6

601 12 Street South

Arlington, VA 20598-6006

For additional information, passengers may contact OCRL toll-free at (877)-EEO-4TSA (4872). Callers may leave their name, number, and
best time to return their call.

The Transportation Security Administration s (TSA) security screening procedures require all carry-on property be screened before
passengers take it onboard an aircraft. Regardless of whether an item is on the prohibited or permitted items list, the Transportation
Security Officers (TSO s) have discretion to prohibit an individual from carrying an item through the screening checkpoint or onboard an
aircraft if the item may pose a security threat.

Therefore, TSA security screening personnel make the final decision on whether to permit certain items into the sterile area of the
airport.

Please visit our website at www.tsa.gov for additional information about TSA. We continue to add new information and encourage you to
check the website frequently for updated information.

We hope this information is helpful.

TSA Contact Center
END RECORD






viewing area. To further protect passenger privacy, all facial images are blurred.
Privacy and security are not mutually exclusive, and TSA has had an ongoing dialogue with privacy groups on these issues. AIT is an
effective tool in detecting terrorist threats and another tool in our layered approach to security.

Screenings using AIT are voluntary. Individuals who do not wish to be screened by this technology will be required to undergo
alternative screening, including a thorough patdown. Signs are posted in front of each AIT location advising passengers of this right.
However, if an adult accompanying a child 12 years old or younger opts out of AIT screening on the childa??s behalf, the child will
receive a modified patdown. TSA never separates a child from an accompanying adult. The adult may observe the entire patdown
process and may assist by holding the child4??s hand. Please be assured that TSOs are trained to conduct these procedures
professionally and respectfully.

Agent Notes: Spoke with customer, re-advised the template given by the agent. Also, advised the caller to choose option 5 on the IVR for
the customer service manager, Advise caller will forward the complaint the the CSM. mnelson

Follow Up:

To TSOC Date:

From TSOC Date:

Last Updated By: delores.deaton

Last Update Date: Jun 17 2011 5:10PM

Opening Agent: delores.deaton

Opened Date: 6/17/2011 5:09:50 PM

Linked Event IDs:

Responses:

Response

Template Name: Signage at Checkpoints Responsse

Airport: BUF

Airline: Southwest Airlines

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

Response

Template Name: AIT Privacy Health and Opt Out Concerns Condensed
Airport: BUF

Airline: Southwest Airlines

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

Response Email:
END RECORD
























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









Linked Event IDs:

Responses:

Response

Template Name: Consumer Observation BCC CSM Response
Airport: BUF

Airline: AirTran Airways

Subject Category: Patdown - Flyer

Interaction Type: Complaint

Response Email:
END RECORD
























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















to be courteous and respectful and are trained to explain what they are doing and what will happen next in the process. We regret that
you found your experience to be less than satisfactory.

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 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.

The Transportation Security Administration (TSA) does not disclose the identity of Federal TSOs. However, a TSO’s first name and
badge number are printed on his or her identification tag. TSOs must display their identification tag at all times.

Passengers 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 Web site offers passengers the ability to send complaints directly to the
Customer Service representative at each airport at: hitps://contact.tsa.dhs.gov/talktotsa/talktotsa.aspx by clicking on a map and
selecting the correct airport.

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



























There are preparations passengers can take before arriving at the airport to help them move more quickly and efficiently through the
security checkpoints. TSA encourages travelers to visit our Web site at www.tsa.gov for travel tips about the screening process and
procedures, as well as guidance for special considerations that may assist in preparing for air travel in a timely manner.

Please keep in mind that passengers should allow the recommended standard 2-hour domestic and 3-hour international travel arrival
times prior to flight departure to allow for parking and shuttle transportation, obtaining a boarding pass, going through passenger
security screening, and having checked and carry-on baggage screened. These times may vary depending on the airport and the day
and date of travel. We encourage you to contact your airline prior to travel.

Regardless of whether an item is on the prohibited items list, Transportation Security Officers (TSOs) have both discretion and authority
to prevent an item from being carried through the screening checkpoint if they believe the item poses a security threat. TSOs are trained
to determine if an item presents a security threat and should not be allowed to pass through a screening checkpoint.

If the TSO does not allow you to carry an item through the checkpoint, you will have the option to consult with the airlines for assistance
in placing the prohibited item in checked baggage. You will also be allowed to make other arrangements for the item, such as taking it to
your car, mailing it, or leaving it with someone who is not traveling. It is important to clarify that there are no provisions to return
prohibited items when passengers choose to abandon them at the security checkpoint.

Travelers leaving a secured area for any reason must go through a screening checkpoint to re-enter any secured area. All airports are
configured differently. Travelers may be required to exit and re-enter secured areas within airporis to access their gate. Because of
restrictions on liquids, gels, and aerosols, passengers carrying items such as beverages purchased in secured areas will not be
permitted to carry them through the checkpoint into another secured area. Travelers should contact their airlines with questions
regarding the locations of connecting gates.

We hope this information is helpful.

TSA Contact Center
END RECORD






























Body:
Thank you for your email regarding the individual who used improper travel documents to fly from John F. Kennedy International Airport
(JFK) to Los Angeles International Airport (LAX).

The Transportation Security Administration’s (TSA) initial review of this matter indicates that the Transportation Security Officer who
reviewed the passenger’s travel documents did not identify that the passenger was traveling with improper travel documents. It is
important to note, however, that this passenger received the same thorough physical screening as other passengers.

Every p nger that p through security checkpoints is subject to many layers of security including thorough physical screening.
TSA’s approach is designed to ensure that security is not dependent on any single layer of security. Taken together, the layers provide a
strong, formidable system that gives us the best chance to detect and prevent attacks before they occur. All of these initiatives work
together as a “system of systems” to prevent and deter potential acts of terrorism as well as criminal actions.

For more information about security screening procedures, please visit TSA's Web site at www.tsa.gov.

We hope this information is helpful.

TSA Contact Center
END RECORD






The Transportation Security Administration’s (TSA) initial review of this matter indicates that the Transportation Security Officer who
reviewed the passenger’s travel documents did not identify that the passenger was traveling with improper travel documents. It is
important to note, however, that this passenger received the same thorough physical screening as other passengers.

Every p nger that p through security checkpoints is subject to many layers of security including thorough physical screening.
TSA’s approach is designed to ensure that security is not dependent on any single layer of security. Taken together, the layers provide a
strong, formidable system that gives us the best chance to detect and prevent attacks before they occur. All of these initiatives work
together as a “system of systems” to prevent and deter potential acts of terrorism as well as criminal actions.

For more information about security screening procedures, please visit TSA's Web site at www.tsa.gov.

We hope this information is helpful.
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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.

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 U.S. Department of Homeland Security Traveler Redress Inquiry Program (DHS TRIP) is a single point of contact for individuals who
have inquiries or seek resolution regarding difficulties they experience during their travel while screening at transportation hubs, such as
airports and train stations, or while crossing U.S. borders. Examples of travel difficulties may include:

a?c¢ watch list issues

a7?¢ screening problems at ports of entry

a?¢ situations where travelers believe they have been unfairly or incorrectly delayed, denied boarding or identified for additional
screening at our nation s transportation hubs.

DHS TRIP is part of an effort by the United States Departments of State and Homeland Security to welcome legitimate travelers while still
securing our country from those who want to do us harm.

Participation in the DHS Traveler Redress Inquiry Program is voluntary. If you wish to apply, you may do so by visiting: www.dhs.gov
TRIP.

In the alternative, you may complete the appended Traveler Inquiry Form, including your original signature, and return it with at least one
unexpired photograph-bearing government-issued travel document (e.qg., driver s license or unexpired passport) to Trip@dhs.gov.

Agent Notes: D Collins completed Email fufillment to the customer - 07-07-2011
Follow Up:

To TSOC Date:

From TSOC Date:

Last Updated By: deborah.collins

Last Update Date: Jul 7 2011 11:59AM

Opening Agent: deborah.collins

Opened Date: 7/7/2011 11:59:57 AM

Linked Event IDs:
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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.
We hope this information is helpful

TSA Contact Center
END RECORD










































TSA has sufficient staff to handle peak periods of passenger volume while downsizing for slower periods.

Studies conducted by TSA and by independent organizations such as the Government Accountability Office have found that the model
has made scheduling of TSA screening officers much more effective and efficient. It is possible that the individuals you observed were
newly hired and observing screening operations as part of their on-the-job training, or they may have just reported for duty and were
awaiting the shift change.

We hope this information is helpful.

TSA Contact Center
END RECORD






When there is an alarm during screening, TSOs must conduct additional screening, including a patdown, to locate and resolve the
source of the alarm. Although our TSOs are following TSA procedures, we understand and regret the distress sometimes experienced.
We realize that the intensive nature of the patdown can be stressful, and many passengers don’t understand the reason for this
additional procedure.

The procedure for screening metal implants does not involve removing, lifting, or displacing clothing, and TSOs are trained to offer
passengers a private screening before proceeding with a patdown inspection. Additionally, a passenger may ask for and receive a
private screening at any time during their screening process. Private screenings are conducted in a room or in an area away from other
passengers. If a passenger does not permit the search, he or she will not be allowed to board an aircraft.

TSA understands the frustration some travelers experience from routinely alarming the metal detector because of metal implants.
Nevertheless, we believe these security measures are necessary and appropriate for ensuring the security and confidence of all air
travelers. 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.

For more information regarding patdown procedures, please visit TSA’s website at www.tsa.gov. Moreover, if a passenger is
experiencing difficulty during the screening process, he or she may always request to speak with TSA’s Assistant Federal Security
Director for Screening at that airport to address any concerns.

When available, an alternative method to being screened using the walk-through metal detector is Advanced Imaging Technology (AIT).
For passengers with metal implants, this type of screening may reduce the need for undergoing patdowns. AIT is a voluntary alternative
to the walk-through metal detector and was designed with security and privacy in mind. AIT screens passengers for metallic and
nonmetallic threats including weapons, explosives, and other objects concealed under layers of clothing, without physical contact, to
help TSA keep the traveling public safe.

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 http: www.tsa.gov approach tech ait index.shtm.

We hope this information is helpful.

TSA Contact Center
END RECORD






We apologize for the delay in responding to your concern.

Due to the time that has lapsed since you sent your e-mail to us, please reply to this e-mail or contact us at toll free 866-289-9673 to let
us know if you still have a question that needs to be answered or a concern that needs to be addressed.

We encourage you to check the latest information at www.tsa.gov

TSA Contact Center
END RECORD









Children with Disabilities

+ If your child has a disability, screeners may ask you what abilities your child has to determine the best method for screening (e.g. carry
the child through the walk-through metal detector, hand-wand procedure).

« If a private screening is required, you should escort and remain with your child during the private screening process.

» Know that all no time should the Security Officer remove your child from his her mobility aid (wheelchair or scooter). You are
responsible for removing your child from his her equipment at your discretion to accomplish screening.

» Know that if your child is unable to walk or stand, the Security Officer will conduct a pat-down search of your child while he she remains
in their mobility aid, as well as a visual and physical inspection of their equipment.

Travel Tips

TIPS before reaching the airport

» Please allow yourself and your family extra time to get through security - especially when traveling with younger children.

+ Call your airline or travel agent for their recommended check-in times for your departure airport.

+ Talk to your children before you come to the airport and let them know that it s against the law to make threats such as, | have a bomb
in my bag. Threats made jokingly (even by a child) can delay the entire family and could result in fines.

Tips at the airport

+ Speak to your children again about the screening process so that they will not be frightened or surprised. Remind them not to joke
about threats such as bombs or explosives.

« Tell your children that their bags (backpack, dolls, etc.) will be put in the x-ray machine and will come out at the other end and be
returned to them.

+ Let your children know that a Security Officer may ask to see their shoes, but that they will get these back as well.

» You may want to consider asking for a private screening if you are traveling with more than one child.

This information along with other travel tips is located on the Transportation Security Administration (TSA) Web site at www.tsa.gov.
You should always notify your air carrier of your special screening needs before you arrive at the airport. This should include any
assistance you will need with connecting flights. You might also want to take a copy of these tips with you when you travel.

If you encounter problems with the screening process, ask to speak with the TSA security supervisor. You can report problems
encountered while traveling by calling the TSA Contact Center toll free at (866) 289-9673. We hope the additional information below from
our Web site will be helpful.

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









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, 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: htitps: 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





















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

The Transportation Security Administration s (TSA) security screening procedures require all carry-on property be screened before
passengers take it onboard an aircraft. Regardless of whether an item is on the prohibited or permitted items list, the Transportation
Security Officers (TSO s) have discretion to prohibit an individual from carrying an item through the screening checkpoint or onboard an
aircraft if the item may pose a security threat.

Therefore, TSA security screening personnel make the final decision on whether to permit certain items into the sterile area of the
airport.

Please visit our website at www.tsa.gov for additional information about TSA. We continue to add new information and encourage you to
check the website frequently for updated information.

We hope this information is helpful.

TSA Contact Center
END RECORD
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screening officers much more effective and efficient.

There are preparations passengers can take before arriving at the airport to help them move more quickly and efficiently through the
security checkpoints. TSA encourages travelers to visit our Web site at www.tsa.gov for travel tips about the screening process and
procedures, as well as guidance for special considerations that may assist in preparing for air travel in a timely manner.

Please keep in mind that passengers should allow the recommended standard 2-hour domestic and 3-hour international travel arrival
times prior to flight departure to allow for parking and shuttle transportation, obtaining a boarding pass, going through passenger
security screening, and having checked and carry-on baggage screened. These times may vary depending on the airport and the day
and date of travel. We encourage you to contact your airline prior to travel.

We hope this information is helpful.

TSA Contact Center
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TSA understands your concern regarding the effects the new screening procedures have had on flight crewmembers, including pilots
and flight attendants. TSA Administrator John Pistole is committed to ensuring TSA operates as a risk-based, intelligence-driven
Agency and launched several reviews of TSA policies soon after his confirmation to ensure all standards are met.

After evaluating alternative security protocols for flight crewmembers that would maintain our high security standards, TSA released

modified screening procedures for eligible, on-duty flight crewmembers that do not require the use of AIT machines. In addition, flight
crewmembers are subject to random screening, observation by behavior detection officers, and TSA’s additional layers of security.

We hope this information is helpful.

TSA Contact Center
END RECORD


















Subject Category: Screening - Secondary
Interaction Type: Complaint

Response
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Subject: In Response to your inquiry.
Body:
Thank you for your e-mail regarding missing items from your carry-on baggage.

The Transportation Security Administration (TSA) seeks to provide the highest customer service to all who pass through our security
checkpoints. Our policies and procedures focus on ensuring that all passengers and their belongings are treated with dignity, respect,
and courtesy. Each Transportation Security Officer (TSO) receives training on professional and courteous conduct to make the process
run smoothly and to reduce inconvenience to the traveling public. Any behavior to the contrary is unacceptable.

TSA regrets that you found items missing and or damaged from your carry-on luggage. TSA is required by law to screen all property,
including carry-on baggage, that is brought onboard commercial passenger aircraft. To ensure the security of the traveling public, it is
sometimes necessary for 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 in the same condition they were found.

You may wish to file a claim for your missing items by completing the enclosed Standard Form 95 (claim form). Claim forms are also
available on our Web site at www.tsa.gov. If you decide to file a claim, it will be processed in accordance with the Federal Tort Claims
Act.

We hope this information is helpful.

TSA Contact Center
END RECORD



























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. Transportation Security Administration (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. We regret
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.

TSA is responsible for reviewing all claims relating to the screening of passengers and their baggage. To protect your rights under
federal law and to file a valid claim, you must send your claim in writing to TSA, stating the circumstances of the loss and the exact
amount you are claiming (fair market value of lost or destroyed property, reasonable cost of repair for damaged property), within 2 years
after your claim accrued. The claim must be signed by you or your authorized representative (e.g., an attorney or other personal
representative with appropriate proof of authority).

To file a claim, fill out the attached Standard Form 95 (claim form) in accordance with the instructions, and return it to the address in box
#1. Please be sure to follow the instructions carefully, and to fill out the claim form completely. While use of the form is not mandatory,
it will help you ensure that you meet the legal requirements for filing a claim. If you decide to file a claim, it will be processed in
accordance with the Federal Tort Claims Act.

Once the Claims Management Office has received your claim form, you will be sent a letter of acknowledgement and a claim number.
You should keep the claim number for future reference when inquiring about your claim. TSA will try to resolve your claim as quickly as
possible, but it may need time to make a further investigation of the facts. If TSA denies your claim, or has not finally resolved it within 6
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









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 hitps: 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
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