+ Date and time of incident

+ Airline

+» Contact number if one is available.

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

TSA monitors the number and nature of complaints it receives 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



























Airport: JFK

Airline: JetBlue

Subject Category: Screening - Secondary
Interaction Type: Complaint

Response

Template Name: Screener Rudeness

Airport: JFK

Airline: JetBlue

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

Response Email:
END RECORD





















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









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

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

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

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

TSA Contact Center
END RECORD




























































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

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

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

TSA Contact Center
END RECORD






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

The Transportation Security Administration (TSA) seeks to provide the highest level of security and customer service to those who pass
through our screening checkpoints. Our policies and procedures focus on ensuring that all passengers, regardless of their personal
situations and needs, are treated with dignity, respect, and courtesy. Every person and item must be screened before entering each
secured area, and the manner 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. 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.

We hope this information is helpful.

TSA Contact Center
END RECORD






Thank you for your e-mail regarding your concerns that you saw Transportation Security Officers (TSOs) standing around.

The Transportation Security Administration (TSA) uses a Screening Allocation Model to ensure that an appropriate number of TSOs are
assigned to each airport based on operations and passenger loads. This model, which incorporates part-time employees, ensures that
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






























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
























Last Update Date: Aug 17 2011 4:17PM
Opening Agent: michael.middleton
Opened Date: 8/17/2011 4:17:26 PM
Linked Event IDs:

Responses:

Response

Template Name: Pat Down Screening Complaint - BCC CSM
Airport: JFK

Airline:

Subject Category: Patdown - Flyer

Interaction Type: Complaint

Response Email:
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The Transportation Security Administration (TSA) seeks to ensure that Transportation Security Officers (TSOs) consistently provide
professional and courteous checkpoint processing while maintaining a high level of security. When we receive reports to the contrary,
TSA takes appropriate action, which may include additional training and or disciplinary action.

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






























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

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















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

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

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

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







































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










































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

Ongoing threats to aviation security require that certain security measures be undertaken. It is indeed frustrating for us as U.S. citizens
to have our person and personal items inspected by strangers. TSA understands and appreciate this frustration, and we go to great
lengths to train our Transportation Security Officers (TSOs) in the proper way to inspect passengers and their items. We practice these
steps not only to enhance passenger security, but to provide first-class customer service. When necessary, we take the appropriate
action to remedy a situation, including providing additional training and disciplinary action.

Passengers may ask for and receive a private screening at any time during the screening process. A companion, assistant, or family
member (after he or she has been screened) may accompany the passenger to the private area and remain there during the screening. In
addition, family members, companions, and non-traveling assistants may ask for and accompany a passenger to a private screening on
behalf of a passenger needing assistance. Individuals assisting passengers to a private screening are not required to be of the same
sex.

Officers 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, if a passenger refuses either
option, he or she will not be permitted to enter the sterile area of an airport.

We hope this information is helpful.

TSA Contact Center
END RECORD















The backscatter x-ray system works by scanning the surface of a passenger’s body with a narrow, low-dose, low-energy x-ray beam.
This system uses ionizing radiation the type people usually think of as “radiation.” However, the radiation levels are far below those of a
hospital x-ray machine and any level that might constitute a health concern. The amount of radiation from a backscatter screening
system is equivalent to the exposure each person receives in about 2 minutes of airplane flight at altitude or the amount the person
receives in about an hour due to naturally occurring background radiation at ground level.

The extremely low dose of radiation from the entire spectrum of TSA screening technology is inconsequential, even to frequent flyers
who undergo repeated screenings. When evaluating new screening technologies, TSA performs independent studies and evaluations to
verify the systems meet regulatory and national consensus standards to ensure the health and safety of the traveling public. This testing
takes into account special populations that are more sensitive to radiation, such as children, persons receiving radiation treatment for
medical conditions, and pregnant and potentially pregnant women, as well as employees who work near the equipment. All screening
systems fully comply with Federal safety requirements, and measured radiation levels for each are well below limits established by the
U.S. Food and Drug Administration and the U.S. Occupational Safety and Health Administration.

TSA is sensitive to passengers’ concerns about protecting their privacy as it relates to the security screening process, particularly the
use of AIT. Rigorous privacy safeguards are in place to protect passenger privacy and ensure anonymity. All images generated by
imaging technology are viewed in an area not visible to the public. The officer assisting the passenger never sees the image, and the
officer viewing the image never interacts with the passenger. The imaging technology that TSA uses in airports cannot store, export,
print, or transmit images and no cameras, cellular telephones, or other devices capable of capturing images are permitted in the image
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 child’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 child’s hand. Please be assured that TSOs are trained to conduct these procedures professionally and
respectfully.

We hope this information is helpful.

TSA Contact Center
END RECORD









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






TSA may posts signs and instructional posters and sometimes runs videos at airport security checkpoints to inform passengers of what
they will need to do. We are not able to do this at every location because of varying airport configurations, however, Transportation
Security Officers (TSOs) have been trained to inform passengers of security requirements when they arrive at the screening checkpoint.

We recognize that signs and videos may not answer every question. Additional information is published in the Travel Tips section of our
Web site, HYPERLINK "http:/www.tsa.gov"www.tsa.gov, to help travelers prepare for air travel and comply with security screening
procedures.

TSA welcomes feedback from passengers regarding signage. With help, we work to improve the traveling experience of passengers
nationwide. Travelers who have suggestions for a specific airport are invited to visit HYPERLINK "http://www.tsa.gov"www.tsa.gov
gotfeedback. Feedback of a general nature and not specific to an airport should be posted on the Evolution of Security Blog at TSA's
Web site.

AIT is a classification that covers two similar technologies, millimeter wave and backscatter. Both systems work in a similar way to give
Transportation Security Officers (TSOs) a virtual image of a passenger that conspicuously highlights potentially dangerous items. AIT
gives TSA a way to detect a wide variety of threats, including suicide vests and other improvised explosive devices that may be hidden
under passengers’ clothing and cannot be detected by walk-through metal detectors. AIT enhances security, reduces the need for
patdown searches for passengers with joint replacements and other medical conditions, and improves passenger convenience and
comfort.

Millimeter wave systems project beams of non-ionizing radio frequency energy over the passenger’s body surface; the beams do not
penetrate the skin. The radio frequency energy reflected back from the body and other objects on the body is used to construct a three-
dimensional image. The energy the system projects is thousands of times less than a cell phone transmission.

The backscatter x-ray system works by scanning the surface of a passenger’s body with a narrow, low-dose, low-energy x-ray beam.

This system uses ionizing radiation the type people usually think of as “radiation.” However, the radiation levels are far below those of a
hospital x-ray machine and any level that might constitute a health concern. The amount of radiation from a backscatter screening
system is equivalent to the exposure each person receives in about 2 minutes of airplane flight at altitude or the amount the person
receives in about an hour due to naturally occurring background radiation at ground level.

The extremely low dose of radiation from the entire spectrum of TSA screening technology is inconsequential, even to frequent flyers
who undergo repeated screenings. When evaluating new screening technologies, TSA performs independent studies and evaluations to
verify the systems meet regulatory and national consensus standards to ensure the health and safety of the traveling public. This testing
takes into account special populations that are more sensitive to radiation, such as children, persons receiving radiation treatment for
medical conditions, and pregnant and potentially pregnant women, as well as employees who work near the equipment. All screening
systems fully comply with Federal safety requirements, and measured radiation levels for each are well below limits established by the
U.S. Food and Drug Administration and the U.S. Occupational Safety and Health Administration.

TSA is sensitive to passengers’ concerns about protecting their privacy as it relates to the security screening process, particularly the
use of AIT. Rigorous privacy safeguards are in place to protect passenger privacy and ensure anonymity. All images generated by
imaging technology are viewed in an area not visible to the public. The officer assisting the passenger never sees the image, and the
officer viewing the image never interacts with the passenger. The imaging technology that TSA uses in airports cannot store, export,
print, or transmit images and no cameras, cellular telephones, or other devices capable of capturing images are permitted in the image
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 child’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 child’s hand. Please be assured that TSOs are trained to conduct these procedures professionally and
respectfully.

We hope this information is helpful.
TSA Contact Center
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




































Flight #--DL2006 ----NY to New Orleans

Gate--10

Supervisor Jeff Burke took over the call. Supervisor Jeff Burke informed the caller that we will send this to the CSM for them to review
the rudeness of the TSO s and the statements made.

Explained to the caller about refusing the AIT machine resulted in secondary screening. The caller did not understand this concept and
felt that what the TSO supervisor told her was true. The caller threatened to take this issue to the media.

Thank you for your review.

Adpvise the caller that,

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 passengera??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.

Since ETD may be used on a random basis, passengers should not expect to see the same additional screening at every airport or each
time they travel. Passengers may be randomly selected for additional screening using this method

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
Nationa??s airport checkpoints, provides an additional layer of security at the checkpoint, and keeps the traveling public safe.

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.

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.

Agent Notes: Sent to a CSM for review on 9-7-11. J Burke
Follow Up:

To TSOC Date:

From TSOC Date:

Last Updated By: jeff.burke

Last Update Date: Sep 7 2011 3:10PM

Opening Agent: jeff.burke

Opened Date: 9/7/2011 3:10:14 PM



Linked Event IDs:

Responses:

Response

Template Name: AIT Privacy Health and Opt Out Concerns
Airport: LGA

Airline: Delta

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

Response

Template Name: Reasons for Secondary Screening
Airport: LGA

Airline: Delta

Subject Category: Screening - Secondary
Interaction Type: Complaint

Response

Template Name: Explosives Trace Detection Swabbing Response
Airport: LGA

Airline: Delta

Subject Category: Screening - Secondary

Interaction Type: Information

Response

Template Name: Screener Rudeness

Airport: LGA

Airline: Delta

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

Response Email:
END RECORD






Subject Category: Screening - Secondary
Interaction Type: Complaint

Response

Template Name: PWD—Apology with Standard Opening
Airport: JFK

Airline: JetBlue

Subject Category: Screening - Secondary

Interaction Type: Complaint

Response Email:
END RECORD






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

Response

Template Name: Reasons for Secondary Screening
Airport: JFK

Airline: JetBlue

Subject Category: Patdown - Flyer

Interaction Type: Complaint

Response

Template Name: Pat Down Screening Complaint - BCC CSM
Airport: JFK

Airline: JetBlue

Subject Category: Patdown - Flyer

Interaction Type: Complaint

Response Email:
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






Airport Federal Security Directors (FSDs) have discretion to exempt TSA airport employees from the requirement to undergo standard
screening. However, if an FSD exempts TSA airport employees from screening, the FSD can implement random screening of those same
employees at the screening checkpoint. In any case, all TSA airport employees must have their identification (ID) checked before
entering secured areas of the checkpoint.

Furthermore, all airline personnel, airport employees, baggage handlers, and other service personnel working anywhere within the
secured areas of U.S. commercial airports must pass a criminal history background check before they are allowed unescorted access to
these areas. Additionally, employees under this program are subject to random screening, observation by behavior detection officers,
and TSA’s additional layers of security. This helps ensure the security of the aircraft and insulates screened baggage from contact with
unauthorized persons.

We hope this information is helpful

TSA Contact Center
END RECORD






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

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

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

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

TSA Contact Center
END RECORD






Responses:

Response

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

Airline: JetBlue

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

Response

Template Name: Racial Profiling or Discrimination
Airport: JFK

Airline: JetBlue

Subject Category: Screening - Secondary
Interaction Type: Complaint

Response

Template Name: Complaint—Customer Service Manager
Airport: JFK

Airline: JetBlue

Subject Category: Screening - Secondary

Interaction Type: Complaint

Response Email:
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Responses:

Response

Template Name: PWD - Screening of Metal Implants

Airport: JFK

Airline: JetBlue

Subject Category: Persons w/ Disabilities (PWD) - Metal Implants (joint)
Interaction Type: Complaint

Response

Template Name: Patdown Screening—General Information/Procedures
Airport: JFK

Airline: JetBlue

Subject Category: Patdown - Flyer

Interaction Type: Complaint

Response

Template Name: Pat Down Screening Complaint - BCC CSM
Airport: JFK

Airline: JetBlue

Subject Category: Patdown - Flyer

Interaction Type: Complaint

Response Email:
END RECORD



























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















Follow Up:

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: 8/14/2011 11:27:16 AM
Linked Event IDs:

Responses:

Response

Template Name: Consumer Complaint- BCC CSM Response
Airport: JFK

Airline: Delta

Subject Category: Screening - Secondary

Interaction Type: Complaint -- Procedures

Response

Template Name: Claim Paragraph

Airport:

Airline:

Subject Category: Screening - Secondary
Interaction Type: Complaint -- Procedures

Response Email: None Sent
END RECORD
























Body:
Thank you for your email expressing your concern regarding the delays you experienced because of your security screening.

TSA regrets any inconvenience you have experienced as a result of security screening processes. It is TSA's aim to minimize passenger
wait times at our Nation's airports without adversely affecting the high level of security required in today's aviation environment. TSA
works with aviation stakeholders to determine industry changes in schedules and service so that we can provide the workforce,
processes, and procedures to ensure high levels of security and customer service.

The Transportation Security Administration (TSA) uses a Screening Allocation Model to ensure that an appropriate number of
Transportation Security Officers (TSOs) are assigned to each airport based on operations and passenger loads. This model, which
incorporates part-time employees, ensures that 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.

There are preparations passengers can make before arriving at the airport to help the passenger move more quickly and efficiently
through the security checkpoints. TSA encourages travelers to visit our website 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.
You may also visit our website at http://waittime.tsa.dhs.gov/index.html to verify anticipated Security Checkpoint Wait Times prior to your
departure.

We hope this information is helpful.

TSA Contact Center
END RECORD

































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 passengetr, 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






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









TSA understands that this policy may be inconvenient and frustrating for passengers. However, this policy is a regrettable necessity
given the nature of the threat, and security must take precedence. Our measures are not based on the belief that ordinary LGA pose a
risk, but rather that they and their containers could be used to conceal liquid explosives and this includes some personal products and
their containers such as toothpaste, cream, deodorant, or lotion. Travelers need to be aware that additional screening of the LGA might
be required.

Passengers may have in their possession toothpaste, cream, deodorant, lotion, and gel-like personal care items, provided these items
follow the 3-1-1 rule. Solid deodorant is permitted in carry-on baggage and does not have to be in the quart bag with LGA. Passengers
who require additional quantities of these products may pack them in checked baggage, purchase them after the security checkpoint at
some airports, or purchase them at their travel destination. For more information, visit TSA’s Web site at www.tsa.gov.

We hope this information is helpful.

TSA Contact Center
END RECORD













































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















professional and courteous checkpoint processing while maintaining a high level of security. When we receive reports to the contrary,
we take appropriate action, which may include additional training and/or disciplinary action.

One screening procedure that causes concern is the use of pat-down searches. However, when a passenger alarms the walk-through
metal detector, TSOs must conduct additional screening, including a pat-down, to locate and resolve the source of the alarm. Because
metal implants and prosthetic devices regularly alarm the walk-through metal detector, the following special considerations are given for
these screenings:

+ 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 pat-down inspection. Also, 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 permitted to board an aircraft.

» Screening prosthetic devices involves a physical and visual inspection, as well as explosives trace detection (ETD) sampling.
Passengers should not remove their prosthetic devices during screening, and TSOs should not require passengers to remove the device.
The TSO should offer a private screening if clothing must be lifted or raised to obtain the ETD sample. However, passengers should not
be required to remove any clothing during the process nor remove or display the belt that holds their prosthetic device to their body.

We understand the frustration of passengers routinely undergoing secondary screening because of metal implants and prosthetic
devices, and regret the discomfort and inconvenience experienced as a result of pat-down procedures. Nevertheless, we believe these
security measures are necessary and appropriate for ensuring the security and confidence of all air travelers. For more information
regarding the pat-down procedures, please visit TSA's Web site 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.

An alternative method of screening available to people with prosthetics is Advanced Imaging Technology (AIT). This machine is a
voluntary alternative to the pat-down inspection. The AIT machine was designed with both security and privacy in mind. It 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 ensure privacy and anonymity. The
TSO with the passenger never sees the image, and the image is viewed by another TSO in a remote location. Also, AIT cannot store,
print, transmit, or save the image; and the image is automatically deleted from the system after it is cleared by the remotely located TSO.
Officers evaluating images are not permitted to take cameras, cell phones, or photo-enabled devices into the resolution room. To further
protect passenger privacy, both types of technology used in the AIT machines use filters to blur the images. In independent polling of
passengers regarding acceptance of this technology, the majority preferred this procedure to an alternate one such as a pat-down. For
more information regarding privacy and public acceptance of AIT screening please visit our Web site at
http://www.tsa.gov/approach/tech/ait/index.shim.

We hope this information is helpful.

TSA Contact Center
END RECORD












So that we may forward your e-mail to the appropriate office for action, please provide us with the following specific details:

+ Specific name of the airport where the incident occurred

+ Date and time of incident

+ Airline

+» Contact number if one is available.

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

TSA monitors the number and nature of complaints it receives 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












Passenger carry-on and checked baggage that enters the United States and will be continuing to another destination, either within the
United States or to another country, is subject to security screening. The Transportation Security Administration (TSA) does not require
that checked baggage is unlocked for screening, however, Transportation Security Officers (TSOs) may have to hand inspect some
luggage and will, if necessary, cut locks or other devices to inspect a bag. The need to screen all bags may delay a passenger’s travel if
a TSO must take added measures to inspect a bag.

Further information about baggage screening for international flights is available on our Web site at http: www.TSATravelTips.us. This
site will help travelers prepare for all travel and TSA security requirements.

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




































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















TSA is responsible for the area beginning at the security checkpoint leading into the secured area. The area leading up to the security
checkpoint is regulated by the airport and the airlines assigned to that particular terminal. TSA consults regularly with its various
partners to effectively integrate their respective security responsibilities.

One of TSA’s primary goals is minimizing passenger wait times at our Nation’s airports without adversely affecting the highest levels of
security required in today’s aviation environment. TSA continues to work with all stakeholders to determine industry changes in
schedules and service so that we can provide the workforce, processes, and procedures to ensure high levels of security and customer
service.

While customers may experience varying wait times at each airport, TSA works with its stakeholder partners to reduce wait times,
especially during the higher-volume travel months.

In addition, passengers should consult arrival times with their individual airline, and we recommend arriving at least 2 hours in advance
of flight time to allow ample time for security screening and boarding of aircraft.

We hope this information is helpful.

TSA Contact Center
END RECORD






security checkpoints.

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

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

We hope this information is helpful.

TSA Contact Center
END RECORD













































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

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

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

TSA Contact Center
END RECORD















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

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

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

TSA Contact Center
END RECORD




































The Transportation Security Administration (TSA) develops requirements and policies for the security of our Nation’s transportation
systems. Some of these requirements are met by airports, air carriers, railroads, port authorities, and other transportation system
entities. Airports are responsible for security of airport access, and air carriers are responsible for identifying passengers, controlling
gate access, and controlling baggage before and after screening. In addition, air carriers are responsible for passenger lines up to
security checkpoints and, therefore, may choose various ways to manage these lines

Some airlines have chosen to create separate lines for their first-class, frequent-flyer, and business-class passengers. TSA does not
regulate this practice, nor is it a policy that TSA endorses. However, TSA has looked at options to improve security with two goals: (1)
reducing stress in the lines and at the checkpoint and (2) to find a way to increase efficiency for experienced travelers while
accommodating those passengers who need assistance or additional time. From this research, TSA developed the Black Diamond lane
management system that joins separate security lines to dedicated screening lanes in the checkpoint. Black Diamond gives passengers
the option to pick a line that suits their needs. It provides separate lanes for experienced travelers to move quickly and other lanes for
families and other passengers needing assistance or additional time.

Please note that because the security lines are still the airport’s responsibility, TSA cannot force an airport into a particular line design.
Some airports provide limited use of the Black Diamond system with lanes for expert travelers at a separate checkpoint.

Security is a partnership among TSA, airport operators, airlines, and passengers. TSA will continue to partner with airport operators and
airlines to ensure that, by improving line management, we provide an efficient and safe experience for all travelers.

If you have questions regarding an airline’s practices, we encourage you to contact them directly. If the airline has not satisfied your
inquiry, the U.S. Department of Transportation’s Aviation Consumer Protection Division (ACPD) may be able to help. The ACPD operates
a complaint handling system for consumers who experience air travel service problems and provides a 24-hour hotline at (202) 366-2220
(TTY 366-0511) to record complaints. Travelers may send an e-mail to airconsumer@ost.dot.gov or write to:

Aviation Consumer Protection Division
U.S. Department of Transportation

400 Seventh Street, S.W., Room 4107, C-75
Washington, DC 20590

We hope this information is helpful.

TSA Contact Center
END RECORD






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

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

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

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

TSA Contact Center
END RECORD






























The Transportation Security Administration (TSA) seeks to provide the highest level of security and customer service to those who pass
through our screening checkpoints. Our policies and procedures focus on ensuring that all passengers, regardless of their personal
situations and needs, are treated with dignity, respect, and courtesy. Every person and item must be screened before entering each
secured area, and the manner 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. 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.

We hope this information is helpful.

TSA Contact Center
END RECORD










































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

We hope this information is helpful.

TSA Contact Center
END RECORD












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

















































































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

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

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

We hope this information is helpful.

TSA Contact Center
END RECORD
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