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September 30, 2026

TSA PRA Officer Information Technology, TSA-11 
Transportation Security Administration 
6595 Springfield Center Drive 
Springfield, VA 20598-6011
TSAPRA@tsa.dhs.gov 

Re: TSA-2013-0001-0367, Intent To Request Revision From OMB of One Current Public Collection of Information: TSA Customer Comment Card

Dear Christina Walsh:

The undersigned below organizations submit the following comments in response to the request for comments on Transportation Security Administration (TSA) Customer Comment Cards. TSA Customer Comment Cards allow passengers to provide feedback about their experiences with TSA's processes and procedures, to request information or assistance at TSA checkpoints, and to report security threats and vulnerabilities. It is especially important that the TSA Customer Comment Cards allow passengers to provide comments and complaints about their TSA experiences as a passenger with a disability, complaints about accessibility barriers, and to request additional information or assistance related to their disability or medical condition. In addition, TSA must ensure that TSA Customer Comment Cards are available in multiple accessible formats, including for passengers who are blind or low vision, use screen readers or other assistive technology, or those with limited manual dexterity. 

In the request for comments, TSA notes that passengers may request paper TSA Customer Comment Cards to provide feedback, complaints, or compliments. Passengers are then expected to deposit their cards in the designated drop-boxes. TSA staff collect the cards, categorize them, enter the results into an online system for reporting, and respond to passengers as appropriate. However, as of August 2026, not all individual TSA checkpoints appear to have paper TSA Customer Comment Cards available. Instead, passengers are directed to TSA’s website via QR codes on the back of Transportation Security Officers’ (TSO) badges or on posters. After going to the website, passengers must click on “Customer Service,” then “Email TSA” to access the page where they can leave comments. The categories are then separated into “Compliment,” “TSA PreCheck,” “Request for Information,” “TSA Cares,” “Security Issue,” and “Complaint.” This is distinctly different than the paper TSA Customer Comment Cards referenced in the notice. 

Furthermore, TSA is proposing a revision to the “TSA Cares” page to include the question, “Are you a veteran?”, to support veteran-related initiatives and enhance TSA’s ability to track and report on the utilization of programs designed for veterans. TSA aims to identify veterans who may benefit from specialized resources, services, or assistance, and ensure these programs are meeting their intended goals. Additionally, the data gathered will enable TSA to assess program effectiveness, identify areas for improvement, and fulfill reporting requirements related to veteran engagement and participation. The undersigned organizations agree that TSA should include this question to ensure that veterans are supported and veteran-related programs are appropriately implemented. The undersigned organizations also recommend TSA add this question to the “Compliment,” “Complaint,” “TSA PreCheck,” and “Request for Information” pages as well, in addition to the paper TSA Customer Comment Cards. Adding this question to the “Compliment” page will track whether veteran-related programs are meeting their intended goals. Adding the question to the “Complaint” page will track whether programs are being appropriately implemented. Adding it to the “TSA PreCheck” page will track whether appropriate programs, such as the Veterans Expedited TSA Screening (VETS) Safe Travel Act, are being utilized by eligible veterans. Lastly, adding the question to the “Request for Information” page will provide veterans the opportunity to ask about programs, such as TSA PreCheck, and other potential future programs. Overall, the undersigned organizations support the addition of this question to not only the TSA website, but also on the paper TSA Customer Comment Cards.

(1) Evaluate whether the proposed information requirement is necessary for the proper performance of the functions of the agency, including whether the information will have practical utility

The TSA Customer Comment Cards are necessary, at minimum, to ensure that passengers can report civil rights complaints – especially those related to disability discrimination – request additional assistance for their disabilities and medical conditions under the TSA Cares program, and request information related to TSA policies and procedures related to their disabilities or medical conditions. TSA estimates that 3,178 Disability and Civil Rights complaints are received annually. It is essential that travelers can continue to submit disability-related complaints. These complaints provide insight into how TSA can update its procedures to ensure people with disabilities and other protected classes are treated with dignity and respect during the screening process. The complaint information is necessary for TSA to perform its procedures properly and has practical utility. 

Moreover, TSA developed the TSA Cares program to allow passengers with disabilities and medical conditions to request assistance during the security screening process. To ensure passengers have access to this program, it is necessary for this webpage to remain active for passengers to request such assistance. In addition, passengers with disabilities, especially mobility device users, those with artificial limbs, those with hearing loss, passengers with metal implants, service animal handlers, and passengers with medical devices and equipment may experience different policies, procedures, and barriers during the screening process. It is essential that these passengers have a mechanism to request assistance through TSA Cares and information to know what to expect when flying. People with disabilities and medical conditions deserve to fly safely and with dignity. Having information on TSA policies and procedures can ensure that passengers know how they will be screened. In addition, if they have been screened in a different manner than other passengers, they can request information on the policies and procedures that apply to their specific situation.

(2) Evaluate the accuracy of the agency's estimate of the burden

The burden fails to consider the difficulty in finding the forms online. To file the forms, especially Disability and Civil Rights complaints, the passenger must go through many steps and know which buttons to click. On the TSA home webpage, there are essentially two ways a visitor can access the complaints webpage. First, the passenger must click, “Contact” then “Email” or “Contact Email.” Directions from the home webpage are not clear that this is the manner in which a passenger must file a complaint. Thus, many will potentially be searching for more than the estimated burden to find the form itself. TSA should make the forms more readily available and easier for the passenger to locate on the website.  



(3) Enhance the quality, utility, and clarity of the information to be collected

As noted above, the undersigned organizations support the addition of the question, “Are you a veteran?” to ensure that veterans are supported and veteran-related programs are appropriately implemented. In addition, the undersigned organizations recommend that TSA add the optional question, “Do you have a disability?” to all paper and electronic Customer Comment Cards. Collecting this information is necessary to accurately identify disability-related trends, evaluate whether TSA’s policies and assistance programs are meeting the needs of passengers with disabilities, and identify areas for improvement. Furthermore, a passenger with a disability may not know that they must click “Civil Rights and Liberties” to file a disability-related complaint. Instead, they could select “Customer Service” or “Screening Issues” when they encounter problems specifically related to their disability. Unless TSA, during complaint backend processing, changes the complaint to specifically be related to “Civil Rights and Liberties,” the information collected may not be accurate. Instead, by adding an optional question, “Do you have a disability?”, TSA may properly categorize the complaint so that the statistics reflect the actual number of disability-related complaints received. This can also be applied to the “Compliment” section since passengers with disabilities may wish to applaud TSA on how the TSOs respectfully treated the passenger during the screening process. 

(4) Minimize the burden of the collection of information on those who are to respond, including using appropriate automated, electronic, mechanical, or other technological collection techniques or other forms of information technology

TSA estimates that it takes approximately three minutes to complete a comment card, five minutes to complete an electronic submission, and eight minutes to complete the Disability and Civil Rights complaint. However, as noted, apparently not all individual TSA checkpoints have paper TSA Customer Comment Cards available and only offer a QR code to fill out the information online. To reduce the burden on the passenger, TSA must ensure that paper TSA Customer Comment Cards are available for those who may not have smartphones at all TSA checkpoints. Having paper cards readily available can reduce the burden on the passenger and allow passengers who may not have smartphones to provide feedback or file a complaint. 

Furthermore, TSA must ensure there are multiple ways to access the online TSA Customer Comment Cards. QR codes may not be accessible for people who are blind or have low vision, especially if they are placed on posters where a person must locate the poster and perfectly align the QR code with a smartphone camera. Instead of only offering QR codes on posters or the back of badges, TSOs should have a paper handout with a QR code that can be provided for those for whom the posters are not accessible. It is recommended that these papers have a tactile box or dots around the QR code for an individual to locate it. The QR code should also be located on the corner or bottom of the paper so a passenger can feel the paper and align the QR code properly. In addition to the tactile box, there should be a small braille notation either next to the box or below it that says it is a QR code to note the content of the paper. Furthermore, all handouts and posters should be in large print with high contrast. Posters with the codes must also be at a height that is accessible for people in a seated position, such as those who use wheelchairs or scooters. All posters and forms must be written in plain language as required under the Plain Writing Act of 2010.

In addition, TSA must ensure that all electronic forms and websites are accessible, as required by Section 508 of the Rehabilitation Act, and should comply with the most recent Web Content Accessibility Guidelines. All electronic forms and websites must be accessible for those using assistive technology, such as screen readers; those with limited manual dexterity; and others with various types of disabilities. TSA should also ensure that the Customer Comment Cards and related online complaint and feedback processes are accessible to deaf and hard of hearing passengers. This should include providing instructions for accessing and completing the comment process in American Sign Language (ASL), such as having video instruction available to present to passengers at the airport and ASL video explanations online; providing an option for passengers to submit comments, complaints, and compliments in ASL, including through video; and providing accessible text-based and visual communication options. Lastly, TSA should maintain a phone line for individuals to submit feedback by calling. Having multi-modal ways for individuals with disabilities can minimize the burden for respondents.

Thank you for the opportunity to comment on this important matter. If you have any questions, please contact Heather Ansley, Paralyzed Veterans of America Chief Policy Officer, at HeatherA@PVA.org, or Danica Gonzalves, Paralyzed Veterans of America Senior Advocacy Attorney, at DanicaG@PVA.org.

Sincerely,  
  
All Wheels Up
ALS Network
American Council of the Blind
Deaf Equality
Easterseals, Inc.
Hearing Loss Association of America
Muscular Dystrophy Association
National Multiple Sclerosis Society
Paralyzed Veterans of America
Periodic Paralysis Association
The Arc of the United States
The Seeing Eye, Inc.
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