Request for Approval under the “Generic Clearance for the Collection of Routine
B 2-0

The Transportation Security Administration (TSA) Contact Center (TCC) Customer Satisfaction Survey--
Telephone

PURPOSE:

The TCC is the primary point of contact for the public to TSA and receives inquiries from the traveling
public, TSA employees, private industry, other government organizations, members of Congress and the
White House. The TCC responds to inquiries that cover a variety of topics concerning TSA. The objective
of the data collection from this population is to collect, analyze and interpret information gathered to
identify strengths and weaknesses of current customer service and make improvements.

DESCRIPTION OF RESPONDENTS:

The TCC agents offer the survey to each caller at the conclusion of their transaction and personally transfer
them into the survey. The primary respondents will be members of the traveling public who have contacted
TSA via telephone, to obtain information about travel or to provide feedback about a recent travel

experience. However, as described above, other members of the traveling public also send inquiries to the
TCC as well.

TYPE OF COLLECTION: (Check one)

[ ] Customer Comment Card/Complaint Form [X] Customer Satisfaction Survey
[ ] Usability Testing (e.g., Website or Software) [ ] Small Discussion Group

[ ] Focus Group [ ] Other:

CERTIFICATION:

I certify the following to be true:

1. The collection is voluntary.

2. The collection is low-burden for respondents and low-cost for the Federal Government.

3. The collection is non-controversial and does not raise issues of concern to other federal agencies.

4. The results are not intended to be disseminated to the public.

5. Information gathered will not be used for the purpose of substantially informing influential policy
decisions.

6. The llection is targeted to spondents who have experience with the
program or may have experi

Name:  Michelle Cartagena

To assist review, please provide

Personally Identifiable Inforn

1. Is personally identifiable inf [X] No

2. If yes, is the information tha. wiu ue Luncvvu viuuey 1 rweords that are subject to the Privacy Act of
1974? [ ] Yes[X] No

3. If Applicable, has a System or Records Notice been published? [ ] Yes [X] No








