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September 22, 2026

Transportation Security Administration
ATTN: Christina Walsh 
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 American Council of the Blind (ACB) submits the following comments in response to the invitation for public comment 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 experience 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 and those who use screen readers or other assistive technology. 

The American Council of the Blind is the nation’s leading member-driven non-profit organization of and for people who are blind or have low vision. Founded in 1961 and comprised of more than 65 state and special-interest affiliate organizations, ACB strives to increase the independence, security, equality of opportunity, and to improve the quality of life for all people who are blind or experiencing vision loss. Integral to our mission is ensuring people who are blind or low vision have access to transportation options.

The blind and low vision community travels by air as much as any other community. However, our access needs may look different than others when receiving assistance through the TSA security check process. Additionally, the ability to submit such experiences to TSA may look different. We encourage TSA to consider the accommodation needs of air passengers who are blind or have low vision by offering input to TSA through the multiple channels.

First, some of the report forms can be filled out in real time on a paper handout. This is often inaccessible for blind travelers because it is not readable by people with vision disabilities, and so alternatives should be provided besides just providing an online link. The paper forms should be available in both large print and braille. For persons with low vision, forms can be filled out on paper in person if it is simply proved in large print. The forms can then be filled out and returned to TSA staff while still present in the airport. Although braille forms could not be filled out in real time, a blind passenger may still prefer to read braille. The forms should still be available to collect in a braille format. The individual can then read the form in braille and provide feedback later in a different form, such as through them responding online or via hard copy mail.

Additionally, if a passenger is comfortable, they should have the option to have someone on TSA staff read the form aloud and fill it out for the person. This may often be unpreferred because of privacy reasons. However, it should still be an option. For instance, some people may not have a computer at home and will just want to get it completed in real time. TSA personnel must be available and willing to read the form and fill it out for the person. That person must truthfully complete the form and record everything that is reported by the traveler. This should be an option. The forms should also be provided in plain language in all forms: traditional print, large print, and braille. This will accommodate people with cognitive disabilities.

The process to submit the forms online must be made as easy as possible. The link online must be easy to find. The process must be easy to complete and fully accessible for all screen readers. This means that the web pages must be compatible with the Web Content Accessibility Guidelines (WCAG).

In addition, the forms must be readily advertised for travelers when going through TSA. The passenger must not have to search for it after something happens; the passenger should be made aware of its existence. For travelers who are blind, this means that the forms should be advertised audibly. Posters are insufficient methods of information distribution for people who cannot see the poster. With this in mind, QR codes are regularly used to direct a person to find something online. These QR codes must be easily discoverable for blind and low vision persons. So again, simply placing a QR code on a poster or handout is not enough. A blind traveler should be made aware of the presence of the QR code. One way of doing this on a paper handout is to add tactile bumps on all four corners of the QR code to make it easier to find for someone who is blind.

ACB thanks you for your time and consideration. If you have questions or would like to discuss our comments further, please contact Claire Stanley, either by email at cstanley@acb.org, or by phone at (202) 559-2041.   

Sincerely, 
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Claire Stanley, J.D.
Director of Advocacy and Governmental Affairs
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