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Achievement:   Created a customer service Twitter account for airline passengers to receive 
rapid responses to questions and complaints about Transportation Security  
Administration security rules and procedures  

  

  

In an effort to make the Transportation Security Administration more responsive to the traveling 

public, a group of Excellence in Government fellows created a first-of-its-kind customer service 

Twitter account available 365 days a year to quickly answer questions and receive feedback 

about problems passengers experience during the security screening process.    

  

From its launch in September 2015 to May 2016, @AskTSA gained more than 7,500 followers, 

received more than 35,000 passenger inquiries and reached 5 million people.   

  

In a time when everyone expects instant access, quick answers and large-scale 

informationsharing, TSA’s Director of External Communications Jennifer Plozai saw a need and 

an opportunity for an agency that serves 2.2 million people per day to help their customers 

anytime, anywhere.   

  

Along with her Excellence in Government results project group—Jadranka Gerrety of the  

Export-Import Bank, Thomas Arsenault of the Department of Defense, David Eckstein of the 

National Institutes of Health and Margaret Weston of the Department of Veterans Affairs— 

Plozai created a platform for the TSA to be more responsive to public needs and concerns.  

  

“With @AskTSA, we can actually take action, and not just respond with talking points. Our 

bottom line is to help passengers and go above and beyond for them,” said Plozai.  

  

The tweets have ranged from, “Can I bring scissors in a carry on?” to “Got pleasant, rapid 

service this AM! Under 10 min. Well done! Did not #hatethewait.” The agency’s policy is to 

answer questions tweeted to @AskTSA within one hour, but most inquiries receive responses 

within 15 minutes.  

  

Prior to the introduction of the Twitter account, individuals could submit a complaint online or 

ask a question via email to customer service, and might wait 24 to 72 hours for a response.  

  

“TSA is the retail face of the federal government. There’s no other agency that has a volume of 

daily interaction with the customers,” said David Castelveter, TSA’s deputy assistant 



 

administrator for public affairs. “When you’re working with this many people in a somewhat 

invasive way, it’s natural for some people not to like it. But a happy customer is what we want.”   

  

Because they found no other government agencies doing similar projects, the EIG group 

created a policy framework and enlisted support from TSA leaders and from Delta, American, 

Southwest and JetBlue airlines on best practices for launching the site.  

  

The team also worked closely with the TSA contact center to design a program to train the 

employees on customer service and social media. The team also developed a database of 

possible responses to customer questions in 140-character tweets.   

  

Team members tapped into their different areas of expertise to contribute to the project. Weston 

helped support TSA in writing the policy, while Arsenault used his background in graphics to 

support the website developer.  

   

“TSA doesn’t have the best image—it’s our job to pat down travelers and go through luggage— 

but now we hear things like, ‘Your officers were amazing to us!’” said Plozai.    

  

Castelveter sends reports to the administrator daily on customer service metrics, and said that 

80 to 90 percent of the tweets about customer service to @AskTSA are neutral or positive.   

  

“Without @AskTSA, all the feedback or complaints would never have been fielded, which could 

have become negative experiences,” said Castelveter. “Now we have the ability to inform, 

educate and help people who need help.”  

  

Plozai said the Twitter account has helped TSA mitigate issues before they could spiral into 

larger problems. She described one instance that was covered extensively in the media, in 

which a transgender passenger had a negative experience during the screening process. The 

team at @AskTSA was able to contact her directly to apologize and assign a civil liberties 

manager to walk through the occurrence and determine if there are policies that need to be 

changed.  

  

“We are showing real empathy and taking action by sharing information with passengers, and 

responding to their needs real-time,” said Plozai. “We can make operational improvements now 

that we know what’s happening with passengers.”  

  

  
   

  


