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May 9, 2016

Re: Unacceptable customer wait times at Passport Office, Tampa Airport Post Office, Florida

Dear Secretary Kerry:

I recently visited the passport acceptance facility located at the Tampa Airport Post
Office and am very concerned about the extremely long wait times for passport processing. It is
not unusual for individuals and families to wait all day at that location for passport processing.
This is extremely disruptive to my neighbors who work and attend school and I respectfully
request that the Department develop a plan of action to decrease wait times and improve
customer service for passport services, especially during the upcoming “passport surge”.

During my time there, I spoke with a number of people who had been waiting for hours.
They had arrived when the office opened early in the morning and were still waiting well into the
afternoon. They said that only one staff person at a time was assisting people (even though 3-4
windows are available to assist customers). Many customers are forced to wait outside in the

elements due to the limited number of seats in the constrained waiting area.

Many individuals advised me that had they had tried to schedule a Saturday appointment,
but such appointments were not available for months. Many had attended various passport fairs
on Saturdays but the events were overwhelmed by the number of people. Many were waiting
with children. It is very difficult and disruptive to take a child out of school and wait all day, just
as it is extraordinarily difficult for most people to take a full day off work.

Unfortunately it appears that staffing, space and customer service are seriously lacking at
the Tampa Airport Post Office location. I understand that you have worked to increase staffing
at passport offices and opened new passport agencies around the country; however more must be
done to help our neighbors.

[ strongly suggest that more passport fairs be provided on the weekends, so that working

people and students can avoid missing work and school.

I also suggest investigating new




locations for a passport office in the Tampa area that does not have the same parking and space
constraints as the post office. One such location could be Hillsborough Community College,
Dale Mabry Campus. This type of location would provide easier access for many of my
neighbors, particularly those that rely on local transit. In addition, I recommend that the Passport
Agency aggressively promote other locations that are available. The Hillsborough County Clerk
of the Circuit Court’s office is particularly efficient, well-run, with adequate space and level of
customer service. It is very troubling that the Tampa Airport Passport office does not compare in
any way.

[ appreciate the efforts your staff has made to proactively engage with our office about
changes to passport services and requirements and how best to share that information with our
constituents. The Miami Passport Agency has been helpful and responsive to our congressional
inquiries, As you know, however, often by the time a family seeks out help from their member
of Congress, they have already experienced many frustrations in the system along the way. I
believe we can do more on the front end to provide quality service to our neighbors.

Thank you for your attention. Please do not hesitate to contact me or my Deputy Chief of
Staff, Lara Hopkins, at (202) 225-3376 with any questions.

Sincerely,

Jitey Gt

Kathy CaStor
U.S. Representative
Florida — District 14

Cc: Michele Thoren Bond, Assistant Secretary, Bureau of Consular Affairs
Ivette Rodriguez, Miami Passport Agency

The Honorable Pat Frank, Hillsborough County Clerk of the Circuit Court
Eric D. Chavez, District Manager of U.S. Postal Services — Suncoast Regional
Mike Menes, Postmaster, Tampa, FL



