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OFFICE OF COMPLIANCE .AND 
CONSUMER ASSISTANCE 

The Office of Compliance and Consumer Assistance 
erforrns duties relative to the oversight of surface trans­
ortation operations and activities, and the handling of 

consumer and shipper complaints and inquiries. Operational 
oversight responsibilities include the review and rronitor­
ing of the surface transportation industry's compliance 
with the revised Interstate Corrmerce Act and Comnission 
regulations related to operations; keeping the Comnission 
advised conceming operations and practices of surface 
transportation industries; development and implementation 
of a nationwide investigatory and prosecutory program for 
all m:::>des of surface transportation subject to the 
Comnission's jurisdiction; providing assistance to the 
general public by receiving and resolving complaints and 
inquiries; the processing and decision as to whether to 
grant, deny, or grant or deny in part, applications for 
temporary authority and errergency temporary authority for 
m:::>tor and rail carriers; coordination of the Corrmission's 
overall m:::,bilization activities, including the National 
Defense Executive Reserve Program; and providing liaison 
with other Federal and state agencies, and the Association 
of American Railroads. 

As one of its primary functions, the Office ad­
ministers rules and regulations involving the car service 
provisions of the Interstate Corrmerce Act, including pro­
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posing and/or issuing regula ions and errergency orders 



) 

regarding the use, control, supply, movement, distribution, 
interchange, and return of rail locomotives, cars, and other 
vehicles used in the transportation of property by rail. 

Additional responsibilities of the Office include, 
but are not limited to, the following: 

(1) Issuing informal interpretations of the Corrnnission's 
certificates, permits, licenses, and regulations affecting 
motor, water, and rail carriers, and freight forwarder and broker 
operations; 

(2) Coordinating the Corrnnission's mobilization activ­
ities and administering the National Defense Executive Reserve 
(NDER) program. Providing liason with other Federal and state 
agencies and performing other responsibilities assigned to the 
Connnission by Executive Orders and/or congressional acts; duties 
relate to security clearance of personnel, national security doc­
ument control activity, and continuity of agency functions, in­
cluding relocation site arrangements and the prepositioning of 
essential records; 

(3) Administering a program to monitor the operations of 
regulated surface transportation and to gather data on impediments 
that periodically occur; keeping the Connnission informed about 
carrier operations and practices; providing protection .to the gen­
eral public and, in particular, consumers in matters such as house­
hold goods moves; and increasing carriers' response to the public's 
need for adequate service; 

(4) Administering a program to provide assistance to con­
sumers, to improve carriers' responses to and resolution of com­
plaints, and to improve the reliability and quality of regulated 
surface transportation; 

(5) Administering a program of granting, denying, or partially 
granting applications of carriers seeking temporary authority or 
emergency temporary authority; 

(6) Administering an enforcement program including the ini­
tiation of administrative, civil and criminal cases; 

(7) Providing policy guidance and technical assistance to 
the regional staff in the direction of the enforcement program. 

Finally, the Office has certain responsibilities delegated 
by the Corrnnission, to employee boards and certain individuals within 
the Office. These include the responsibility to act under the delega­
tion of authority by the Corrnnission, on railroad matters relating to 
the shortage of equipment, congestion of traffic, or other emergencies 
requiring innnediate action. The specific functions of these delegations 
are as follows: 

(a) Consideration of proceedings relating to car service and 
emergency directives, including suspension of any or all rules, regu­
lations, practices, or tariff provisions; 

(b) Promulgation of equitable and reasonable directives, with­
out regard to ownership, to best promote rail carrier service in the 
interest of the public and the connnerce of the people; 



(c) Promulgation of directives for the movement of traffic 
under permits, under provisions of 49 U.S.C. 11123 and 11124, 
with certain exceptions. 

In the perfonnance of the duties outlined previously, this 
office and its predessors have issued a total of 1499 emergency 
and directed service orders (with nearly 300 revisions), 174 Exemp­
tion Orders, 83 Rerouting Orders, and 49 emergency Passenger Train 
Orders. While these orders are in different fonn, they are similar 
in that they give instructions to conunon carriers by rail with respect 
to operations, utilization of equipment, or obviation of certain 
tariff provisions. All official docket files relating to the issuance 
of decisions by the Railroad Service Board and delegated agents of the 
Conunission, are maintained by this office. 

The following schedule describes the specific types of document 
files maintained by this office and asserts that, because these issuances 
are directly related to specific tariff publications, all docket files 
should be maintained a similar period of tllTie to that established by the 
Bureau of Traffic. This will permit coordinated research of pertinent 
matters brought before the Corronission in informal and formal proceedings, 
which involve altered tariff applications authorized by a particular 
order. 

1. OFFICIAL SERVICE ORDER OOCKET FILES -- Official service order files, con­
sisting of an official copy sen1ed by the Corrunission, describing the 
transportation to be performed by the carriers and any applicable rates, 
charges, tariff exceptions, classifications, rules, regulations, service 
requirements of the order, and specific effective periods. These orders 
are issued under authority of 49 u.s.c. 11123, 11125, and Section 122 of 
the Rock 1sland Railroad Transition and Employee Assistance Act(45 U.S.C. 
1017). 1920 - . See NCl-134-76-9, Item 16. 

2. EXfl.1PTION ORDER OFFICIAL OOCKET FILES -- Official exemption order files, 
consisting of an official copy of the order served by the Conunission, de­
scribing the type and nature of the equipment_being exempted from the 
Conunission's rules and regulations; the responsibilities of rail carriers 
utilizing such equipment; any conditions imposed by the equipment owner; 
the tariff authority under which the equipment is described; the service 
to be nade of the order~ and its effective periods. These orders were 
authorized under 49 CFR 1033.19, and Ex Parte No. 241. 1920 - •. 

3. REROUTING TRA.FFIC ORDER OFFICIAL OOCKET FILES -- Official Reroute Order 
files, consisting of an official copy of the order issued by the 
Conunission, describing the nature of the rerouting being authorized; the 
rail carriers permitted to effect rerouting; the tariff conditions imposed 
if the authorized is exercised; the notification requirements to shippers 
whose movements would be affected by the rerouting; the railroads, other 
entities, and Federal Register upon which service must be made, and the 
order's effective periods. The orders are issued under authority of Service 
Order No. 1344 (49 U.S.C. 11123) and 49 U.S.C. 11124. 1920 - . 

(3) 



4. PASSENGER TRA.IN OPER~TIONS ORDER OFFICIAL OOCKET FILES -- Official 
passenger train order files, consisting of an official copy of the 
order issued by the Commission, describing the nature of the oper­
ations being required; the carrier required to perform the operations; 
the line segment to be used; the service requirements of the order, 
and its effective periods. These orders are authorized and required 
by Section 402 (c) of the Rail Passenger Service Act of 1970 (45 U.S.C. 
562 (c)). 1920 - . 

Keep all docket files described in Items 1-4 for five (5) 
years after expiration of the order, then transfer to 
Federal Records Center. Destroy ten (10) years after ex­
piration. 
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