CHAPTER FIVE:
CUSTOMER-RESPONSIVE,
WORLD-CLASS SERVICE
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average, each workday, about 100,000 people visit one of SSA’s 1,300 field

offices, over 240,000 people cull s 80D number, and over 43,000 people visitits
intevect webesite, Daily, the Agency processes an average of 20,000 nitial ¢laims for retirement,
survivors, disabidity, and S8 benefits and annually #t ensures that more than 250 million earnings
items are correctly credited to workers” uccounts. Millions of Americans rely on Social Security.
For many people, the Ageacy and itz employces represent their closest contact with the Federal
government.

‘ ’ irually everyone in the nation has been or will become a customer of SSA. On

Since 1933, $8A has provided reliable and courteous customer service. In fact, in 1999,
public satisfaction was at an all time high with 88 percent of customers rating its service as
excellent, very good or good.' SSA has been recognized as a Government-wide leader in
management, planning, and service 1o the American public. In 1999, in one of the most
comprehensive studies of management performance ever conducied, the Maxwell School of
Crizenship and Public Affairs of Syracuse University ranked SSA at the top of 15 Federal
Government agencios.”

Although the ratings are reflective of SSA long-term commitment to customer-
responsive world-class service, this suecess did not come without challenges. In an era of rapid
technological advancements and constrained resources, SSA faced many hurdles in meeting
customer demands and expectations, Early on, the Agency recognized the challenges facing its
ability to deliver timely_ high-quality service to the American public. SSA revised service
practices and strategies, avtomated processes, and made technology enhancements to meet more
demanding cosiomer needs, and move SSA into the 21 century,

 Commissioncr Apfel’s Testimony before House Commiittee on Ways and Menns, Subcommittes on Sogiat
Secourity, Murch 16, 206X, page 1.

> Afan K. Campbeil Public Affairs Instilute, Maxwell School of Citizenship and Pubbic Alfairs, Syrucuse University,
Fodernd Repart 1999, See also Government Bxeewtive Magazine, February 1999,
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NATIONAL PARTNERSHIP FOR REINVENTING GOVERNMENT

our Government a Government for our tomosrows, nol our yesterdays.” On

Septcmber 7, 1993, Vice President Gore issucd his report of the National
Performance Review {NPR}. Creating a Government That Works Better and Costs Less. This
report outlined important principles and mandated specific initiatives to guide Federal agencies in
making service improverents that the American public would notice, and made 384 Government-
wide and agency-specific recomumendations on how operations could be improved, The NPR
fater becarne the National Partnership for Reinventing Government. The Government-wide effont
to impiement and track the hundreds of recommendations made by NPR became known os
“REGO L™

Ozz January 21, 1993 s hig inaugural address, President Clinton pledged to “make

At the same time, with Exccutive Order (E.O.)
12862, "Sctting Customer Service Slandards,"?’ President
Clinton cailed for a revolation in customer service,
mandating that federal agencies deliver services equul to
the best in business. The E.O, established the principle
that govermnent must be customer-driven, and outlised
specific actions that exch agency should take. One month
after the release of the NPR report, Shirley Chater was
narmed Commissioner of Social Security. Under her
leadership, the Agency embarked on a course to achieve
significant and noticeablc improvements in service
delivery und to raise the bar on customer service. In
recagnition of SSA™s efforts, on June 6, 1994, Vice
President Gore visited SSA 1o personally present the
Ageney's first Hammer Award. Since then, the Ageey
has been honored with 81 Hammer Awards,

. ] . Commiagionar Shirley Chater with Vice
in December 1994, President Clinton asked Vice Pragident Gore at Hammer Awards

President Gore 1o conduct a second review of agencies to Caremony

wlentify opportunities to tmprove Government programs. On March 23, 1995, President Chinton
issucd a memorandum 1o all agencies kicking off “Phase 11" of the Administration’s reinventing
goverpment mitiative. In this seeond phase, or REGO I, the effons emanating from E.Q. 12862
and the NPR initiatives in 1993 were to be continued and integrated with other restrocturing
activities. On September 7, 1995, Vice President Gore released the publication, Common Sense
Gaovernment: Works Better & Costs Less. This publication duscribed the frapact of reinvention
on the American people and their Government and presented new recommendations for
Governmeni agencies.

Y Bxeewtive Order 12862, “Sctting Cusioiner Service Standards,” Sepiomher 11, 1993,
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In 1997, the Administration wanted to define what it expected to accomplish during the
four years of the second terin. I pddition to the intiatives outlined as part of REGO T and
REGO 11, Vige President Gore asked 32 federal agencies (including SSA) with a high degrec of
interaction with the American public 1o undertake an assessment of Agency goals und
commitments. These 32 agencies, called high impact agencies (HIA), employ 1.4 million of the
1.8 million Federal employees and directly affect 90 percent of Americans. HIA leaders were
asked to make commitments (o the American public 1o achieve some specific, highly visible
customer service improvements by September 2000, The service commitments were to be
significant, concrete, measurable, and meaningful. A team of Ageney executives collaborated
over the course of a couple months and developed a package of service commitments o the
public that was delivered o the NPR in August 1997, Kenneth Apfel was confirmed as
Commissioner the following month and led the Agency i realizing these service improvements.

While customer service has always been a top priority for S8A| the impact of the NPR
recommendations and the HIA initiatives was the comerstone of numerous customer service
improvements that SSA made during the Clinton Administration. 88A s efforts (o improve
customer service, however, begun even prior to the NPR.

When the NPR was formed in March 1993, 55A was already actively involved in several
customer service initatives. Foremost among these were the development of o Service Delivery
Plan und the solicitation of customer input 1o validate the service ohiectives in 8SA s 1991
Ageoncy Stratogic Plan {(ASP). When the ASP was released in September 1991, 8SA received
two major criticisms from the General Accounting Office {GAQO) and others. The first way
failing to define the process and organizational changes needed 1o achieve the service delivery
vision described tn the ASP. The second criticism was failing 10 solicit direct customer input on
the service objectives in the ASP. The report maintained that these objectives were not based on
what custemers expected, but on what SSA hoped could be achieved,

When the NPR report and E.O. 12802 were issued, the Agency kKnew there was room for
improvement. To comply with NPR's directive and address GAQ's ¢riticism of the ASP, in
November 1993, SSA conducted a series of focus group discussions with beneficiaries and the
general public to get direct feedback. SSA conducted 12 focus groups in six cities to help
identify the broad choices and level of services that customers expect. Twa of these groups
consisted entirely of non-English speaking participants.

in December 1993, SSA executives dropped proposcd organizational changes from the
Service Delivery Plan, deciding that process change should precede organizational change.
Using feedback from the customer service focus groups, the plan evolved into a discussion
paper, “Defining World-Class Service at SSAL” SS8A used this paper 1o initiate a dislogue with
stukeholders and cmployee groups about the definition of world-cluss service, the barriers that
existed to providing such service and recommendations for overcoming the barriers. SSA began
by surveving intersal and external customers, posting servico standards, estublishing a forum for
custotner compiaints and benchmarking standards against the best in business,
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SURVEY FRONT-LINE EMPLOYEES ON BARRIERS

hortly after the release of N?R‘x report. SSA 1y extromely proud of our

planned a straiegy for gathering employee employees. SSA has always

opinions aboul the barriers that exist (o had world-class people and,
achieving world-class service and ideas on how (o remove | with their help, we are now in
such harrices. in the spring of 1994, a questionnaire was the process of ensuring world-
given io all employees asking them to rate each of 35 class service for the people of

specific characteristics of world-class service identified by | this country.”™
beneficiaries and the general public in focus groups, The
more than 17,500 questionnaires that employces answered
and returned represenied a 27 percent response rate.
About 2,500 employees all over the country also
participated in cross-component group discussion sessions condueted in collaboration with
SSA’s unions. The purpose of these sessions was to obtain more detailed feedback than was
possible through the questionnaires. By providing employees a forum 1o think in non-traditional
ways with individuals from varied parts of the organization, ideas were generated that may not
hive been identified individualby,

Commissioner Shirley Chater,
/2184 DASIS

This effort was important for several reasons, First, it sturfed the Agency thinking about
what world-class service meant and how to get there, It provided valuuble insight abouwt barriers
to world-class service that helped shape subsequent planaing efforts. And fnally, it set 1he stage
{or future intistives that, over time, helped the S5A organization evolve into a culture that
emphasized world-class service and worked 1o make changes that helped eliminate barricrs 10
such service,

SURVEY CUSTOMERS

ince 1984, SSA had boen using focts groups and surveys (o “lisien” to customers

about service issues. But in working to achieve the goal of providing customer

responsive world-class service 10 the American public, SSA realized it could, and
in fact necded to, improve its listening capacity. In 1996, the Agency decided that expanding the
feedback it collected and enhancing the way it was collected wauld provide fraportant
information—information to better determine how well customers were being served and cnsure
that the Agency was making informed decisions regarding service to the public,

Also in 1996, the Office of the Inspector General began a study (o catalogue SSA'Y
efforts 10 monitor its service o the public and to identify monttoring gaps. In a cusiomer
satisfaction report, released in October 1996,% OIG found that there was no formal process for
coordinating surveys, focus groups, and other customer feedback mechanisms withia 38A. OIG

* Office of thy baspeeior General Evaluation Report — Test of Satisfaction Seales, A-U2-96-02204, Gutoher 23, 1996,
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recommended that §8A 1ake action 1o better coordinate its data activities and to make sure each
activity had a specific purpose that integrated info a larger scheme,

So in late 1996, SSA hired 2 consultant with expertise in market rescarch and analysis to
advise the Agency about highly efficient and effective data collection techniques, The objective
was to develop a better-coordinated and more comprehensive program based on “state-of-the-
art” thinking abouwt the collection of information.

The consuliant told SSA that it was not collecting information from gli major customer
groups. The consultant identified 10 major customer geoups on which S§A should gather
information. The consultant also said that there were two ather segmeats that had a eritical
impact on the Agency’s service delivery, and that information was also necded from thent—
major stakeholders (such as business partners, the Congress, and advocacy groups) and SSA’'s
workforce,

An inter-component team of senior staff, SSA K unions, and raanagement associations
considered the consultant™s recommendations and used them o dovelop a new data coliection
program for the Agency. In February 1998, Commissioner Aplel approved this new program,
called the Market Measurement Program {MMP},

The MMP includes a variety of data collection activities that, taken together, give 88A
the information it nceds 1o fully understand its market. SSA’S murke? 18 #s Customers,
employees, and stakeholders. The MMP consists of data collection activities tailored to cach of
these segments. The information that is gathered from afl the various data collection uctivities is
then mude available to all employees. SSA has in place an electronie, central repository of all
data collection final reporis, called the Market Measurement Program Clearinghouse, located on
its Intranct, Employecs can instantly sccess the information using an index or key word search.
Easy sccessibility to data helps ensure the Agency considers customer information during
Agency planning and decision-making.

fn March 2000, Commissioner Aplel released the report, Gathering and Using Cuslomer
Information to Improve Service to the Public. The Agency beligves the MMP is a step in the
right direction and provides a solid foundation for keeping up-to-date about service needs,
expectations, and satisfaction. SSA is using the data it colleets to help determine the service
enhancements needed to improve customer satisfaction. fmprovement initiatives and new
service strategics are discussed and approved as part of the strategic planoing process.

POST SERVICE STANDARDS

0. 12862 dirccted all Federal agencies to "survey customers 1o determine the kind
and quality of services they want” and (o “post service standards.” However, prior
10 the release of the E.O., SSA had already reached agreement with NPR to post an



interim set of costomer service standards that were published in the September 1993 report.”
SS5A agreed 10 post the standards while it continued (o work on a more comprehensive set of
customer driven service stundards.

SSA and OIG had undertaken a series of customer satisfaction surveys and special
studies prior to 1993, The Inspecior General's repon showed that customer satisfaction had
{allen four years i a row due 10 langer wailing times in offices and increased problems in
reaching someone on the phone.® However, these surveys did not specifically ask customers
about “the kind and quality” of services they wanted, For example, SSA had no data about how
long customers were willing to wail to be seen by a representative io one of the field offices or
how Jong they were willing to wail to get through to the 800 number if their first attempt resulted
in a busy signal, Therefore, SSA needed a survey w glean more specific information about
customer expectations.

In March 1994, S5A mailed comment cards (o 22,000 customers and completed 4,000
additional cards by telephone interviews. The survey information was gathered to help validate
the customer service objectives in the ASP and to respond to E.Q. 12862, This was SSA's first
survey that asked customers directly about the levels of service they expected. SSA asked
customers to define what good service meant (o them for timeliness issues, such as waiting in
field offices, claims processing, carnings postings and corrections, SSN applications, and 800
number calls, The results were used W help define specific numeric standards such as how soon
after applying could a customer expect to regeive a now or replacement Social Security card.

After feedback from the Executive Sialf and discussions with NPR, Commissioner
Chater made final decsions and the customey service standards were published in September
1994, The standards were also widely circulated in a brochure, Pulting Customen First. Known
as “Social Security’s Cusionier Service Pledge,” these standards are still in use today and posted
in all offices,

The customer service standards published in 1994 were not intended to represent all that
SSA was doing, or needed to do, 10 provide world-class service, Rather, they were limiied to a
number of specific commitments the Agency was muking (o address some of the importut
aspects of service that had been identified in customer, stakcholder and emplovee surveys.

PROVIDE A MEANS TO ADDRESS CUSTOMER COMPLAINTS

n March 1996, the Nationy Performance Review released s Federal Benchmarking

Consortium Study Report on Best Practices i Resolving Customer Complaints, That

study exsmined the complaint systems of eleven private and public organizations and
found that the systems shared several common characteristics, Among other things, these

s55; page £1.
cotesr Oienerad on the fiemai ‘kwm Adminisration’s Services, 1943,
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organizations made it casy for their customers to complain, responded to complaints quickly and
courteously, resolved complaints on the first contact whenever possible, and automated their
systems to provide uniformity and a rich source of useful information.

In 1996, SSA began developing a proposal for an Agency-wide customer complaint
system. The initial research effort concluded that a best-in-business system would meet the
following four goals:

o Make it easy for customers to complain and for SSA to document complaints;

¢ Collect data in a single, Agency-wide automated system;

¢ Support resolution of individual customer concerns; and,

¢ Enable the Agency to analyze and use data to make systemic changes/improvements.

In November 1997, both Commiissioner Apfel and the union agreed that SSA’s system
should capture compliments and suggestions, in addition to complaints, and it should document
[eedback not only on scrvice issucs but also on topics ranging from policy to programs and laws.

To further define and emulate a best-in-business system, SSA visited the headquarters of
a financial services company, USAA, in San Antonio, Texas, for a closer look at that firm’s
“ECHO” (lor Every Contact Has Opportunity) system. Based on findings from that visit and
other research, the Agency developed a system known as “Talking and Listening to Customers”
or “TLC.”

The TLC pilot began on September 18, 2000, in 75 Social Sccurity offices, in
Headquarters and throughout the field. During the pilot, SSA planned to conduct a continuous
cvaluation 1o determine whether and how TLC meets the goals that were set. Using surveys,
focus groups and measures built into the system itself, the Agency would evaluate the TLC pilot
for, among other things, cost effectivencss and employec and customer reaction.

BENCHMARK CUSTOMER SERVICE STANDARDS AGAINST
THE BEST IN BUSINESS

be: customer scervice equal to the best in business.” At SSA, the term “world-

class” service was coined to define service equal or superior to that provided
anywhere in the comparable public or private sector. Because the Agency had no process in
place to identify and benchmark the best in business, in February 1994, SSA began developing
and implementing a benchmarking process that could be used by all components.

E.O. 12862 states, “The standard of quality for services provided to the public shall
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Alsa in 1994, representatives of nearly two dozen Federal agencies mict to initiatc o
cooperative effort 1o benchmark customer calling Government-wide. NPR spearheaded the
consortivm, the first of many henchmarking consertia studies that NPR would lead. 88A, the
Burcau of Census, and the IRS were asked to lead the study. The beachmarking teams visited a
number of “'best in business™ private companies, including American Express, AT&T, GE, the
Saturn Corporation, and USAA to lears how they managed und operated their 800 number call
centers. They spoke with company executives, received advice und demonstrations of «elephone
and computer systems hardware and in-house software, reviewed copies of performance reports,
and saw first hand how the best calf centers operate.

In February 1998, the consortium issued its final report, Serving the American Public:
Best Practices in Telephone Service. The information and resulis from this study were used (o
secure Agoncy-level commitments 1o improve serviee and simplify procedures. SSA pariayed
the wlephone benchmarking elfont and subsequent sorvice improvements into a real success
story.

PROCESS CHANGE AND TECHNOLOGICAL ENHANCEMENTS

SA s faced with a rapid pace in technological change that will have a profound

impact on both s customers” expectations amd its ability 1o meet those

expectations. The technological infrastructure will continue to evolve at a brisk
pace; it will become Tasier, better, and cheaper, While advancing technology offers SSA a
tremendous opportunity to increase access 1 and improve the accuracy, timeliness and
convesience of its service to the public, it also presents chaflenges. SSA began to restructure
business processes {o make effective use of new technalogies in order to meet future needs of
customers.

Technology will not replace employees or the in-person service for those customers who
require or prefer more personalized service. Technology is the 100l that allows the Agency to
provide the same high level of service to all customers no matter whether they choose 1o conduct
business with 85A in person, over the telephone, or through other electronic means.

NATIONAL 800 NUMBER NETWORK

October 1988, public service in the Social Security Administration was

raditionally delivered in person, face-to-face in its network of ficld offices.
Increasingly, as the public began o use the telephone o conduct day-to-day business with
private organizations and Government agencies, SSA began 10 develop methods to improve the
service {0 bath those who chose to visit an office and those who chose 10 ase the iclephone,

B glore the National 800 Number Network (800 number”) was implemented in
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To improve scrvices to both groups, the Agency established 34 local answering sites in
large metropolitan areas to handle general inquiry telephone calls. This action served as an
efficicnt method of providing improved overall tclephone service for field offices on non-
complex issucs. Over time, the name for SSA’s answering sites changed to teleservice centers
{TSC). The initial answering sites provided local service to approximately 50 percent of the
national population and scrved as the infrastructure for the national 800 number implementation.

Teleservice became a major vehicle for delivering service to the public with the
introduction of SSA’s national 800 number. This toll-free system allows one of the nearly 3,900
teleservice representatives in 36 teleservice centers to answer calls from anywhere in the country.
This was a major undertaking because each representative in every site needed to have a
telephone and computer workstation that could interface with SSA’s system databases. In
addition, software was developed so that a representative in any part of the nation could schedule
an appointment for a claims interview for a caller at any ficld office. Since SSA began the 800
number, the public has shown an increasing desire to use the telephone to conduct business with
SSA. As aresult, the 800 number became the first line of contact for a large percentage of
SSA’S customers.

Caller reaction to SSA’s 800 number was overwhelmingly positive and from the start,
SSA received high marks for the quality of its 800 number service and courtesy of its
representatives. However, SSA found it difficult to maintain sufficient answering resources to
mecel the call demand. Access to the service was not up to public expectations. Customers
experienced busy signals and long waits on hold; however, when they did get through (o a
representative, they were pleased with the courtesy and knowledge of the 800 number service
representatives. As a result of the NPR and the benchmarking consortium, agencics were
directed to provide customer service as good as that provided by the private sector. In addition,
SSA conducted satisfaction surveys with both the public and its frontline employces.

The results of both the benchmarking study and the customer surveys provided the
impetus for implementing major change in SSA’s public service. SSA learned that the public
wants better access to the 800 number and wants to have their business completed at the time of
their call. Frontline employees want the authority to handle more calls to completion. The
Agency committed to improve customer telephone service by January 1996 through increased
staffing, simplified policics and procedures and cnhanced technology. An aggressive plan was
put into place to implement the short and long-term customer service improvements identified
through the benchmarking effort, In addition, an Agency communications plan was put into
effect to inform external and internal customers of its mission and performance goals.

Public demand for telephone service steadily increased since 800 number
implementation. TSC staffl alone was not able to handle the increasing call volumes, and as a
result, additional resources from other Agency components were needed to assist with answering
800 number calls on busy days. SSA also extended the hours of operation so that the public
could reach a live telephone service representative from 7 a.m. through 7 p.m. on normal work
days and provided automated telephone services to allow the public to conduct some transactions
with SSA at anytime of the day or night.
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In September 1994, SSA announced its new customer service standards based on input
from the public. Included in these standards was a pledge that calls 1o the 8O0 number network
would be answered within {ive minutes of the first try. In 1995, however, more than 48 percent
of the people who called the 800 number got a busy signal, and only 72 percent of the callers
were able 16 reach an operator within five minutes of their first iry.

Clearly, SSA was a vichim of its own success. The public liked the 800 Number and used
it 1o conduct more of their business with SSA. Fram 1992 1o 1995, the volume of calls inceeased
from 36 million 10 53 mitlion, During this same period, the number of representatives assigned
to the 800 number network declined by about 400 because of reduced staffing allocations and
nundated ceilings which drastically limited the amount of hiring that could be done. Clearly, an
innovative plan that went bevond merely hiring more TSRs was needed 10 improve telephone
access. The public demand for expansion and improvement in 8SA’s 800 number compelled the
Agency (0 exanine 1§ organizational structure,

REMISSIONING

Albuguergue, New Mexico and Salinas, Culifornia. Thase centers performed

primarily dats entry work using optical characier recognition scanners and manual
keystroke data entry terminals 1o process anmuil wage reports. In May 1993, S5A replaced the
22-year old data ¢ntry equipment used n the operation ceniers, which allowed it to consolidate
all DOC workloads into the Wilkes-Barre site by the end of 1993, This meant that a staff of
more than 600 people would be keft without a mission beyond 1993, SSA nceded to deal with
the changes created by automating the annual wage reporting process.

S SA operated three data operations conters {D0C) in Wilkes-Barre, Pennsylvania,

SSA initinted a dinlogue to deternune the fute of the Albuguergue aoad Salinay DOCs tha
involved examining their mission, assessing the staffing and other resousrce regquireruents that
would be availahle to support that mission, and determining the performance requirements that
must be met in the future, Input from all sources, including ersployees, the union, local
communities and management and planning staff at SSA was considered,

It was apparent that the greatest Agency need was for more capucity to answer telephone
calls to SSA's 800 number, For several years, SSA had successfully used some 1,600 program
service center employees as part-time 800 number representatives to provide service during peak
calling hours. However, these employees were highly trained in the technical aspects of SSA
programs. It was not clear whether the program service centor experience could be replicated in
the DOCs, as the data operations center staff had no programmatic background and had been
recruited for data entry jobs. After considering the alternatives and weighing the cosis, in
February 1994, Commissioner Chater announced the decision (0 “reniission™ the Althuguerque
and Salinas DOCs to become teleservice centers by January 1996.
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The decision to restructure rather than downsize did not just save jobs for the DOC
employees, it provided a unique opportunity for SSA, its employces and the union to work
together to develop a more competitive work force. Employees at the DOCs had an opportunity
for more interesting, satisfying jobs. And the communities of Albuquerque and Salinas would
bencfit by the retention of two facilities they had long supported.

The missions, structures and base grade levels of the DOCs and teleservice centers were
vastly diffcrent. The major difference being that the TSC was a public contact organization,
while the DOC was a paper-processing organization whose staff had no direct public contact
experience. When the decision to remission the DOCs to TSCs was made in February 1994,
SSA had a relatively short 22 months in which to work out all of the details for implementing the
decision.

There were very few positions in the DOC that could be transferred to the TSC. Those
that were immediately transferable were primarily positions dealing with administrative
processes or facilitics management. Even these positions had to have some orientation to the
new organizational structurc and training on some ncw duties. The vast majority of cmployecs,
however, would be moving to very different jobs that would require extensive training and
dealing with the public. There was a great deal of anxiety and concern among data center
employees. They were apprchensive aboul whether they had the ability to even do the
teleservice representative job, and effectively deal with the public.

Management mct formally with the staff 1o
outlinc remissioning plans, provide status on progress,
and train employees on the steps they had to take to
move into the new organization., Management also met
informally with the union, small groups of employees,
and with individuals to address more specific needs and concerns. Commissioner Chater also
visited the site to speak directly 1o DOC employces. While these communications were
originally intended to benefit the employees, management soon learned that these intcractions
often provided valuable information and ideas that they could use to ease the Iransition.

“Qur work careers will change
for the rest of our lives.”

DOC Emplovee

Management entered into formal negotiations with AFGE in January 1995. The
implementation efforts continued during the negotiation process since arcas of disagreement did
not directly affect the site preparation, training and work assignment activities needed 10 move
the remissioning effort forward. All issues were resolved and a settlement was reached allowing
SSA te move forward in completing its implementation plans. The first calls of the Salinas TSC
came through on May !5, 1995.

The DOC remissioning cffort went smoothly because of the excellent cooperation and
coordination within SSA and between management and the unions. This proved (o be an
excellent management decision and greatly improved and increased the service that the Agency
was able to provide to customers who preferred to conduct their business by phone. In addition
to increasing the network’s call answering capacity, the remissioning of thesc sites provided
promotional opportunities for several hundred employees. Because of the remissioning effort,
SSA operated five teleservice center mega-sites that employ 200-600 representatives each,
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As a direct result of this effort, 800 number

z;z:cess%i’zil%y 5Egn’if'iczmiiy irﬁpmvc\é* ﬁﬁﬁg’ i‘iﬁi‘js went forms and the situations, but

rom -’Z»Sgercenz in 1995167 pereent by 1997, after new they didn’t tell me it would be
process improvements were put into place, In 1997, as so satisfying to help people.”
part of the HIA initiatives, 88A established an access
rate goal that 95 percent of callers would get through to New TSC Representative
the 800 number within five minutes of their first atternpt
and that 90 percent of callers would get through on their first attempt. In FY 1999, the Agency
served 95.8 of callers within five minutes. Callers reached SSA on therr first atiempt 92.9
percent of the time. That year, 90 percent of callers rated the courtesy of the Agency's
teleservice representatives as good, very good, or excellent. But hecause of increasing
workloads and constrained resources, the Agency made a decision tn early FY 2000 to reduce the
five-minute access target, as reflected in the Agency's FY 2000 Performance Plan, from 95 t0 92
percent and the first attempt rate from 90 percent to 86 percent.

“They taught me about the

Since the 800 number was implemented, SSA has made many changes and eohancements
to improve the level of service provided through it. One of the many challenges the Agency
{aces is that the ratc ot which calls come into the National 800 Number Network vurics by day,
week and month. The busiest day i Monday or the day following a holiday, with the number of
calls decreasing throughout the week, The fivst week of the month, the week checks arc issued
to most bepeficiaries, is the busiest, with the number of calls decreasing weekly throughout the
momh, While call volunes are heavy thraughout the yvear, the network was generally busier the
first three months of the calendar year. The public continued to foltow this calling patteen,
despite attempls to cncourage them to ¢all at other times, In an effort to reduce heavy call
vohumes at the beginning of the month, in May 1997, S5A implemented payment cycling of
monthly benefits,

PAYMENT CYCLING

fow days of each month. Monthly benefits were paid 1o all OASDI heneficiaries

on the third day of each momh, and to all 881 recipionts on the first day of each
month. While these specific payment days were never required by the Social Security Act,
which commits the time for making bencefit payments to the discretion of the Commissioner of
Social Security, it was SSA's longstanding adminisirative practice to make payments on these
days.

Hisim‘iw%}y, recipients of QASDI benefiis and SSI payments were paid in the first

SSA’s practice of paving 45 million beneficiaries within the first three days of cach
month resulled in a large surge in the Agency’s work during the first week of each month, This
surge included a large number of visitors te ficld offices and callx to the 880 pumber to report
non-receipt of a check, question the amount paid, or ask about other payment-related issucs.
Approximately 9 percent of all calls during check week concerned payment delivery, compared
to 3 percent during the rost of the month, SSA was concerned that, in the next 25 vears, with the
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prospect of about 75 million beneficiaries all recciving their payments on single days, there
would be 4 serious deterioration in the Agency’s level of service w0 the public.

The release of all OASDI and 581 payments on single days also had an adverse effect on
certain sectors of the economy. Based on meetings held with representatives of the banking and
business community, the Department of the Treasury, the Federal Reserve Board, asd the 1.8,
Paostal Service, it was clear that the large, once-a-manth OASDI and SS1 payment files were
creating many problems. These agencies had to bear the expense of providing sufficient
resources and processing capucity to deal with SSA payments, as they flowed through the
national payment system ut the beginning of cach month. This level of resources and processing
capacity was not needed throughout the remaiader of the month,

Equally significant was the growing operaiional risk that was associated with SSA's
payment pattern. Representatives from several large financial institutions indicated that when
the Social Security direct deposit paymeat file became available for processing from the Federal
Reserve Board, they stopped all other husiness and devoted their entire operation (o ensuring the
file was processed quickly and sccurstely. Because of the inordinately large number of
payments involved, these institutions had (o ensure that nothing would go wrong as the file
passed through the national payment system and was deposited into individual customer
accoumts, Any event that adversely affected the operational capacity of Treasury, the Federad
Reserve Board, or a large financial institution in the one to four-day window prior to the third of
the month ¢ould result in the delay or non-reccipt of literaliy millions of Social Security benefit
payments, In turn, this potentially created a hardship for SSA beneficiaries.

Prior (o implementing payment cycling, SSA conducted ten focus group meetings at five
focations around the couniry to solicit comments aed obtain reaction from the public w0 cyeling
paymoents throughout the month. The Agency also conducted a series of separate meetings with
stakeholders, including representatives from the business community, financial community, other
Government agencies, and advocacy groups. The overwhelming consensus of opinion from the
public and among all stakeholders who participated was that $SSA should implement some form
of payment cycling.

In order ta improve service 10 the public, both now and in the future, SSA spread the
pavient of OASDI benefits throughout the month, rather than continuing (o make ali benefis
payients on single days at the beginning of the month. | esiablished several additional payment
days (1.c., second, third and fourth Wednesdays) for each month, The payment day, or cycle, on
which a bencficiary 1s paid genorally will not be changed, so that if you are paid on the second
payment day in one month, you will be paid on the second payment day in each succeeding
month as well. This approach, 8SA termed “cycling of puyments,” levels the workload peaks
associated with $SA's past practice of paying all benefits on the same day. This schedule
alleviated to the maximum extent possible the Monday workload peak experienced by SSA’S
800 number and ficld offices when the payment day falls on Friduy, Saturday, Sunday or
Monday, which oecurs more than balf of the time. Leveling the Social Sccurity payment fHes
through cycling helps prevent eperational risk and resuliing hardship,



SSA implemented payment eycling prospectively only for new OASDI beneficiaries
whose claims were filed on or after May 1, 1997, Payments to current beneficiarics were not
cycled, as they were already in the established pattern of receiving their benelits on the third of
the month. As of August 2000, there were approximately two million payments being made on
each of the three Wednesdays and the number of payments on cuch Wednesdiy was growing at
the rate of approximately 600,000 payments annually. By 2010, SSA’s Office of the Actuary
projects there will be 11 million payments being made on each of the Wednesday payment days
{at that timie there will still be 20 million being paid on the third of the month). By 2020, when
much of the baby boom generation hay retired, the number of beneficiaries being paid at the
beginning of the month and on cach of the three Wednesday payment days will be approximately
equal.

The benefits to society of implementing payment cycling are potentially significant.
Cycling will benefit members of the public in that they will have befier access to SSA services,
including shorter waiting times in field offices and when calling the 800 number, as $847s
workloads increase in the future. Cyeling will benelit the business and banking communities in
that they will be better able o utilize their resources throughowt the month, processing Social
Security payments on a weekly basis, Cycling will also reduce the risk involved in processing
large once-a-month files,

If SSA continued 1o pay all beneficiarics on single days once a month, 118 service 1o the
public could have deterioraied. The adverse impact that the once-a-month payments had on the
business and {inancial commuuities would have continued, as would the growing operational risk
that goes along with processing oll benefit payments at one time. However, since calls and visits
associated with receipt of the monthly benefit pavment were distributed throughout the month,
ruther than concentrated in u few days, there were shorter waiting times for SSA customers.

Shorter waiting times and completing business transactions al the initial point of contact
were two areas where customers indicated that SS5A could improve its service, Payment ¢ycling
greatly reduced the wailing times 1o customers calling the 800 number at the beginning of the
month. An immediate claims taking process allowed SSA customer to complete transactions at
the initial point of contact.

IMMEDIATE CLAIM TAKING (ICT) UNITS

service option that enabled customers whao ¢all the 800 number

to file o claim for retiroment or survivors benefits at the time of
their call, without having to schedule an appointment or visit their local
field offices. SSA had always offered inwnedinte clayms taking service for
customers who visit or call g fisld office, when the offices have the
capucity 1o provide immediate service. With ICT, customers who prefer to
do business with 8SA through i1s national 800 number were given the

Irz November 1998, 85A began to pilot an “immediate claims”
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same tevel of access 10 1ts services. The ICT option closed an existing service gap and increased
customer chowce.

The original scope of the JCT initiative was as follows: To establish a process so that by
Septermber 2000, SSA would be able to take claims for retircment or surviver benefits
immediately over the phone, provided the caller had the information nceded and elecied that
option. This definition underscored the fact that ICT i3 a service option that customers can
voluntarily elect or decling, The [ICT option was not intended to eliminate alternative methods of
filing an RST elaim, but o supplement them.

The ICT intiative supported SSA”s goal of delivering customer-responsive, world-class
service. It also supporicd the Agency Strategic Plan and Government Performance and Results
Act performance objectives. As outlined in the ASP, SSA determined the general preferences of
customers through extensive customer survey activities. Two major themes that emerged
through this process were: {1) customer satisfaction is higher when customers arg able 1o reach
SSA by tclc?honfz on their first try, and (2) customers want their business to be completed in one
call or vixit,

The project abjective was to make the ICT service available to all §8A Castomens by
September 2000, SSA decided to meet this commitment through an incrementad approach in
order to gauge public demand for the service and to determine the resource implications. The
incremental approach included pilols designed to gather data for use in determining the public
dernand, best process, and technology required o meet the praject objective,

The overwhelming success of the ICT pilot supporied SSA's decision to extend the
service to all its customers by the end of September 2000, During the pilot, 87.3 percent of the
custonters who had an opporianity o file an immediate claim elected to do so. After extensive
labor/management negeniations, a Memorandum of Understanding was signed in April 2000 that
opened 1he way for national rotlout of the ICT service.

The ICT service increased customer choice and supported SSA's goal of completing
transactions al the first point of contact. After piloting [CT successtully in selected locations,
SSA implemented a phased expansion of the pew process. On September 25, 2000, the Agency
completed the final phase of the expansion and began offering the ICT service nutionwide.

o addﬁ?on to the ICT units, the £1 Seguro Social tiene servicio telefonico
aulcm:_uc_{l SErvices plaifﬁf*nz bas‘aiso bgc?; gratis para proveerie a usted con una
expanded and Improved, impacting positively | panera fécl y conveniente de tramitar su
on custonter access and satisfuction because asunto de Sequro Social,
it reduces the number of calls that have o be
handled by un agent and increases the number of calls that can be handied 1o completion. Over
the vears, 88A has continuously updated and added more services through Hs avtomated
platform. The use of avtomation allows S8A 0 provide customer service 24 hours a day, seven
days a week. In 1997, 88A added autoniated services in highly populated Spanish-speaking

? Kceping the Promise, Agency Strategic Plan, 1997-2002, page 7.
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communities. Callers from these parts of the country can conduct business in Spanish via
automation.

S8A also capitalized on technological advancements (o improve service to 800 number
customers. In 1999, SSA implemented “next available agent™ call routing software, which
allows for more cfficient routing of calls and use of staff resources. Prior to the implementation
of this software, if no agents were available, the caller received a busy signal. Now, instead of
receiving a busy signal, callers are routed to the next available agent anywhere in the country. In
addition to the new software, SSA also implemented a Customer Help and Information Program.
This initiative helped the Agency achicve its payment and service accuracy goals as described in
the Agency Strategic Plan. Experience has demonstrated that using the computer bascd help
screens increases agent efficiency as well as response accuracy.

SSA s committed to being a customer-responsive agency. It continuously strives to find
ways to improve service to customers through enhanced technology and automated processes.
SSA is committed to meeting customer needs and serving its customers both in the United States
and abroad.

TOTALIZATION AGREEMENTS

L SR W B =

SA maintains international Social Security agreements with scveral foreign

countries. These agreements, often called “totalization agreements,”™ have two

main purposes. First, they eliminate dual Social Security taxation, the situation that
occurs when a worker from one country works in another country and must pay Social Security
taxes to both countries on the same carnings. Dual Social Security tax liability 1s a widespread
problem for U.S. multinational compantcs and their cmployecs because the U.S. Social Security
program gencrally covers expatriate workers. This extraterritorial U.S. coverage frequently
results in dual tax liability for the employer and worker since most countries imposc Social
Sccurity contributions on anyone working in their country. The same situation exists for workers
from other countrics who are working in the United States for their foreign employers. Under
these agreements, responsibility for Social Security coverage and taxes is assigned to one
country or the other depending on the employment circumstances. The aim of the agreements is
lo matintain the coverage of as many workers as possible under the system of the country where
they are likely to have the greater attachment, both while working and after retirement,

The second main purpose of the agreements is to help people who have worked in both
the United States and one of the agreement countries, but who have not worked long enough in
one country or the other to qualify for Social Security benefits. Workers who have divided their
careers between the United States and a foreign country sometimes fail to qualify for retirement,
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survivors or disability benefits from one or both countries, because they didn’t work fong enough
or recently enough to nieet minimum eligibiiity requirements. Under an agreement, credis in
both couriries can be counied to nret those minimun requirements. The United States pays
about 312 million in monthly benefits 1o about 80,000 individuals who would not have qualified
without the agreements. §8A’s ugroement partaers were paying similar amounts to individuals
who would not have otherwise gualified,

Prior to 1993, SSA had totalization agreements with 14 countries (Austria, Belgium,
Canada, Finland, France, Gormany, ltaly, The Netherlands, Norway, Portagal, Spain, Swedcen,
Switzerland and the United Kingdom). o 1993, two new U8, Social Sccumy agrecments
entered inio force: the U.S.~Ireland agreement on September 1 und the US . ~Luxembourg
agreement on November 1

President Clinton trunsmitted the U.S.~Greece S{)ciai Security agreement to Congress on
January 26, 1994, The agreement was signed on June 22, 1993, by the Deputy Chief of Mission
of the U.S. Embassy in Athens, James Williams, and the Greek Minister of Health, Wellare, and
Social Security, Dinntrios Sioufas. Al ULS. Social Security agreements must be sent to
Congress for a review period of 80 session days before they can become effective. The US .~
Greeee agreement, which entered into foree on September 1, 1994, was the 17" totalization
agreement for the United Siates,

Although the ast new agreement was
implemented in 1994, S8A continued to be active in the
international agreement arena, From 1993 through 2000,
SSA hosted or atiended 10 post-implementation meetings
with its agreement partners. The purpose of these
mectings wis 1o assess how well arrangements made at
the initial implementation mecting were working, 10
discuss issues of mutual concern and, in general, to reach
agreement on the most efficient and pracrical methods for
exchanging information and processing claims from its
shared clientele. SSA also implemented supplementary
agrecmenis, revising the previousiy coneluded ; PR
agrecments with Austria, Canady, the United Kingdom and Germany. ?hcsc fupplementary
agreements simplify the administration of the agreements and exiend additional benefit rights
under the foreign Secial Security systems 1o LLS. citizeny and residents.

In April 1998, following & Siate visit to Chile, President Clinton and former Chilean
President Eduardo Frei issued a joint communiqué commining both counnies to explore the
mutual henefits of a totalization agreeraent, This served a8 the impetas Tor the subsequent
successiul negotiation of an agreement with Chile, the first such sgreement with a South
American country. On February 16, 2000, the U.S, Ambassador to Chile, John O Leary, and the
Chilean Aciting Foreign Minister, Mariano Forndndez, signed the U.S.~Chile Social Security
Agreement and a related administrative arrangement for implementation of the agreement. The
following month on March 13, U.S. Secretary of State Madeleine Albright and Korea Foreign
Minister Lee Joung-binn signed the U.S~Korean Social Security agreement in Washington, D.C,



Deputy Commissioner of Social Security William AL Halter und Korean Embassy Economic
Minister Hyuck Choi signed the related administrative arrangement at the same ceremony.

President Clinton transmitted both the U8 ~Chile and U.S ~Korea agreements io the U.S,
Congress for a 60-session-day review period on May 22, 2000, with implementation of both
expecied in the first half of 2001, The signing of these agreements was paramount in that they
marked the beginming of expansion of totalization into South America and Asia. Until that time,
with the exception of the agreement with Canada, all agreements had been with Europeun
COURITICS.

SSA estimuted that, under the 17 agreements in force at the end of 2000, some 39,000
LLS. workers asxigned abroad were exempt, along with their emplovers, from $700-750 million
in foreign Social Security taxes. The estimated amount of U.S. Social Security tax from which
forcign workers and companies gre exempt was substantiaily less, about $165 million a year, In
addition, these same 17 agreements permit nearly 80,000 persons o receive a jotal of about $144
million per year in purtial U.S. Social Sccurity benefits for which they would not otherwise
gualify. With the increase in automation both in the United States and world-wide, SSA delivers
many of these payments through clectronic funds transfers.

DIRECT DEPOSIT OF BENEFIT PAYMENTS
DOMESTIC AND INTERNATIONAL -

beneficiaries who filed a “power of attorney” with financial instiutions allowing

them (o deposit the beneficiary’s check that was mailed o the institution, In 1972,
legisiation eliminating the need for the power of attorney allowed Federal agencies to draw
checks dircctly to financial isstitutions. The same legisiation also authorized the issuance of
composite checks by Federal agencies to financin institutions. These changes streamlined the
benefit disbursement process, clearing the way for the present disect deposit program,

Pz‘ior to 1972, only a rudimentary form of direct deposit existed, avaisble only lo

In 1975, the Treasury Department and S8A introduced the direct deposit program for the
payment of benefits. For (he {irst time, an electronic funds transfer payment, commonly known
as direct deposit, originated by the Treasery Depuartment on $8A7s behalf, could be sent to an
account at a financial institution designated by the beneficiary. The electronic credit is
transmitted through the automated clearinghouse system, which is a xecure compuier natwork
operaled mainly by the Federal Reserve System.

While the development of direct deposit by the Government and the financial community
came quickly, there were some challenges (o gaining acceptance by the general public. In 1985,
Social Security direct deposit participation was about 40 percent: by 1990, it had reached almost
50 percent. In the early 19905, SSA developed a twospart strategy 1o increase the growth of its

* A compleie list of Agreements and their offective dates 15 attached as Exhibit 1§,
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direet deposit program. The first part involved development of a public information campaign to
inform bencficiaries of the advantages of dircel deposit. The second part involved simplifving
the enroliment process to make it casy for people to sign up. In developing its strategy, SSA
asked check receivers why they chose a check over direct deposit, and the most comman
response was @ general preference for a “paper check.” For S81 check receivers, the most
commaon reason Tor not using direct deposit was not having a bank accournt. There were ulso
general concerns expressed about the difficulties of opening and maintaining a bank aceount,

In 1993, to change customer preference for a check, SSA biegan to market direct deposit
and strcamlined the enrollment process. To address the sitwation of those who were unable or
unwilling to open a traditional bank account, 85A participated in the development of an
aliernative to traditional direct deposit by creating an electronic account that is low-cost and
simple © use,

Beginning in 1993, the foundation of SSA’s public information activities was the creation
of a strategic alliance with the financial community to promote the use of divect deposit by Sociad
Security beneficiaries. SSA produced printed promotional material on direct deposit, such a3
inserts, available to financial institutions for their customers who reeeive Social Security
benefits, The partncrship worked well with the financial community committing its own
marketing resources in suppori of SSA's efforts. As g result, all panties benefit—SSA and the
finuncial community and, in particular, their mutual customer, the beneficiary,

Another measure S5A took was to simplify the enrollmeni process. When 88A’s direct
deposit service began in 1976, the only way (o sign up was 1o have the customer anad histher
financial institution complete the paper direct deposit signup form and then bring or mail the
fore o 8SA. While this worked well, it was an ofien slow and cumbersome progess for the
person wanting direet deposit. With the advent of 8§A’s national toll-free number service, S8A
representatives were trained (o determine the direct deposit information from documents in the
customer’s possession und process the direct deposit over the phone, This was a glant step 1
simplifying the enrollment process,

In 1996, §SA totally automated the direct deposit enroliment process through its
QuickStart program. This program allowed & customer (o earoll for dircot deposit at a
participating financial institution—with no form 1o mail or cull 10 make to S§A. Not only was
this a fast and easy way for the customer to sign up For direct deposit, but it also froed SSA
coployees to process other work.

On April 26, 1996, President Clinton sigaed into law the Debt Collection Improvement
Actof 1996—Public Law 104-134 (EFT 99). This law required all Federal pavimenis, except tax
refunds, 1o be issued clectronically by Jaouary 2, 1999, thus beginaning 4 new ¢ra in direct
deposit, The initial impact of the legislation was evident in the accelerated growth rates of direct
deposit. Prior to Social Security’s implementation of EFT 99 in August 1996, there was a net
direct deposit growth rate of between 1-2 pereent per year. With the implementation of EFT 99,
however, the direct deposit growth rate increased three-fold.
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In December 1996, 63 percent of Soctal Security payments were being made by direct
deposit. By December 1998, the raie bad risen to 75 percent. However, because of the many
complex issucs involved in converting the entire Federal payment structure 16 glectronic
payment, in September 1998, the Department of the Treasury issued a rule allowing some
recipients to be paid by check i electronic payment would create o hardship.

In January 1999, with the implementation of the EFT 99 final regulation allowing waivers
from the electronic funds transfer mandate, direct deposit growth had returned (o the pre-EFT 99
levels. SSA interviewers encouraged direct deposit for all new applicants with bank accounts,
unless they alleged to have a bardship in receiving bonefits electronically. However, there were
individuals, particelarly in the S8 program, who did not have a relationship with a financial
institution and, therefore, were not able 1o use traditional divect deposit, To address the issuc of
the “unbanked,” the U.S. Treusury Depurtment developed electronic alternatives to direct deposil.

Direct deposit payments provide advantages to all parties: 8SA, the financial community
and $3A bencficiaries. Direct deposit gives benefliciaries guicker access to the funds, and, in the
unlikely event a problem arose, i could be corrected much fuster, Beneliciaries no longer had to
visit » financial smtituiion o deposit their checks. Direct deposit aiso offers cost savings to
Federal agencies. A significant portion of the savings can be atiributed 10 the fact that the cost of
issuing an electronic pavment is only $0.62, compared with $0.43 for w check. Additional
savings come from a reduction in the workload for hundling payment-relaled problems,
including fewer claimy of nonreceipt, as well as a reduction in overpayments caused by double
check negotimtions, In fact, the LS. Treasury reporied that an individual paid by direct deposit is
20 times less likely to have a payment-related problem compared 10 individuals paid by check.

There are economic advantages of BFT {or beneficiaries as well, Benefits are credited to
sccounts at the opeaning of business on the scheduled payment date. Bencficiaries can write
checks to pay bills or use automated teller machine cards to obtain money immediately without
the inconvenience of first having o cash a check. Also, direct deposit avoids check cashing fees
and fees for money orders and similar charges. Many finanaial instiwtions offer free services for
customers who use dircct deposit. There are also cconomic advantages 1o society. Direct
deposit avoids the costs included in Secret Scrvice investigations and {inancial institution
Hability associated with forged checks, Direct deposit is also more convenient. Beneficiaries are
not required (o be home 1o receive their payment, nor do they have to be concerned about their
check being delivered dunag an unexpected absence from home, such as a medical cmergency
that requires 3 hospital stay,

INTERNATIONAL DIRECT DEPOSIT

condition of receiving benefits. As of August 2000, 392,000 Social Security
beneficiurics residing outside the United States receive monthly benefits, totaling
F167 million, Social Security makes payments (o beneficiarics in 190 countries.

ﬁ s mentioned in the previous section, residing in the United States is not o
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SSA’s international direct deposit program began in 1987, Prior to that time, the only
way to reccive a Social Security payment overscas was by mail. Foreign mail delivery was a
costly and delay-prone process. SSA was the first Agency to implement cross-border payments
{o its beneficiaries. As of August 2000, 209,000 Social Security beneficiaries residing outside
the United States were paid by direct deposit. International direct deposit arrangements have
been established in 37 countrtes.

SSA’s international direct deposit service was developed when the increased automation
of internalional banking services among industrialized countries offered an opportunity Lo
provide better payment services to foreign-resident beneficiaries. The Federal Reserve Bank of
New York, acting as fiscal agent for SSA, established the financial agreements for international
direct deposit and has worked with Social Sccurity to implement and maintain the international
direct deposit service. Overall, the percentage of beneficiarics outside the U.S. being paid by
direct deposit to a U.S. or foreign bank increased from 26 percent in January 1993 to 54 pereent
in August 2000.

SSA has long been a proponent of EFT as the preferred method of payment delivery.
The Agency has historically encouraged and promoted its use both from the perspective of
cfficiency, as well as for the convenience and safety of its beneficiaries. SSA has aiso sought oul
ways o provide more convenient services for its customers through forming partnerships with
other agencies, lo provide “one-stop shopping.”

DATA EXCHANGE BETWEEN AGENCIES

devclop customer service across agency lines so that customers do not needlessly

go from onc agency to another. Early on, SSA recognized the bencfits of
following this principle, both in terms of customer satisfaction and operational efficiencies. SSA
has established numerous working relationships with other agencies in the Federal sector. Many
of these relationships help SSA accomplish its mission and help other agencies accomplish
theirs. The character of these relationships ranges from simple data exchange through program
coordination to the actual processing of each other’s work. Many of these partnerships were
formed prior to the Clinton years, and include examples such as: SSA receiving reports of sell-
employment income from the Internal Revenue Service (IRS); SSA and the Health Care
Financing Administration (HCFA) exchanging data regarding Mcdicaid eligibility; and SSA
taking claims for Black Lung benefits for the Department of Labor,

Onc of the initiatives outlined in Vice President Gore's NPR was for agencies lo

SSA partnered with several Federal, State and local agencies to provide services more
transparent (o customers and cultivate the concept of “onc-stop shopping.” One partncrship that
SSA formed was with the Immigration and Naturalization Service (INS). Since 1993, SSA
offices in New York had been operating and staffing an enumeration unit designated to expedite
the processing of Social Security card applications (855) from non-immigrant aliens.
Individuals who had just received their [-688B work authorization documents from INS were
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directed to SSA offices to complete the SS5. This cnabled new immigrants to receive their
Social Security numbers and begin work more quickly.

Since the passage of welfare reform legislation in 1996, it is important that SSA records
correctly reflect a person’s citizenship status. In Sacramento, California, SSA partnered with
INS to provide enumeration services (0 new citizens after their naturalization ceremony. The
opportunily to enumerate a large number of new citizens in one place has contributed to
improved customer service delivery. Many ncew citizens expressed their appreciation for the
Administration’s presence and concern, as well as making a cumbersome two-agency process
into one-stop service. The Sacramento enumeration process exemplifies a responsive
government that goes to the people, instead of requiring the people to come to a Social Security
office to updalte their records.

SSA also partnered with IRS to help climinate some inconveniences of income tax filing.
Onc example is a pilot between IRS and the SSA office in Albany, which are co-located in a
federal building. More and more taxpayers arc visiting the IRS during tax filing season to usc
the IRS electronic filing procedure. As a prerequisite to electronic filing, IRS requires
verification of the Social Security number. To improve customer service, SSA and IRS agreed
to work together in a joint venture to make tax-filing hassle free and eliminate multiple contacts
with SSA. The Agency bencfits from the first point of contact because IRS educates taxpayers
that do not have documentation, which reduces unnecessary walk-in traffic during the busiest
time of the year. While this procedure is limiled in scope and nature, it does promote good
customer service for both agencies by allowing for smooth, efficient processing of replacement
cards during the busy tax-filing season. This initiative has been piloted successfully for the past
two years.

A successful alliance between SSA and Veterans Affairs (VA) streamlined service (o
people with disabilities who have served in our Armed Forces. Since both SSA and VA spend
money on making disability determinations and recertifications, the two agencies worked to join
forces in order to optimize scrvice to common customers. A joint SSA/VA cooperative
workgroup met regularly to discuss potential initiatives that resulted in improved processes,
processing time savings, and better service. Among thesc was a joint SSA/VA website aimed at
providing one-stop scrvice to both veterans and technicians,

In Los Angeles, SSA working with VA and the California State DDS has signtficantly
improved the quality of disability applications filed by homeless veterans. The partnership 1o
improve customer service to this particular community began in 1995 and is ongoing. The re-
engineered process significantly reduced the hundling and matl time for these applications
cutting 45 days off the 100-day average processing time. Veterans reccive their (irst payment in
a much shorter period of time. The three agencies working together have re-invented how
disability claims are processed for this vulnerable group.

SSA took particular interest in using innovative claims processing techniques and
partnering with agencies to enhance service delivery to the HIV/AIDS population. From the
AIDS Demonstration Project in the Philadelphia Region to the CORE Center in Chicago, one of
the largest HIV/AIDS treatment centers in the country, SSA has been diligent in pursuing
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partnerships throughout the nation to assist these individuals, In many instances, the Agency
trained secial workers in other agencies, to take disability cluims for Social Sceurity. SSA
represeniatives assisted DDS in obtaining medical evidence, The claim and expedited medical
evidence were sent 10 a specialized unit in DDS where i received priority handling. Due to the
partnership of SSA, DDS, and workers in medical treatment facilitics, patients received faster
decisions and payment. In addition, expediting the processing of these clauns, S5A worked
closely with representatives from other agencies to ensure that patienis were receiving afl
possible assistance, such as financial help, substance gbuse counseling, and mental health
SCTEening.

S8A also formed partnerships eationwide 10 reach out 1o parents of low birth weight
infunts. Recognizing (hat low infant birth weight is often associated with cosily, serious health
problems later in life, SSA saw an urgent need to “reiovent” its lengthy and conlusing process
for providing benefits o children who face dissbilitics and are enlitled 10 881, The Agency has
worked with various hospitals nationwide 10 reach out to puarents of fow birth weight infants, As
a result of these efforts, children now recerve the supporn they need during their enitical firss
months and years of life.

One early effort in partiering was o project called Georgia Common Access, initiated in
reacting to vocal concerns in the Atlanta srea relating 10 the number of agencies that a poor
porson, often with limited edocation, needed to contact to access services. The solution was a
comwmon application for public assistance benefits. Based on this challenge, 2 coulition of state
and federal agencies colluborated 1o Improve service delivery by reducing 64 pages of
applications, representing six programs {Including SSA”s Supplomental Security Tncame
prograni), to eight pages.

A pilot program began in Murch 1894 wsing a paper upplication. The pilot was well
received. In fact, in June 1984, the initintive received a Hammer Award from Vice Presidens
Gore. After the paper pilot, an effort was mude 1o antomate the Georgis Cornon Access
application hecause all pariners were incorporating personal compaters inio the daily work.
Unfortunately, formidable barriers provented further implementation of this praject, from the
imnpact of the Augost 1996 wolfare reform legisiation o lack of funding to develop a common
system among the 8ix agencies. While this particular project never fully got off the ground, it
sparked later partnership projects that did.

One of the most successful partaerships in this era of automation was 88A’s efforts to
partner with other agencies o accesy data online,  As there are no legal mandales, participation
by State agencies was completely voluntary, Therefore, cach online access project depended on
the trust and good working relationships established beiween 8SA and State agencies, One
exanple was in the Dallas Region where SSA employees had online query aceess to several
State agency daiabases in four States, This enabled SSA employees 10 obtain online birth
verifications. 1 greatly expedited processing claims for benefits and almost completely repluced
the previows labor-intensive practice of obtaining paper certifications. Other online access
projects allowed 8SA employees to query human services, workers” compensation, prisoner,
child support, wage, and unemployment records maintained by the responsible State agencies,
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This summarizes a few of the many partnerships that SSA formed throughout the country
to improve service to the American public. SSA will continue 1o coordinate with other agencies
ta prevent conflicting goals, climinate any redondancy. and {ind new opportunities for giving
better value and information (o the public.

NOTICES

n 1997, when Vice President Gore asked 32 high mpact agencies 1o make specific

service improvements, SSA commitied o improving the quality and clarity of the

notices i seadys to ity customers. Specifically, the Agency made a commitment to
send s cusiomers clear, concise nolices and to respond immediately 10 questions concerning any
notices received, These goals would result in betior customer service beuause notices would be
fI0TE CONCise, casier 1o understand, and consequenily, there would be fewer cusiomer inguirics
about unclear notices.

Produciag clear notices had been a prionity for S8A for some time., In 1985, the Agency
established notice standards for praducing clear notices. The standards were validated both by
the Office of the Inspector General and repeatedly by customers through focus group tests.
Nevertheless, the length of some notices was a confinuing concern. While the language used in a
notice may be essential and clearly written, a lengthy notice will negatively affect
comprehension,

Under this nitiative, 85A (ested notice formals with customers 1o find out if there is a
more concise presentation of information that will also positively affect comprehension. Based
on the results of customer surveys, the future presentation of notice information could change.
All of the 250 million notices S8A sends annually had been or will be improved in some way by
this project. cither by improved language, faster delivery and/or increased accuracy of
information,

SSA estimated that approximately 50 million beneficiaries and recipiems will beoefit
from the notice improvement cffort. Notices will be more responsive to their needs due to the
Agency's ongoing efforts 1o get public reaction and suggestions for snprovements. Because of
increased automation, the notices will also be more accurate.

In November 1998, SSA implemented the Online Notice Retrieval System, whichisa
“document management” system that allows employees o quickly and efficiently anxwer
questions from customers abowt notices they receive, Before this, employees did not have access
to notices that customers received. Now, employees can bring up copies of the notices on their
computer screen electronically within a few seconds, and respond linmediately to questions
about the notice. The electronic archival and retrieval of notices help SSA emplovees serve
customers more quickly when they cull with questions related o notices.
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As part of this inttintive, SSA streamiined its notice process by standardizing,
consolidating and centralizing the control over notice language. The Agency eliminated the
duplicate notice systems that existed und made notice changes more quickly and efficiently, with
fewer resources. SSA also has eliminated the multipurpose form nolices used in some
applications. As a result, the number of inguiries 1o the field offices and 800 number about
overpayment and other types of notices had dropped.

SSA continues with numerous initiatives (o improve the content, format and clarity of its
notices. One iniative involves notices sent 1o 118 Spanish-speaking customers. In January 1997,
the Office of the Inspector General conducted an extensive literature search and personal and
telephone interview with 46 individuals at 39 agencies. The purpose was to provide SSA with
information concerning the appropriate reading fevel of Spanish-speaking clients (o ensure that
SSA notices are understandable.” Respondents indicated that SSA’s reading level established for
English fanguage matcrial was appropriate for malerials sent to Spanish-spesking individuals.
The Spanish notices from this initiative helped the largest non-English speaking group of
beneficiaries by eliminating the need for them ta contact the Agency about English notices. 38A
intends (o measure the success of this initiative by using the Market Measurement Program, as
well as additional performance measures.

RESPONSIVE SERVICE TO CUSTOMERS

improving the level of service provided o its Customers. It bas endeavored (o serve

the American public and is able to respond appropriately © the needs of
individuals, groups and the sation as & whole, During the Clinton years, SSA exhibited this
commitment by providing responsive service to customers i vurious circumstances.

E ; ocial Security is an Ageney focused on increasing customer satisiaction by

DIVERSE CUSTOMERS

African-Americans comprised about 12 percent of the general population;

Hispanics, approximately 1] percent: and Asian Ameticans, aboul 4 I)CI‘C&‘HLH)
Within the next half-century, these percentages will grow, in some ways quite dramatically,
African-Americans will comprise 13 percent of the population; Hispanics, more than 20 percent;
and Astan Americans, more than 10 pereeni. Much of this increase in minority populations will
resuft from immigration. The Census Bureau estimates that the U.S. population will reach 383
million by 2030. At that point, more than onc-third of the population, or 13% million people, will

Thc United States is becoming increasingly malti-cultural, In the year 2000,

¥ O1G*s report on Reading Level for Spanish-Speaking Clients Receiving Suctl Seeurity Administration Spanish
Language Notices, A-06-96.62200, January 30, 197,
4.8, Census Bureay, Population Esthinates, 2000,
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be post-1970 imeigrants and their descendants.' The vast majority of these immigrants will be
from Lutin America and Asian nations. This population growth rarsed several issues for SSA,
and particularly for SSA communicators.

In September 1998, the Advisory Board on the President’s Initiative on Race concluded
is work and presented a report containing its final recommendations to President Clinton, The
President’s Initiative for One America is devoted 10 helping bridge the racial and ethnic divides
in our society.

Although the President’s Initiative for One America was not instituted until 1998, the
Social Security Administration (SSA) has a long history of activities supporting the Initiative
that precedes 1998, SSA’s customers are a diverse group, und the Agency reslizes the
importance of its workforce being o reflection of the people it serves,

Upoen his appointment, Commissioner Apfel affirmed
his commument {0 ¢stablishing o diverse work force, In
1997, 8SA published its first strategic plan as an Independent
Agency. The importance of workiorce planning was reflected
in the plan, One of the objectives listed in the strategic plan
wias Vto create » workforce 1o serve SSA’s diverse customers
in the 21% ccmur‘y,”“z To accomplish this, S$A developed
hoth o shortterm and a long-term recrgitment strategy Lo hire
employees from historically underrepresented groups. A
further discussion of SSA's secruitment cfforts is found in the
chapter on Workforce Investments.

Ie March 2000, SSA hosted an Amertcan Indian and
Alaska Native Service Delivery Conference in Denver,
Colorado to explore how to better serve the American Indian
and Alaska Native communities. The conference served us a
catalyst shifting attention and focus to this group, and
representatives from over 120 tribes attended. Conference
programs and activities focused on ways to improve outreach
and service delivery to American Indians and Alaska Natives and increase theie representation in
the Agency’s warkforee,

As a result of the service delivery conference, the Agency established an American
Indian and Alaska Native Executive Steering Commitiee to develop and inplement projects that
would achicve the goals of increasing the workforce representation of American Indians and
Alaska Natives and improving services o their comntunities.  Under the Commitiee’s feadership,
exciting iniiutives and projects are already in various siages of development

U8 Consus Burcss, National Population Projections, 2000,
2 agency Stratesic Plan, Keeping the Promise. 19972002, page 28,
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o SSA established a Cooperative Education Program for stundents of Tribal Colleges
and Universilies. Through this program, SSA will hire 25-50 students each year for
service delivery posilions.

s SSA entered into an micr-ugency agreement with the Indian Health Service to
conduct an Outrcach Domonsiration Project on reservations. Through thig
pannership, the Agency will work with the National Indian Council on Aging, a
highly respecied group that represents American Indian and Alaska Native elders, to
inform and educate tribal people, on thelr reservations, shout Sociud Sccurity
programs and benefits,

+ SSA established a formal relationship with the National Indian Council on Aging.
Since part of their mission is to educaie Indian people shout the availability of federal
Programs, we oxXpect our parthership to be froitful. The Agency will be able 10 access
the Council’s cxtensive database of the public information needs and demographics
of American Indlans and Alaska Natives,

« SSA employees increased their level of activity with tribes, They attended tribal
meetings and offered in-service training about social security programs and
procedures. SSA is alzo exploring technology solutions to enhance service delivery
to the remote locations of many wibes. The Ageney is commitied to serving all of its
CUSIOIRETS.

SSA was also developing activities to ensure comphance with the provisions of
Exccutive Order 13125, signed by President Clinton on June 7, 1999, The E.O. was designed to
improve the quality of life for Asian Americans and Pacific Islanders. SSA established a plan to
mect the objectives of the E.O., and to improve service to its non-English speaking costomers.

NON-ENGLISH SPEAKING/LIMITED ENGLISH PROFICIENT (NES/LEP)

Commissioner for Human

Resources issued a report on
“S5As Capability to Accomimodate
the Needs of the NES Public.” This
seport concluded that a large gap exists
beiween the public’s need for bilingual
services and SSA’s capability (o meet that necd with i own resources. | identified the five
largest language groups requiring ficld office service as Spunish, Vietnamese, Russian, Chinese
and Korean.

In Muy 1992, the Deputy

In July 1993, the Deputy Commissioner for Operations issued an advisory report,
“Improving Service to the NES Public. This report cited the growing concern and interest of



advocacy groups and the Congress in improving access for the NES public,” I acknowledged
thal SSA had already taken many steps to improve service and siated that given the predicied
NES population growth, more needed 1o be done. This report’s recommendations focused both
on improving service delivery and on providing relief to offices and employees involved in direct
NES service delivery.

In 1995, Commissioner Shirley Chater asked for an Agency-wide position on providing
service to the limited English proficient (LEP). SSA adopted the vision stalement and guiding
principles that "SSA’S policy 18 10 ¢nsure that individuals have access to B8A's services
regardliess of their ability to communicate in English,” The Customer Service Pledge and the
General Business Plan established the standards for service to all the Ageney's customers. The
policy principles, signed by Commissioner Chater on September 20, 1993, did not establish a
different standard. nor a special set of mandates for the Agency o serve LEP customers to the
detriment of the Agency’s responsibilitics toward the general population. Rather, these
principles articolated S8A s policies toward the LEP population within the overall customer
service standards the Agency established for providing world-class service 10 its customers,

SSA’s poliey is 10 ensure that individuals have access 10 SSA’s services regardless of
their ability to communicate in English, The Agency recognizes that not all of its customers are
alike --they arc from diverse cultural backgrounds and many do not speak English, NES/LEP
customers generally need help in communicating with SSA (e.g., interpreter services for
interviews and assistance in translating documents),

In FY 1999, approximately & percent or 1,623,000 custoners preferred 1o have their
interviews conducted in a language other than English. Recogaizing that there will be continued
constraints on staffing and funding, SSA is committed 10 “working smarter” with avatlable
resources o develop better ways of serving all its custiomers, I is in S8A°s best interest to be
proactive in providing for the special communication needs of iis NES customers. SSA benefits
from more efficiently providing serviccs at the indtial point of contact, thereby minimizing
follow-up contacts, and by obtaining accurate and complete information that enhances the
integrity of its programs. NES customers benefit from having full sccess o SSA™s programs.

S84 determined that the most effective method of providing quality service 1o its NES
customers is through bilingual field office and teleservice employees. Hiring bilingual staff is a
major consideration for every hiring decision in FOs and TSCs. Hiring initistives have focused
on achieving the right mix of employee lunguage skills w serve its NES/LEP customers. Since
199¢, 32 pereent of newly hired field office and teleservice emplovees have been bilingual,
Scventy-nine percent of the bilingual hires speak Spanish. Purther, $SA has hived bilingual
employees giving the Agency the abilily to commumicate in over 90 additional languages
ncluding French, Polish, German, Cantonese, Greek, ltalian, Korean, Tagalog, Vietnamese,
Arahic, Portuguese, and Native Amcrican languages.

In the past, SSA sometimes placed the responsibility upon the LEP client to bring in an

inierpreter. This reliance on outside imerpreters resulted in chients’ use of family members who
were not themselves skilled in English, were minors, or in use of middlermen that sometimes
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affecied the integrity of S8A’s programs. In 1997, SSA revised s policy on providing service to
its LEP customers by placing the burden for providing interpreter services on the Agency.

Social Security’s policy sirikes a balance between sccommuodating the customer's wishes
and the Agency’s need to promote program integrity. The Agency recognizes the value of
reliable, qualificd interpreters to facilitate its processes. It allows for the ose of a qualified
intetpreter of the customer’s own choosing. However, SSA will not use minors o8 inferpreters in
dealing with complex or sensitive malters uniess it s clear that they also meet the reguirements
of a qualified imerpreier, 1 the NES customer does not have a qualified interpreter and bilingual
staff is nof availuble, Social Security will provide one. The Agency's intent iy to ensure that the
claimant and Agency's interests are well served. The Agency recogaizes that the services of a
gualificd interpreter facilitate its processes and deter fraud, Since 1993, SSA has provided
funding for the use of qualified interpreters in the {ollowing amounts:

1996 $150.000
1997  $190.945
1998 $211.3%6
1999 $333,238

Non-English speaking customers will have access to S5A°s services by phone, fax, mail,
and other forms of electronic media. SSA’s efforts to foster communications with all of its
clients, including its non-English speaking clients, helps to increase their satisfaction and level of
confidence with SSA.

DOMESTIC VIOLENCE

affcets people from all walks of life. Some victims of domestic vielence tumn to

SSA for help by asking for « new Social Security number (SSN}) as a way of
ascaping their abuser hecause domestic abusers sometimes misuse their vietitm’s SSNs 1o locate
those in hiding. A determined abuser, using private detectives or the Internet, can find the
whereabouts of anyone who doesn’t ke precautions. This means that an individual seeking 1o
escape domestic violence may need 10 change virtually his or her entire identity: name, home,
job, and Social Security number,

D(}meszic viglence plagues the lives of millions of Americans. 1tz a crime that

Pricr to November 1998, before it would assign a new SSN, Bocial Seourity required
victims of domestic violence to provide proof that their abusers had misused their nunibers.
Feedback from SSA ficld personnel and advocates working with victims mdicated that providing
such proof was often difficult, il not impossible. For those who could not provide proof, only
those individoals who were determined to be “severcly sbused™ or in danger of losing their lives
could be assigned new numbers,
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In partnership with the Department of Justice and vicum advocates, SSA reexamined its
role in the fight against domestic violence. The Agency resolved te find new ways of
empowering victims throngh the policies and resources under its jurisdiction.

On November 4, 1998, Commissioner Kenneth Apfel joined Vice President Al Gore in
announcing major procedural changes to make it easier for victims of domestic violence to
sceure new SSNs. Under those changes, SSA now assigns new Social Security numbers based
on a written affirmation of the domestic abuse, supported by third-party evidence from sources
such as police, medical professionals, or locally-recognized battered victims® shelters. The prior
requirement to provide proof that the abuser had misased the 35N was climinated,

Sociul Sccurity also helps victims by assisting them in obtaining the information necded
(o receive a new SSN, including securing the necessary affidavit of abuse. $SA employees work
closely with local sheliers that provide services w victims of domestic violence, and that can
often provide the supporting documentation needed. The Agency also works with police, the
cowts, treating physictans and psychologisis, medical faciities, local battered victims' shelters,
churches, and other community support organizations to obtain the supporting documentation.

To ensure that requests for new SSNs are processed expeditiously and tn a untlorm,
consistent manner, all such requests are processed 1n one central location at headquarters.
During the first 12 months of processing 53N requests under the change in policy, SSA assigned
369 new S8SNs, This was more than 3.5 times the number assigned before the policy change.
Reguests approved for new SSNs for harassment/abuse victims increased {rom approximately
cight requests per month under the prior policy to more than 30 per month under the new policy.

Social Security has also taken other steps to imprave service to these victims, His website
includes information about obtaining new SSNs and its fweld office emplovees also provide
important referral information and advice on funther steps vichims can take to protect themselves.

As SSA continues to monitor its experience in the area of domestic violence, it will
explore ways of incrensing public knowledge about how a new SSN can help break the cycle of
violence. The Agency’s message must continue 1o reflect the reality that 4 new Social Sccurity
number alone cannot offer complete protection to victims. Recognizing that SSA has a critical
roke in the battle against domestic violence, the Agency hax continued fo work with community
pariners in ongoing discussions in this critical area.

TRAGEDIES AND NATURAL DISASTERS

ocial Security reaches out to suppon victims of tragedies and natural disasters. On
August 24, 1992, just prior to President Clinton's election, Hurvicane Andrew
struck South Florida, where 367,000 people colleet Social Security and §51
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bencfits. In response to concerns from bencficiaries and recipients, Agency workers 1ook
necessary steps 1o ensure thal sentor ¢itizens would know how to get their checks despite the
devastation.

Local offices used television, radio and loudspeaker trucks touring the arca with
messages in English, Spanish, and Creole. The Agency also hired an airplane to tow a banner
with SSA’s 10ll-free 800 telephone number over the hard-hit Homestead ares. SSA waos
instrumental in calming the fears of tiany of its beneficiaries.

Social Security uses special procedures 1o assist victims of disaster in filing for benefits.
Thes involves sending an Agency representaiive (o the site of the disaster to take claims, working
with reficl agencics to help identify victims, using ¢ passenger manifest or npewspaper sccount
listing the identified victims as evidence of death, and estimating the most recent carmings 1o
compute the highest possible benefit,

On April 19, 1995, at 02 aum, CST, our nation experienced an unprecedented tragedy in
the terrorist bomb attack on the Alfred P. Murrah Federal Office Building in Oklaboma City.
Sixteen SSA employees were among the 168 people who lost their lives. SSA employees across
the nation joined together to provide support for families who lost loved ones, as well as sapport
for the American public as a whole.

World-class service went world-wide following the tragedy of TWA Flight 800, when it
exploded in the sky off Long Island on July 17, 1996 killing all 230 people abourd, At 11:30
a.m. the following day, a message came from Haly across the Internet to Social Sceurity
headquarters in Baltimore. U said simply, “Host my wife in the TWA {light 800, She was part
of the working crew. What do I need to do 1o settle the matter with Social Secority? Please give
me all useful information.™ The receiving office recognized the urgency of the message and took
it 1o the office responsible for bandling internatiomal claims, By 4 p.m., using the Internet, Social
Securily sent the names, addresses and phone numbers of persons to contact at the U.S. Embassy
in Rome or the American Consulate General in Naples. Both offices were alerted that the
widowar might call. One week later, the widower caught a train 1o the Consulate in Naples and
applied for the 8235 lump sum death benefit. He returned laier to file claims for survivor's
benefits {or the couple’s two children,

On May 5, 1999, the first 450 resettled refugees
from Kosovo landed at McGuire Air Foree base in New
Jersey, SSA joined forces with other federal agencies 1o
assist the refugees. Employees took Social Sccurity
nomber applications and assessed them for potential 581
benefits, The first and youngest refugee to get a Social
Security number wus baby Amerikan Karaliju, borm just
days after his purents arrived ip the 1LS.

A itlustrated above, SSA has a history of
providing world-class service in a time of tragedy, crisis,
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or turmoil. One of the greatest challenges to its service reputation occurred in 1995 when there
was a nationwide shutdown of Federal Government agencics.:

l

GOVERNMENT SHUTDOWN
he fall of 1995 as budget talks ’

n the fall of 1 “‘(“: udgel ta ks “I will personally not rest until all 66,000

between President Clinton and SSA employees are back where they

members of Congress intensified, both deserve and wish to be - at their
Federal agencies were instructed to prepare for dufy stations do;ng what rhey have
a possible lapse in appropriations and a always done in an exemplary manner -
Government-wide shutdown. Between serving the American pubhc with both
November 1995 and January 1996, the Federal efficiency and compassion.’
Government shut down not once, but twice, L .
and employees were furloughed for an Commissioner Shirley S. Chater
extended period of time. This had a severe November 17, 1995

impact on many Government agencies, ‘
particularly those in direct service to the American public. |

When the possibility of a lapse in appropriations first surfaced in 1995, SSA began fine-
tuning its contingency plan to ensure the continuily of operations in the event of an employee
furlough and Government-wide shutdown. When the poss1bllny of a furlough materialized, SSA
made a conscious effort to keep all employees [ully informed of the status of funding discussions
and potential outcomes if agreement could not be reached. On September 14, 1995,
Commissioner Chater sent a letter to the Office of Managemcnt and Budgel (OMB) providing
the staffing decisions to be implemented in its conlmgency pldI‘l The plan provided for
sufficicnt staff presence to ensure the continued issvance of Socml Security and SSI payments to
those already entitled to receive them. This included the rclcnllon of approximately three
employees per SSA’s 1,300 field offices and an additional 160 employees in other direct service
positions. A total of 4,780 employees would be needed and 6] 415 employees would be placed
in furlough status. f

Under this plan, the national 800 number would cease operation and callers would hear a
recorded message advising them of the situation. Applications for Social Security numbers
would not be processed, nor would applications for Social Security benefits. SSA would not
process postentitlement actions, except for critical matters lhdl affected payments. The entire
appeals process would shut down and the State Disability DLlcrmlndllon Services {DDS) would
be drastically curtailed. The plan also called for a rcassesqmcnl to take place when the funding
lapse began to ensure the provision of basic services to bcncﬁcmrles and recipients.

On November 14, 1995, SSA was advised to begin a shuldown of opcrations beginning at
10 a.m. The Agency’s contingency plan was implemented. Employces were instructed to pay
close attention to the media to determine when the impasse was resolved and when to rcturn to
work. SSA furloughed 61,415 employees and rctained 4,780. The majority of the employces
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retained were in direct service positions to ensure the continuance of benefits (o currently
enrclled Social Security, 581 and Black Lung beneficiaries, B{:Cduse appwpmm}ns Wore
avuilable 10 fund the program costs of paying benefits, this xmplrcd authority to incur ohligations
for the costs necessary to administer those benefits. Other functions considered essential and
permitied under applicable statutes (including the Anti-Deficiency Act) during a lapse in
appropriations related to arcas of health and safety, eversightland coordination of all human
resources and financial functions related to the furlongh. '

SSA’'s contingency plan was aliered shorily afler the shuidown began when the
Commissioner approved the recall of an sdditional 130 Oiﬁce of Hearings and Appeals
employees to handle time-sensitive mail in the hearing c}tﬁce\ Without the assistance of these
employees, this claims-retated mail would have been rcwmeé ta the sender, further delaying
claims processing, i

While there was a view by some that Government wasn 't imporiant, and that Americans
barely noticed the impact that Government has in their lives, it became clear immediately that
this was not the case. The American people who counld not visit the national parks or muscumns,
who could not update their passporis, and who could aat cmdﬁc business with Social Secunty
are just a few examples of Americans who certainty felt the zmpacz of the Goverament shutdown,
Social Security serves millions of customers cach year, and each day of the shutdown meant that
thousands of Americans could nof visit its offices to conduat z.?zcir busingess,

Social Security and 3ts customers immediately felt the impact of the shutdown, From the
very first day, the Agency received telephone calls from c&zsia}mr‘s needing u Social Sceurity
card to work or who needed to change the address where their check should be mailed {or the
following month. I was cvident to Agency executives after aicmtpie of days that 1he shutdown
was not acceptable, and that it was affecting some of its most vulnerable people, namely s
elderly, disabled, and low-income recipients. It became very clear that it was important that SSA
reapen its offices to conduct business, even during the shutdown, There was memendous
concern internally, as well as within the White House that SSA not providing service would
cause harm (o too many Aniericans. i

i

Considering the impact of this brief shutdown, it was obvious that an appropriations Japse
of one o two weeks or fonger would cripple SSA's angoing ability 1o properly administer the
programs for which i is responsible and could seriously impair ifs capacity to provide aceeptable
public service. Both the ability to disiribule accurate payments to beneficiaries and o process
pending cluims and appeals would be severely impacted and ihc mission of the organizalion
sericusly compromised. To guard against such an occurrence, SS"& s contingency plan provided
for a range of appropriate adjusiments that could be made in 1215: event of a prolonged shutdown.,

|

in a Ictier dated November 16, 1895,"* Commissioner Chiter advised OMB that the
Agency would have to implement Phase [ of its contingency sttafﬁng plan on Monday.,
November 20, 1995, should the furlough continue. President Clinton held a press conference
that afternoon and announced to the public that this shuidown was unacceptable, thal Americans
needed to be able to conduct business, and that SSA was recalling approximately 49,715 more

e X .
* Sew letter 4 Alice Riviin, Director DMB from Shirley Chater, Cmnmlsm(‘)ncr 85A, duted November 16, 1993,
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employees in direct service positions back to work. This involved recalling sufficiont staff to
effectively administer its programs, including processing new claims for Social Security benefits.
This put field offices, the toll-free 800 number service and State DDS facilities back in business.
Although SSA would take and process new applicalions lor ba.n{:fits audd FesUme Processing
appeals, it would not process applications for SSNs, perfotmipersonal eamings and benefits
estimates or conduct annual wage reporting activities. A {0{;3; of 34,495 x1aff would be retained.

There was a great deal of discussion and some d;ssemwa mtcrnally over which
employecs should return to work, and that if SSA was going to recal! $4,000 employees, why not
recall all 66,000, The concern was that by recaliing all but 12,000 employees, what mossuge
were you sending to them? SSA s an employer that values zts employees and belioves that evory
employee is essential. R requires each employee 1o perform }zzs or her individual job to muke the
organization work together as 2 whele. The Commissioner 855&:8{‘2 employees that they were all
essential 1o the important mission of SSA. However, under the law governing 4 lapse int funding,
the magority of employees not in direct service positions waa%d have to be furloughed.
Commissioner Chater expressed her sirong commitment o continue working haed to get all
66,000 employees back on the job. i

The four-day furlough severely impacted S8As abiiié; to provide the guality service that
the American people expect. The following activities are examples of basic services that were
curtatled or denied during the November shutdown: !
s About 112,000 clatms for retircment and {ias‘zinilty benefits were not taken (abowt

28,000 per day), i

» About 212,000 applications for Social Security aumhen were not taken (about 33,000
per dayy

|
¢ About 800,000 calters were denied service on SSA°s 800 number (about 200,000 por
duvy; and, ;

s About 5,000 previously scheduled hearings were canceled and decisions related to

another 7000 hearings that had alrcady taken pla::r::li were nol written,

The second shutdown was the longest in history and p:cqemcd new chutlenges o Agency
management. When the threat of a second shutdown surfaced, 'SSA determuned that the frust
funds and tenelnl programs could nof tolcrate another 1ntcrmpnon of claims-taking activities.
Based on the experience during the November lapse in appropriations and the loss of four full
days of production time, any further interruption in service would have a devastating long-term
impact on §SA’s ability (o process Social Security, $ST and Black Lung claims. The Agency'
was still attempting to recover from the cffects of the November furdough, Therefore, employees
in direct service positions would remain operational, while staff support employees would be
furloughed. When the partial shutdown began Pecember 16, 2995 about 55,000 Agency
emplovees, most of whom processed claims and/or provided d;rect public service, were told o
report for work. A total of approximately 1,000 staff employees remained forloughed.
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On Januvary 5, 1996, Commissioner Chater informed OMB that SSA’s contingency plan
was amended to include the processing of annual wage reporlts {(AWR). 55A would be receiving
nearly 235 million earnings reports for calendar year 1995 from employers and sclf-cmployed
individuals. If processing was not accomplished timely, the accuracy and reliability of SSA
claims processing would be seriously compromised and a per'manenl disruption of SSA’s ability
to administer the trust funds would occur. Timely posting of .wage information was essential to
cnable SSA to recompute the benefit payments of three million working Social Security
beneficiaries, as well as to compute the national average wage index for 1997. Il AWR
processing did not begin immediately, SSA would not be ablé (o accurately compute the 1997
wage base by the stawtorily required date, resulting in a permianent loss of receipts for the trust
funds, as well as untimely or inaccurate benefit adjustments for 1997. SSA recalled
approximately 950 employces, and following past practice, hired 250 seasonal employees to
process this workload. A total of 9,255 employees remained furloughed.

On January 6, 1996, all Government cmployees returned to work. The Government
operated under a continuing resolution, pending passage of a budget for FY 1996. On February
20, 1996, Commissioner Chater provided a statement to the Committee on Appropriations on the
adverse effects of the budget turmoil. She indicated that SSA'm.mdgcd o operate under the
funding limitations imposed by the continuing resolution, but dld so at a signtficant cost. If
{unding continued to be limited to the rate specified in the contmumg resolution, the impact on
SSA would be devastating to employees and the public thal it serves,

On April 26, 1996, President Clinton signed legislation providing appropriations for the
remainder of FY 1996 for agencies and departments not having regular appropriations bills
cnacted. The Commissioner advised employecs of this action and thanked them for their
paticnce during the FY 1996 budget crisis. |

The shutdown had a devastating effect on the Agency aind, in particular, the 11,000
employees who were deemed non-essential. During the shutdown, the work piled up in the
offices, and when employeces returned to work, they fell pressure 10 reduce the backlogs. The
furlough was followed by a major snowstorm in January 1996, 'which closed many Federal
offices in the Baltimore-Washington area for three days. This resulted in even further backlogs,
which took several months for the Agency to reduce. |

This was an unprecedented journcy for both SSA managers and employees. Although it
was a lime of anxicty and stress, there was some comfort in the lact that SSA was able to provide
basic services to the public and to provide employees with up- -to-date information as the long
budget process unfolded. The professional demeanor presented by all employees throughout this
extremely difficult period in our history reveals their inner slrcnigth, sincere dedication to the
public they serve, and commitment to moving the Agency forward.

[
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YEAR 2000 TRANSITION (Y2K)

crashes or cxperiences problems, # means : o _
trouble to 1 user or organization, As Commissioner of Social

Security, 1 can assure all Americans
that when the new millennium

En most ingiances, when a computer

However, in 1989 when SSA cxperienced an internal
problem in the debt collection system, it was the best
. . o e o the A arrives on January 1, 2000, Social
gzrzg;tm Cf}&_iﬁ f;;u? ?a?pe{;ffé o zh;i, Agoncy. Set:urlty benefits Wl[l continue to be
hy? Because the system that crashed tracked paid on time and in the right amount
repayments of people who owed the Agency money, | »
and when an employee tried 1o project a repayment ,
date of 2000, the sysiem caine to an abrupt halt Commissioner Kenneth Aptel
hecause it could not handle the 2000 date. At this

point, S§A's Deputy Commissioner for Systems,
Dean Mesterharm, realized that the year 2000 was not that fdl‘ off. This problens would affect
the Agency's other sysiems, and thereforc SSA needed to begm 1o fake sieps o ensure that the
more than 48 million payments to beneficiaries would not be in jeopardy. Because of this
insight, SSA was at the forefront of the Y2K issue and acrvcd ax a mode! for other government
agencies. The General Accounlmg Office recognived the Agcm:} as 4 federal leader in
addressing Y2K readiness.’

In the fall of 1993, the Office of Management and Budget (OMB), recapnizing the
critical nature of the problem and that Social Sceurity had taken positive steps 1o address g,
asked 83 A 1o be the chaumpion for Year 2000 and increase awareness of the Year 2000 issue. In
this role, the Agency organized an informal committee that wirs ¢called the Year 2000 Interagency
Commiitee, Assistant Deputy Commissioner for Sysiens, Kathleen Adams, was asked to chair
the Chief Informamion Officers (CI0) Council Sub-Commiittee on the Year 2000, The purpose of
the Committee was (o raise awarcness of the Year 2000, address cross-cutting issucys that
affected muny or all Federal departments and agencies, and share best practices.

i

The Commitice began meeting in November 1993 with only a few representatives
attending. The number of parlicipants grew sieadily with each reguiar meeting as more and more
departments and agencies hecame aware of the Commilter’s purpose. In the spring of 1996,
Congressmun Stephen Hora, Chairman of the Subcommiitee on Goverament Management,
Information and Technology, began 1o hold hearings on the Y2K issug, and participation in the
Year 2000 Interagency Committee grew rapidly as a result. |

In August 1996, the Information Technology Mamgc:‘!ncnl Reform Act, which was
enacted as part of Public Law [04-106, became effective and mandated a C10 Council (o review
and provide guidance on information technology issues acrms the Federal Government. At the
{3 Councils Tirst megting in August 1996, it decided that the Year 2000 issue was one of the

most pressing information technology issues facing the government. In November 1996, the

3

|

W Social Seeurity Administration: Update on Year 2000 and Gther Kev [ni"{ump_ttlon Technoiogy Initiatives. GADYT-
AIMD-99.259, July 20, 19958,
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Council made the Year 2000 Interagency Committee an official subcommittee of the Council,
and the name became the CIO Council Subcommittee on Year 2000,

Az SSA had already donc a lot of the analysis, (he Agjcncy prepared a paper 1o share with
the subcommitiee members outlining the results of its analym and recommendations for how to
solve the Y2K problem. Ultimately every CIO and every agen{:y head was responsible for its
own software, so these efforts greatly assisted other agencies because much of the groundwork
had atready been completed. ,

When the Y2K problem first surfaced, no cne had a cf&&z‘ definition of what it meanito
be Year 2000 compliant, The subcommittee sddressed this issue and came up with a definition.
In January 1997, it was published as an interim rule in the Federal Acquisition Regulation and
became final in July of that sume year. Under these z‘eﬁui‘zﬁ(}mg goverament agencics had a
standard warranty language, which meant that the industry wm not dealing with different
definitions from every federal agency. !

In March 1998, intensity grew on the Hill as Con gr‘essmm Horn continued holding
hearings on ¥Y2K issues and issuing report cards showing *whem each agency sood. There was
an immense amount of pressure on all agencies, particularly ifmse that did not fair well. From
the start, Social Security was one of the few Federal agencios to receive a grade of A

In the months leading up to Year 2000, one of the pr zrmry goals of SSA was (10 ensure
that January 2000 Social Security benelit payments were mucd and delivered timely. The
Ag{:f}{;v tested ity personal compuiers, network servers, perlpheml devices and software for Y2K
compliance and ook appropriate action to remedy any identified compliance problems. SSA's
systems were tested and centified as Y2K compliant and validaled by a punel of independent
EXPEIIS, ‘

Although S§A was confident that its systems were fully Y2K compliant, it iook measures
i ensure (hat payments to beneficiaries would not be interrupted in the event of unforeseen
circumstances, A contingency plan was designed to analyze and review the Agency's payment
processes in the period affected by the Y2K rollover date, ;dcntif y any payment-reluted problems
that might ocour and apply contingency strategies 1o act on ihem To accomplish #ts Y2K
transition goal, SSA partnered with the Department of Treasury and the U.S, Postal Service to
ensure imely check processing and delivery, With comtingency plans in place, S8SA did not
expericnee any payment-relaied prahlama during or after the 3’2& dute change. Together, SSA,
'I”rc‘mury and the Postal Service, in cooperation with the Feécmi Reserve Bank, {i{:xigncé and
implemented an innovative and effective plan. } resulted in staging and processing of benelit
checks so that they were issued and delivered imely and without incident.
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The Y2K problem evolved from a techoology “The Sociafl Security system
problem to a business problem to a public relations 1 is now 100 percent compliant
problem. SSA’s systems were Y2K comnpliant by the end | with pur standards and
of 1998, Its systems had been tested and certified, From sateguards for the year
that point, the focus was getting information out 1o the 4 2000.7
public that SSA’s systems were ready and that there was
no need for public hysteriu, The Agency reassured the g President Bill Clinton
nation and the public by keeping them informed on #s ‘ 12/28/98
PrOgIess. )

[n an inteview with Government Computer News in 1997, Kathleen Adams was asked if
S5A was ready for YZ2K. She responded, "We %usvc na ch{)zce but 1o make i, and we will make
it. We cannot manually issue 30 million payments.” Aad S$A did make it. On January 3, 2000,
Commisstoner Apfel announced that Soctal Security checks were “signed, scaled and delivered!”
There was no interruption in benefit payments ar service (o the American public. With the Y2K
challenge behind #, SSA geared its focus oward other iechn{) ogy challenges including serving
its customers in the vew millenniom,

i

ELECTRONIC SERVICE Dfeuvenv

utckly changing demographics, which caused %J:bxlanlial increases in the public’s

demaund for services, created the need for Socml Security to develop new and

automated methods of handling workloads. At the same time, the rapid technology
growth of the Internet made i possible for this medium o become a new channel for transacting
busingss with SSA. Public information from the Social Sec umy Administration is part of the
information superhighway. Eleclr@mc scrv:ce delivery is a key Agency initiative and is the
cornerstone of $5A's vision for 2010,

i
INTERNET SERVICES

ocial Security has been a participant on the Internet since 1989, providing statistical
S data 10 educational factitios and other rescarchers. Several 1ssues and challenges
faced the Agency as it considered how to develop Internet applications that were
capable of completing the public’s business. First, the aging z}f the baby boom population
projected large increases in disability and retirement clatms, dzs this segment of the population
aged. Also, as the personal computer use grew in the nation, fhe public expected and demanded
that SSA develop the Iniernet as an alternate channel for conducting business,

¥ Socisl Seeurity 2010 Yisign. S84 Pub. No. 01017, August, 2000,
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Other catalysts in Internet service delivery were the Government Paperwork Elimination

Act of 1995, which required SSA (o provide electronic options 1o conducting busingss by
Getober 2003 and the Information Technology Management Act of 1996, These acts directed
the Agency (o significanty improve the management of its information systems, refocus
informarion technology management 1o directly support mission strategies, establish clcar
accountability for information management, build a greater inleragency support structure, and
gooperate in the use of information technology government-wide,

On May 17, 1994, SSA announced Social Security Online to the public at
hitp:Awww ssagov. Since is inception, Social Security Online bas established itsell &8 one of
the premier government online services, I has buen recognized by such pubiiuii@m as The
Washingion Post, which called Social Security Online “the u%iz:rmzu websie,” PC/Computing
Magazine, which recognized SSA’s wehsite as one of “ 101 Bcs% Net Bets,” amd the Government
Exccutive Magazine website, which named Social Seeurity Online as one of the “Best Feds on
the web,” Team Internet was also presented with a Hammer Award for its efforts,

Since going live, more than 26.1 million people have visited the site, Public uxe of the
services has dramatically grown since 1994, The following chart depicts the growth of vishwors
10 Social Security Online since its launch. .

!

i

Growth Rate of Social Security Online By Year
{service begun §/ l?f%};
YEAR #OF VISITORS | % CHANGE

1994 22212 'i

1995 171,175 | 671%

1996 722,415 ; 320

1997 2,700,518 | 274%

1998 4,921,218 82

1999 9,788,277 i 99%

2000 proj. 14,719,607 : 50%

|

H
SSA issues “certificates of coverage™ for expatriate U.S. workers o document their
continued coverage under LS, Social Security and their exemption from forel gn Socinl Secunty
taxes in accordance with the terms of internationat Socual Sa.{:zmty “totalization” agreenents, In
19935, S8A issued over 26,000 certificates. {This number woa id grow 10 40,000 by the year 2000.)
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In the past, U.S. cmployers requested certificates of coverage via fax, telephone or mail. In 1995,
SS5A began a pilot program 1o allow employers to also requcl%t the certificates over the Internet,
thus becoming one of the first US. Government agencies to offer web-based services, Using the
Internet 10 reques certificates of coverage unproves accumcy by providing automated online data
review and speeds up the issuance of certificates. The pilot proved very successfui and o large
percentage of cenificate requests are now processed electronically.

In response to the fast-growing use of the Internet by the public and major organizations,
both public and private, in 1994, SSA began investigating an enhancemend 1o put the Personal
Barnings and Bepefit Estimate Statement (PEBES) on the Imernet. On March 5, 1997, 88A
hegan testing a new feature in which Internet users could request a PEBES from Social Security
and receive the statement immediately at their personal computers, Internet processing of a
request for o Social Security Statement saves 98 percent of the eost of a statement sent to the
customer in the traditioral manner. This statement, which had been availoble from SSA In
printed form for nine years, has become an important i“ir!anz:i;ai plunning ool for Americuns.

PEBES gives people ready access to important ;}éz‘sa{zai information in Social Security
records, namicly o year-by-year breakowt of a worker's earnings history and estimates of his or
her present and future Social Security benefits, I offers an zm;}mam service to the public by
providiog wage and benefits information which workers and their familics can use 10 help make
financial plans for retirgment. {

Despite the Agency's careful preparations priorto Eaunchzng the enline PEBES, concerns
were raised by the public that S8A had not done enough to pmi{}ct the online PEBES from the
eyes of other Internet Users. Nothing is more important to the Social Security Administration
than maintaining public confidence in the privacy of the personal information that it maintains on
Amcrican citizens, The Agency recognized that the public’s perception about the online PEBES
could undermine confidence in the safety and securily of the sensitive data SSA maintains, For
this reason, on April 8, 1997, Acting Commissioner John J. Callahan suspended the onling
PEBES uniil S3A could get expert advice on what it needed to do to provide this service whilg
assuring stricl protection of personal privacy. In September 199? SSA issued a repost 1o
customers entitled Privacy and Customer Service in the Electronic Age. A further discussion of
[mternet seeurity is found in the subsequent chapter on Program Imtegrity.

Even with the challenges of clectronic service delivery, Commissioner Apiel and Deputy
Commissioner Halter shared a vision that called for SSA providiag a full-runge of Internei-based
services. The Agency adopted and began to implement an aggressive schedule for providing
these services, The Sccial Security website was traesformed from 3 medium for sharing
information with customers 10 an oplion that customers can use in transacting some Social
Sccurity business, Electronic service initintives impicmemc&have improved customer oplions
for contacting Social Security and established the Agency as a leader in the movement toward o
more efficient and effective electronic Goverament, As of December 2000, Social Secusity
Online maintained approximately 15,000 pages for public browsing and downloading. Some of
the Agency’s electronic service delivery achicvements follow



SSA embraced the National Performance Review’s r;:emmmerzéztian 1o expand electronic
commerce for Federal acquisition by conducting ae electronic commerce pilot in 1997, Use of
the Internet and electronic commerce has been expanded in each sub\equem year. SSA posts all
of its acquisition notices and solicitations on its Iuernet hame page, allowing interested vendors
to read and download them. In FY 1999, the $SA discontinied the vears-oid practice of mailing
paper copies of these documents to vendors. Contracting opportunitics are instead announced
exclusively by electronic means. All of the requirements arz:: posted with the Electronic Posting
Service, which will, in the near future, e the one place a vemi@r neads 1o go to see all
Government requirements. Using electronic ¢commerce zneihods is faster and more economical
for SSA—i.e., saving the cost of printing paper copies of solicitation, labeling and mailing them
and maintaining a bidders mailing list. Benefits to vendors who register with the Electronic
Pasting Service include aulomatic emait notification of ?edemi husiness opportunities of inerest
to them. The address of SSA’s Acquisition Home Page is: WWW ssa.govioug/.

In April 2000, Social Security launched an online Retircaient Planner that allows workers
to campute estimates of their future Social Security mzzmmcm benefits, This service allows
workers 10 betier prepare and plun for thelr future financial securzzy The Ageney enhanced the
suite of services available through the online Retirement Piazmer in Octaber 2000 to include
important informution on disability and survivors’ benefits, This new tool (calied The Benefits
Plunner) now contains a Retirement Planner, a Disability Pl anner and a Survivors Planner and
can be accessed from the home page of Social be:curzzy 5 web%zzc The online calculators have
been enhanced to add estimates for disability and survivors benefitx The Agency has also added
an “earnings Hmit" calculator to the Retirement Planner. This femture allows workers to compute
the effect of earnings on their Social Security retirement benefits. The Retirement Planner also
ks 1o the American Savings Education Council’s "Bal lpdra Estimate” worksheet, This link
lots individuals combine their estimates of future Social Se{:urzzy benefits with estimates of
income {rom pensions and savings to sec if their current savings practices will provide for a
camfortable retirement.

In July 2000, in conjunction with the Health Care Finémcing Administration (HCFA),
Sacial Security developed an online application that allows individuals to request a replacement
Medicare card. A user can go 10 Social Security’s website to-access the online application.
Cusiomers enter the requested information and the repl accmenl card is mailed to the address of
record. In the fiest four months this service was avatlable, over 6,000 requests ware processed.

In Qeicher 2000, Social Security rolled out an Internet Retirement Insurance Benefit
application, making it possible for individuals to apply for the:r Sacial Security retirement
benefits over the Internet. Individuals age 61 and 9 months or older, who are ready (o apply for
their benefits and want to use the Internet, may usc this new scrww to complete their application
online. This new service makes it possible for individuals o comptete thesr application for
retirement benefits at their convenience and save a visit or telephone call o their Sociat Security
office. A user can go to Social Security's website to access &lu: application, directions for
completing the application, and an explanation for submmmg the completed form, The
application page provides information on security and privac y. In the testing phase, with &
Hmited universe of potential filers, an impressive S percent of ail filers elected 0 use the
electronic benefit application. |
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Social Secunity is working with partners in the publi¢ and privaie sector in piloting
emerging technologies (o gain experience in their use and effect on key business processes.
These projects include: 1

Electronic Medical Evidence: In anticipation of the requirenients of the Health Insurance
Portability und Accowntability Ace (HIPAA) for special protection of elecironic medical
information, the California Medical Association imitigted a pHiot to test public key
infrastructure (PKI) encryption and authentication for transferring medical evidence in
the medical community. SSA was invited o join thoipilot. The Agency will use PKI
certificates o exchange digitally signed and encrypied medical evidence between
selecied Cahiforma healthcare providers and Social Secunity components. The pilot will
give S85A experience in implementing and testing PRI technology, as well as a promising
tool to address privacy, security, and authentication for medical records. The pilot will
also position Social Security o better respond to chwgcs i medical evidence
requirements brought on by HIPAA | and move the Agcncy forward 1n the electronic
disability intttatives. i

1
1

Channel Convergence: In July 2000, Deputy Commissioner Halter announced the
Agency's partnership with CommerceNet, a naapmf it consortium, 1o (est a variety of
Internet technologies that have the potential to dramaticall Iy enhance customer service.
CommerceNet member organizations worked with SSA to test a variety of technologies
and to develop ways to inlegrate various methods of providing customer service such as
e telephone and the internet. This integration is called channel convergence. Social
Security envisians using Internet services that will allow customers to verbally interact
with an Agency representative while they arc online doing various business applications.
This parinership with CommerceNet allows SSA to learn about new echnologies it a
controtled laboratory environment, and will help the Agency determine the viability of
thase customer service oplions. '

As of December 2000, at the Social Security Admia%siratien} teleservice s the preferred
way for its customers to conduct business, However, as zccht‘zology changes, the Agency realizes
that customer preference wili also change. The reason is {:Iur the Internet 15 growing faster than
all other technelogics before it. Radio was around for 38 }mz‘s before it had 30 nullion listeners;
television took 13 years to attract 30 million viewers; the izzicmcz got there in just four years.
SSA views the Internet as an inegral method of doing business with the American public and
recognizes that particularly for younger Americans, the Internct will be the information source of
choice for most of them. i

|
ELECTRONIC WAGE REPORTING

and Tax Statement) electronically. The Agency receives approximately 256 mithion

Izz 1993, 85A first vasualized a system that would alccept and process Forms W2 (Wage
W25 unnually from approximately 6.4 million cmployen Approximutely 80 pereent
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of these W-25 come 1o SSA on paper, although it is cszimate;:i that more than 60 percent are
prepared using personal computers. In 1993, SSA recognized the growing availability of personal
computers in the privide sector and, in particular, their gz‘ow);:zg use by the small business
community. In recognition of these trends, and to tuke the opportunity (o improve Government
operations and reduce the reporting burden on the private sector, the Agency developed the first
elecronie filing option for submitting W-2s 10 S5A. The C)nitzze Wage Reporting Bulletin Board
Service could be accessed by employers utilizing a personal {:{}mputcr and moder to voluntarily
ransmit wage information 10 8SA clectronicaliy, )
i

The development of a personal computer-based electronic filing option for wage
reporting affords employers with a simple, cost-effective alternatwu that also provides an
ackmwlcdgnen{ that SSA received their transmission, 'I‘hn.dated evidence of their submission
is not currently available to paper filers, and many transmiiers desiring such acknowledgement
pay additional postage costs to transmit their reports by certified mail or other evidentiary
methods. '

In the first year of the bulletin board service’s operation, SSA received 21,276 Form
W-23 from 51 subsmitiers; by the 1995 tax year, this number tnereased 1© more than 477,000 from
over 200 subminers. This innovation saved substantial clerical time that the Agency would have
had 1o devote o processing these same reports on paper. By 1996, SSA began a major
expansion of its electronic reporting options. The Agency successfully received electronically
and processed more then six niillion W-2s in tax year 1996, ffi & million in tax year 1997, and
15.8 midlion in tax your 1998, SSA is currently processing iax year 1999 W.2s. Asof
Septemnber 18, 2000, 43 million W-21 had been received and pmc&bs{?d SSA's electronic filing
process is e year ahead of its goal to .. become operational in tax year 2000 and have the
capacity to support tax year 2000 electronic submiitals involving 40 million Form W-2s." In tax
year 2000, emplovers have the option of filing over the Internet or using value-added networks.
Additionally, State and Federal agencies can file W-2s by conncctlng directly with SSA using
dedicated elecommunications,

Obsiacles relative 10 security and electronic signature :ssues have been overcome by
using the highest level of encryption for adl [nternet applications which include secure sockets
layer and 128 bil encryption. A registration module was developed to enable $5A (o
authienticate the person who is using the system and issue a Pérsonal Mdeatification Number and
Passcode, which is used in lieu of a written staterent. The i&gerfcy will add an option for tax
year 2001 that will permit employers to utilize public key iafrastructure technology 1o further
enhance scourity.

The now Employer Services Online web page went iiv}: on Decomber 1, 2000, This page
offers cmplovers online registration and access to the online wage reporting system for
uploading and checking status of submissions filed over the Internet. Additionally, Inicrnet
connection specifications huve heen developed and are currently being marketed to the software
community for mclusion in theiy wage reporting products.

Elecironic wage reporting has had and will conlinue to have a positive impact on many
aspects of S8A™s earnings sctivities including improved accuracy, improved customer service
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and reduced cost. For example, it costs an employer from $12-$26 to report FormsW-2 1o $8A
on magnetic media, versus pennies to send the same data electronically. Additionally, this
praject has positioned the Agency to accommodate the business communily’s growing ioterest in
filing wage and tax retwns electronically. Tt is estimated that 70 percent of all W-2s filed in tax
year 2008 will be clectronic. This supported the Agency’s efforis to realize workyear savings by
eliminating labor-intensive processes and to provide world-class service,

$SA also moved forward in other areas of electromic service delivery, Oneof the HIA
tnitiatives that SSA committed o in 1997 was to provide canployers with overnight electronic
verification of the Socisl Security numbers of its employees.] Currently, SSN verification service
1 available to employers over the telephone for up to five employees. S8SA can also verify larger
numbers submiited via magnetic media or paper listings, SSA will pilot an electronic Online
Employes Verification Service to test a process that will allow emyployers (o use the Internet with
online screens to key their information in order (o regeive zmmeéwia feedback. Employers wil

also have the oplion to use an overnight service, where they will reccive feedback the niext

business day. This will greatly streamiine the hiring process for employers in the privaie secior,

CONCLUSION

s technology rapidly evolves, the impact on customers is increasingly evident.

Standards of service are constantly being challenged and improved, Customers

are experiencing faster, easier, and more efficient service from private industry
and expect the same type of service from Social Security. Achieving this lovel of service
reguires the Agency to challenge wraditional approaches to business and o imploment new and
progressive ways for customers (o conduet business in the 219 century. Social Security is
committed to providing “best-in-business™ custorrier service to the Americun people, while
ensuring their privacy and the integrity of its programs.
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STATUS OF TOTALIZATION AGREEMENTS

SEPTEMBER 29, 2000

ExHiBiT 1

AGREEMENTS IN FORCE

Legal citations refes 1o the United States Treatics and Other International Agrecments Sevies (UST) and the
Treaties and Other International Acts Servies ( TIAS); both published by the 1.5, Department of State, In the
cose of agreements that have not yet been published in the UST or TIAS serdes, ¢itations are to the Houve of
Representatives Document number assigned when the agreements were transautted to Conpress for review.

DATE OF EFFECTIVE LEGAL
Tky “\ bl ’ﬂ; T o 3
COUN AGREEMENT SIGNING DATE CITATION
o _ i
Agreement on 5ocial My 13,1990 . | Now. 11991 | MR Dog, 10254
Security :
Admnistrative Arrangement
AUSTRIA | for the Implementation of the Jaly 13,1980 Nov. 1, 1991 H.R. Doc. 102-54
Agresment an Socisl Recurnity !
Supplenrniary Agreement '
Amending the Agreement on Oct. 5, 1993 Jan, |, 1997 H.R. Doe. 104-217
Seciul Security
Agreemen oa Soeiad - i =<
Security, with Final Protocol Feb. (9, 1982 duly 1, 1984 TIAS 11175
Adminisirative Agrecment for
BELGIUM  Jihe Implementation of the Nev, 23, 10982 duly §, 1984 TIAS 11175

Agreement on Social Security

Adldivional Protocol 1o the
Agrevment on Social Security

Now. 23, 1982

July 1, 1984

TIAR 11138

CANADA

Agreement with Raspect to
Suial Scourily

Marck 1, 1981

Aug. 1, 1584

TIAS 10863

Admusisirative Arrangemest
for the lpdememation of the
Agreement on Sacin! Scourity

May 22, 1981

Aug. |, 1984

TIAS 10863

Supplemeniary Agreement
Amending the Agrevmoemn
with Beapect 1o Social
Security

May 10, Y3

Aug. 1, 1984

TIAS 10863
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. . . DATE OF EFFECTIVE LEGAL
JOUNT sHEEME s .
COUNTRY | Al NT SIGNING DATE CITATION
Lindersianding and *
Admisistrative Arnngeroent . = .
with the Government of March 30, 1983 | Aug, 1. 1984 [1AS8 10863
CANApA | Quebee \
(Continued) Second Suppiementary
igm"“”“ Amending the May 28, 1996 Octaber L1997 | HER. Boc. 10549
grecment with Respect (o
Suciyl Security .
Agrecment on Social Sceurity June 3. 1981 Mov, |, 1992 TIAS 12105
FENLARD  JAdminisrrative Arrangement
for the Tmplementation of the June 3, 1991 Nov, L, 1992 TIAS 121
Agreement an Social Securizy
Agrecioent on Sociad Seeurity March 2, 1987 | Fuly 1, 1uRd TIAS 12100
s Administrative Arrangement :
FRANCE ot o
Goncerning the Application of Oct, 21, 1987 July 1, 1988 TIAS 12106
the Agrecment oy Social ;
Seourity
Agrevment on Social . , ! . 30 UST 6099,
Seeurity, with Final Protocal Jan. 7. 1976 Bec. 1. 1979 TIAS 9542
Administrative Agreemen: for .
the Impdementation of the June 21, 1978 Dee. 1, 1979 39.USI 6099'
RN : I F1AN U542
Agrecment on Social Becusity
Supplementary Agreement l
Amending the Agresment on Qct. 2, 1986 : March 1, 1988 TIAS 12145
Social Security
GERMANY | Supplementary Qct. 2, 1986 March 1, 1988 TIAS 12115

Administrative Agregment

Sweond Supplementary
Agreement Amending the
Agmeemhent on Soeal Security

March 6, 19458

May i, 1994

H.R. Doc. 104-123

Second Sunplementary
Adstiisirative Agrecoment

March 6, 1UU3

May 1, 1996

H.R. Pha:. 1942123

NOTE: The shove instruoients apply 1o the territory of the former German Democratic Republic

cffeotive Ootober 3, 1900,
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DATE OF EFFECTIVE LEGAI
N' " ¥ J J ' A ok * h o . ‘J -
COUNTRY AGREEMENT SIGNING DATE CITATION
Agreement on Social Security June 22, 1993 Sep. 1, 1004 H.R, Dog, 103-1938
GREECE Admimsizaiive Arrangement
for the bnplemenintion of the June 72, 1994 Sepl. 1. 1984 H.R. Do, 1113-198
Agreoment on Sovial Security
Agreement on Soclal Security April 13, 1942 Sept. §, 1993 TIAS 12117
IRELAND | Administrmtive Arrangomont i
for the Implenwniation of (he April 14,1992 Sept. 1, 1993 TIAS 12417
Agreeown on Sociad Security
Agrecmen on the Matter of 5 25 UST 4203;
Social Security May 23. 1973 ' Nov. 1. 1978 TIAS 9158
Administrative Protocol for " .
the hmplementation of the Nov. 22, 1977 Nov. t, 1978 “?‘US? 4263;
2 o IIAS 0S8
Agreenmwent on Sociul Security !
ITALY Sunp] ary A ) :
Supplementary Agreement on . . »
the Matier of Social Security Aprit 17, 19R4 ? Ian. 1, 1986 PIAS LTS
NOTE: U.S, and haliin officials have agreed (o meet in the near future to begin
negolisting a new agreement to conform the original L.5.~talian agreement more
closely 1o other Social Security agreements the twa countries have concluded.
: !
Agreemant on Social Feb. 12,1992 | Nov. 1, 1993 TIAS 12119
Seeurity
HAUXEMBOURG] Administrative Armangemunt 2
for the lmplementation of the | gy, 1y 97 Nov. 1, 1993 TIAS 12119
Agresmuar on Sogial \
Scvurity i
Agreement on Social Dec.8.1987 V| Nov. [ 1980 |HR. Doc, 100-182
Securily '
Admiisitalive Acrangement "
NETHERLANDS | {07 ¢ Implementation af the Dec. 8. 1987 | Nov. 11980 |HR. Doc 100-182
Agreement on Social
Security :
Pr(st’ocol 10 xfie Agresment on Dec, 7. 1989 i Nov. 1. 1946 Bate i}cf?zm:mm
Sovksl Seowrity : Archives
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DATE OF EFFECTIVE LEGAL
COUNTRY AGREEMENT A I
’ SIGNING ' DATE CITATION
Agreement on Social Security Jan. 13, 1983 | July 1, 1984 TIAS 10818
Administrative Agreement for
the Implementation of the Jan. t3, 1983 July 1, 1984 TIAS 10818
Agreement on Social Seeurity !
NORWAY .

NOTE: Negotiations have been completed on a supplementary agreement to
improve Norwegian benefit rights under the original U.S.-Norway Agreement and to
update and clarify several of its provisions. It is anticipated that the supplementary
hgreement will be signed later this vear.

PORTUGAL

Agreement on Social Security

March 30, 1988

Aug. 1, 1989

TIAS 12121

Administrative Arrangement
for the Implementation of the
Agreement on Social Security

March 30, 1988

Aug. 1, 1989

TIAS 12121

SPAIN

Agreement on Social Security

Sept. 30, 1986

April 1, 1988

TIAS 12123

Administrative Arrangement
for the Implementation of the
Agreement on Social Security

Scpt. 30, 1986

April 1. 1988

TIAS 12123

SWEDEN

Agreement on Social Security

Agreement on Social Security May 27, 1985 Jan. 1, 1987 TIAS 11266
Administrative Arrangement |
for the Implementation of the May 27, 1985 Jan. 1, 1987 TIAS 11266

SWITZERLAND

Agreement on Social Security,
with Final Protocol

July 18, 1979

Nov. 1, 1980

32 UST 2165;
TIAS 9830

Administrative Agreement for
the Implementation of the
Agreement on Social Security

Dec. 20, 1979

Nov. 1, 1980

32 UST 2165;
TIAS 9830

Supplementary Agreement
Amending the Agreement on
Social Security

June 1, 1988

Oer. 1, 1989

TIAS 12126

Supplementary Administrative
Agreement

June 1, 1988

Oct. 1, 1989

TIAS 12126
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DATE OF EFFECTIVE LEGAL
NTRY EEME - i -
cou AGREEMENT SIGNING DATE CITATION
Jan. |, 1985;
— . . - pravisions on
Agreement on Social Security Feb. 13, 1984 totalization hencfits TIAS 11086
effective Jan, 1, 1988,
Administrative Agreement for
the Implementation of the Feh. 13, 1984 Jan. 1. 1985 TIAS 11086
UNITED Agreement on Social Sccurity .
KINGDOM 1

Supplementary Agreement
Amending the Agreement on
Social Security

June 6, 1996

Seplember 1, 1997

H.R. Doc. 105-47

Supplementary
Administrative Agreement

June 6, 1996

September 1, 1997

H.R. Doc. 105-47
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