
CHAPTER FIVE: 

CUSTOMER-RESPONSIVE, 

WORLD-CLASS SERVICE 


Virtually everyone in the nation ha'i been or will become a customer of SSA. On 
average. each workday, ahout 100.000 people visit one of SSA'~ 1.300 field 
offices, over 240,000 people call its 800 number. and over 43,000 people visii its 

Internet w¢h~sitc, Daily, the Agency processes an average of 20,000 initial d~lims for retirement. 
survivor~. disability, and SSI benefits and annually it ensures that more than 250 million earnings 
items are correctly credited to workers' accounts, Millions of Americans rely on Social Security. 
For many people. the Agency and its employees represent their closest conUtet with the Federal 
government. 

Since 1935. SSA has provided reliable and courteous customer service. In fact, in 1999, 
public si.uisfaction was at an all time high with 88 percent of customers rating it!' service as 
excellent, very good or good, I SSA has been recognized as a Govcrnmcnt~widc leader in 
management, planning, and service [0 the American public, In 1999, in onc of thc most 
comprehensive studies of management performance ever conducted, the Maxwell School of 
Citizcn:<hlp and Public Affairs of Syracuse Univcrslty ranked SSA at the top of 15 Federal 
Government agencies.? 

Although the ratings are reOective of SSA's longMterm commitment to customer~ 
rcspon!'ive world-class service, this success did not come without challenges. In an em of rapid 
tcchnological advancements llnd constrained resources. SSA fao;:ed many hurdles in meeting 
customer demands and expectations, Early on, the Agency recognized the challenges facing its 
ability to deliver limeJy. high~quality service to the American pUblic. SSA revised service 
practices ilrid strategies, automated processes, and made technology enhancements to meet more 
demanding cuSlomer needs, and move SSA into the 21 S( century, 
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NATIONAL PARTNERSHIP FOR REINVENTING GOVERNMENT 

On January 21,1993 at hi;;: inaugural address, President Clinton pledged to "make 
our Government a Government for our tomorrows, not our yesterdays," On 
September 7. 1993, Vice President Gore issued 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 initiative;; to guide Federal ngcncics in 
making service improvements that the American public would notice. and made 384 Govcmmcnt­
wide and agency-specific recommendations on how operalions could be improved, The NPR 
later became the National Partnership for Reinventing Government The Government-wide effort 
to implement and track the hundreds of recommendations made by NPR became known as 
"REGO I." 

At the same time, with Executive Order (E.O.) 
12862, "Setting Customer Service Standards;':> Presidenl 
Clinton caUed for a revolution in customer service, 
mandating that federal agencies deliver s¢Tvices equal to 
the best in business. The E.O. eSHlblished the principle 
thai govcnunenl must be customer-driven, and outlitled 
specific actions that each agency should take. One month 
after rhe release of the NPR repon, Shirley Chater was 
named Commissioner of Social SecurilY. Under her 
leadership, Ihe Agency embarked on a course to achieve 
significant and noticeable improvements in service 
delivery and to raise Ihe bar on customer service 1n 
recognition ofSSA's eHorts. on June 6,1994. Vice 
President Gore visited SSA 10 personally present the 
Agency's first Hammer Award. Since then, the Agency 
hm~ been honored with 81 Hammer Awards. 

CommhnlionOf Shirley Chpter wit" Vice-
In December 1994, President Clinton asked Vice Prosident Gore at Hammer Awards 

President Gore to conduct a second review of agencies to Ceremony 

identify opportunities to improve Government programs. On March 23, 1995. President Clinton 
issued a memorandum to all agencie.>; kicking off "Phase 11" of the Administration's rcinvcnling 
government initiative. In this second phase, 01' REGO II. the efforls. emanating from E,Q. 12862 
and the NPR initiatives in 1993 were to be continued and intcgmted with other restruclUring 
activities. On September 7, 1995, Vice President Gore released the publication, Common Sense 
Government: Works Better & Costs Less. This publication described the impaCt of reinvention 
on the Amt!.rican people and their Government and presented new recommendations for 
Government agencies. 

,1 BxcclIlivc Order 12!l62. "Setting Cmlomcr Snvice Standards," Scplcmiwr 1 L 199~, 



(0 1997, the Administration wanted to define what it expected to accomplish during the 
four years of the second terln. In addition to the iniliatives outlined HS pan of REGO I and 
REGO II, Vice President Gore asked 32 federal agencies (including SSA) with Ii high degree of 
lntcruction with the American public to undertake an ..\sscssmenl of Agency gmlls and 
commitments. These 32 agencies, called high impact agencies (HIA), employ 1.4 million of tbe 
1,8 million Federal employees and directly affect 90 percent of Americans. HIA leaders were 
ao.;kcd to make commitments to the American public 10 achieve some specific. highly visible 
customer :cervice improvements by September 2000. The service commitments were to he 
signiiicanl, concrete, measurable, and meaningfuL A tcam of Agency executives collaborated 
over the course or a couple months and developed a package of service commitments 10 the 
public that was delivered to the NPR in August 1997. Kcnneth Apfel was confirmed as 
Commissioner the following month and led the Agency in realizing these service improvements. 

While customer service hw; always been a lOp priority for SSA, the impact of the NPR 
recommendations and the HIA iniliatives W3S the cornerstone of numerous clistomer service 
improvements thai SSA made during the Clinton Administralion. SSA's efforts to improve 
customer service, however, began even prior to the NPK 

When the NPR was formed in March 1993. SSA was alrcildy activciy involved in several 
cUSlomer scrvice initiatives. Foremost among these were the development of a Service Delivery 
Plan and the solicitation of customer input 10 validate the service objectives in SSA's 1991 
Agency Strategic Plan (ASP). When the ASP was released In September 1991, SSA received 
two maJor criticisms from the General Accounting Office (GAO) and others. Tbe first was 
faillng to define the process and organizational changes needed 10 achieve the service delivery 
vision descrihed in the ASP. The second criticism \vas failing 10 solicit direct customer input on 
the service objectives in the ASP. Tbe report maintained that these objectives were not based on 
what customers expected. but on what SSA hoped could be achieved. 

When the NPR repurt and E.O. 12X62 were issued, the Agency knew there was room for 
improvement. To comply with NPR's directive and address GAO's criticism of the ASP, in 
November 1993. SSA conducted a series of focus group discussions with beneficiaries and the 
general public to gel direct feedback. SSA conduclcd 12 focus groups in six cities to help 
identify the broad choices and level of services that customers expect. Two of the;;e groups 
consisted entirely of non·English speaking participants. 

(n December 1993, SSA executives dropped proposed organizational changes from Ihe 
Service Delivery Plan, deciding thai process change should precede organizudona! change, 
Using feedhack from the cus.tomer service focus groups, the plan evolved into a discussion 
paper, "Denning World-Cla. ..s Service al SSA." SSA used tbis paper to initiate ~l dialogue with 
stakeholdcls and employee groups about the definition of worid-class service. thc barriers thaI 
existed 10 providjng sllch service and recommendations for overcoming the barriers. SSA begun 
by surveying internal and external customers, posting service standards, establishing a forum for 
customer complaint~ and benchmarking standards against the best in business, 
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SURVEY FRONT-LINE EMPLOYEES ON BARRIERS 


Snordy after the release of NPR's report. SSA 
planned a strategy for gatherjng employee 
opinions about the barriers that exist to 

achieving world-class service and ideas on how 10 remove 
such harril;!''', In the spring or 1994, a questionnaire was 
given to all employees asking them to rate each of 35 
specific characteristics of world· class service identified by 
beneficiaries and the general public in focus groups. The 
more than 17,500 questionnaires that employees answered 
and returned represented a 27 percent response rale. 
About 2.500 employees all over the country abo 

"I am extremely proud of our 
employees. SSA has always 
had world-class people and, 
with their help. we are now in 
the process of ensuring world­
class service for the people of 
this country." 

Commissioner Shirley Chater. 
9/2/94 OASIS 

participated in cross-component group discllssion sessions conducted in collaboration with 
SSA's unions. The purpose of Ihese sessions was to obtain more detailed feedback than was 
possible through the questionnaires. By providing employees a forum to think in non-traditional 
ways with individuals from varied pans of the organizauon, ideas were generated thai may not 
have been identified individually. 

This effort was important for several rCl1,..;o!1S. First, it starled the Agency thinking about 
what world~cJas~ ~ervice meanl and how to gel there, It provided v~duuhle insight about barriers 
10 world-class service that helped shape SUbsequent planning effons. And finally, it set the stage 
for future initialivcs that, over time. helped the SSA organization evolve into a cultUfC that 
emphasized world-class service and worked to make changes that helped eliminate barriers to 
such servit:c, 

SURVEY CUSTOMERS 

Sinee 1984, SSA had been using foclls groups and surveys to "listen" 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 needed to. improve its listening capacity. In 1996, the Agency decided that expanding the 
feedback it collected and enhancing the way it was collected would provide importanc 
information-information to better determine how well customers were being served and ensure 
that the Agency was making informed decisions regarding service to the public. 

Also in 1996, the Gfikc of the Inspector General began a s.ludy 10 catalogue SSA's 
efforts to monitor its service to the public and to identify monitoring gaps. In a cuslomcr 
s3tisfnction report, released in Oclobcr 1996.4 OlO (ound that there wa, no formal process for 
coordinating survey::;, focus groups, and other customer feedback mechanisms within SSA. OIG 

Ome.., nfih:: 11ISPCClHf General Evaluation Report - Tcsi "fSatisfaction Scales. A~!l2~9h·02204, fA.:tohcr 23, 1996. 
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recommended that SSA take acllon to better coordinate its data activities and to nHlke sure each 
activity had a specific purpose that integrated inlo II larger scheme, 

So in late 1996, SSA hired a consultant with expertise in market research and analysis 10 

advise the Agency about highly efficient and effective daw collection tcchnique:-;, The objective 
was to develop a better-coordinated and more comprehensive program based on "state-of-the­
art" thinking about the collection of infonnation. 

The consultant wid SSA that it was not collecling information from all major customer 
groups. The consultant identified 10 major cus.tomer groups on which SSA should gather 
information. The consultant also said that there were two other ",egmenls that had a critical 
impact on the Agency's service delivery, and tbat information was also needed from them­
major stakeholders (such as business partners. the Congress, and advocacy groups) and SSA's 
workforce, 

An inte-r-componcnt team of senior staff. SSA's unions, and man;lgement associations 
considered the consultant's recommendations and used them to dcvelop: a new data collection 
program ror the Agency. In February 1998. Commissioner Apfel approved this new progl'am. 
called the Market Mea..urcmenr Program (MMP), 

The MMP includes a variety of data collection activities that. taken together, give SSA 
tbe information it needs to fully understand its market SSA's market is its customers, 
employees, and stakeholders. The MMP consists of data collection activities lailored to c~\ch of 
Ihese segments. The information that is gathered from all the vadous data collection activities is 
then m<tde available to all employees, SSA has in place an electronic, central repository of all 
data collection final reports, called the Market Measurement Program Clearinghouse, located on 
its Intranet. Employees can instantly access the information u"iing an index or key word search. 
Easy acccs;;ibililY to data helps ensure the Agency considers customer information during 
Agency planning and decision~making. 

In March 2000. Commissioner Apfel released the report. Gathering and Using Customer 
(n[oonation to lmprove Service to the Public, The Agency believes the MMP is a step in the 
right direction and provides a solid foundation for keeping up-Io-date aboul service needs, 
expectations, and satisfaction. SSA is USing the data it collects to help determine the service 
enhancements nceded to improve customer satisfaction. Improvement initiatives and new 
service strategies arc discussed and approved as part of the slf<lIcgic planning process, 

POST SERVICE STANDARDS 

E
.o. 12862 directed all Fedeml agencies 10 "survey cuslOmers 10 determine the kind 
and quality of services they waut" and to "post service staodaros:," However, prior 
10 the release of the E.o', SSA had already reached agreement witb NPR to post an 
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interim set of customer service sl<lndards tbat were published in the September 1993 rcport,5 
SSA agreed to post the standards while it continued to work on a more comprehensive set of 
custOmer driven service standards, 

SSA and OtG had undertaken a series of customer s'ltisfaction surveys and special 
studies prior to 1993, The Inspector General's repol1 showed Ihat customer satisfaction had 
faJleu four years in a row due to longer waiting times in offices and increased prohlems in 
reaching someone on the phone.6 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 wait 10 be seen by a representative in one of the field offices or 
how long they were willing to wait to get through to the 800 number if their fIrst attempt resulted 
in a bu~y signal. Therefore. SSA needed a survey to glean more specific information about 
customer ~xpc<:tations. 

In March 1994, SSA mailed comment cards to 22.000 customers and completed 4,000 
additional cards by telephone interviews. The survey infonmllion was gathered to help validate 
the customer service objet:tives in the ASP and to respond to E.O. 12862. This was SSA's first 
survey that asked customcrs direclly about Ihe levels of service they expected. SSA asked 
customers to define what good scrvice mean! to them for timeliness issues, such a" waiting in 
field offices, ciuims processing, earning,:; postings and corrections, SSN applicalions, and 800 
number calls. The results were used to help define specific numeric swndards such as how soon 
aftcr applying could a customer expect 10 recclve a new or replacement Social Sccurity card. 

Aller feedback from the Executive Siaff and discussions with NPR, Commissioner 
Chater made final decisions and the customer service standnrds were published in September 
1994, The standards were also widely circulated in a brochure. Putting Customers First Known 
as "Social Securily's Custonlcr Service Pledge," thc.<;c standards are still in usc today and posted 
in all offices, 

The customer service standards published in 1994 were not intended to represent all thal 
SSA was doing. or needed to do, to provide world-class service, Rather. they were limited to a 
number of ~pedfic comm.itments the Agency was mnking to address some of tbe important 
aspects of service thai had been identified in customer. stakeholder and employee surveys. 

PROVIOE A MEANS TO AODRESS CUSTOMER COMPLAINTS 

I
n March 1996, the Naliomll Performance Review released ill" Federal Benchmarkjng 
Consortium Study Report on Best Practices in Resolving Customer Complaints, That 
:ltudy examined the complaint systems or cleven private and public organizations and 

found that Ihe systems shared several common characteristics. Among otber things, these 

, 
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organizations made it easy 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: . 

• Makc 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 Commissioner Apfel and the union agreed that SSA's system 
should capture compliments and suggestions, in addition to complaints, and it should document 
feedback not only on service issues 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" (for 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 Security offices, in 
Headquarters and throughout the field. During the pilot, SSA planned to conduct a continuous 
evaluation to 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 effectiveness and employee and customer reaction. 

BENCHMARK CUSTOMER SERVICE STANDARDS AGAINST 

THE BEST IN BUSINESS 


E
,O, 12862 states, "The standard of quality for services provided 10 the public shall 
be: customer service 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. 
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Also in 1994, representatives of nearly two dozen Fcdera! agencies met to initiate a 
cooperative effort to benchmark customer calling Government-wide. NPR spearheaded the 
consortium, the first of many benchmarking consortia studies that NPR would lead, SSA, thc 
Bureau of Census. and the IRS were asked to lead the study. The benchmarking teams visited a 
number of "best in business" privale companies, induding American Express, AT&T, GE. the 
Saturn Corporation, and USAA to learn how they managed and operated {heir 800 number call 
centers. They "poke with company ex.ecutives, received advice and demonstrations of telephone 
and compmer systems hardware and in-house software, reviewed copies of performance reports, 
and saw first hand how the best call centers operate. 

In February 1995, the consortium issued lts final report, Serving the American Public: 
Besl Practices in Telephone Service, The information and resuhs from this study were used to 
secure Agt:ncy~lcvel commilments to improve service and simplify procedures. SSA parlayed 
the telephone benchmarking erfort and subsequent service improvemenls into a real success 
story, 

PROCESS CHANGE AND TECHNOLOGICAL ENHANCEMENTS 

S
SA IS faced with a rapid pace in technological change that will have a profound 
impaci on both its cilstomCl1" expectations and it~ tlhility to meet those 
expectations. The teChnological infrastructure will continue to evolve at a brisk 

pace; il wiH become faster. beuer. and cheaper, While advancing technology offer:-; SSA a 
tremendom opportunity to increase accc-')s to and improve the accuracy. timeliness and 
cOnvenience of its service to the public, it also prcsents challenges. SSA began to restructure 
business processes to make effective use of new technologies in order to meet future needs of 
customers, 

Technology will nol replace employees or the in~pcrson ~crvice for those customers who 
require or prefer more personalized service. Technology is the toot that allows the Agency to 
provide the same high level of service to all customers no matter whether they choose to conduct 
business with SSA in person. over the telephone. oj' through other electronic means. 

NA TlOHAL 800 NUMBER NETWORK 

B
eforo the National 800 Number Network ("800 number") was implemenled in 
October 1988, public service in the Social Security Administration was 
traditionally delivered in person, face~lO~face in its network of field offices. 

Increusingly. ~IS the public began to usc the telephone to conduct day-lO~day busines.s with 
private organizations and Governmcnl agencies, SSA began to develop methods. to improve the 
service to both thosc who chose to visit an office and those who chose 10 use the telephone. 
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To improve services 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 
efficient method of providing improved overall telephone service for field offices on non­
complex issues. Over time, the name for SSA's answering sites changed to telescrvice centers 
(TSC). The initial answering sites provided local service to approximately 50 percent of the 
national population and served as the infrastructure for the national 800 number implementation. 

TcJcservice became a major vehicle for delivering service to the puhlic 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 field office. Sincc SSA began the HOO 
number, the public has shown an increasing desire to use the telephone to conduct business with 
SSA. As a result, 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 
meet the c<.lll demand. Access to the service W<.lS not up to public expectations. Customers 
experienced busy signals and long waits on hold; however, when they did get through to 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. agencies 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 employees. 

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 policies and procedures and enhanced 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 staff 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 
ROO numher 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 pfClvided automated telephone services to allow the puhlic to conduct some transactions 
with SSA at anytime of the day or night. 

186 



In September 1994. SSA announced its new CUStomer service standards based on inpul 
from the public. Included in these standards was a pledge that calls to the BOO numhcr network 
would be answered within five minutes of the firsl try. In 1995, however, more lhan 48 percent 
of the people who called the 800 number got a busy signal, and only 72 percent of the callers 
were able to reach ;m opcmtor within t1 ve minutes of their finH try. 

Clearly, SSA was a vlclim of its own succe$S. The purdie liked Ihe 800 Number and used 
it to conduct more of their business with SSA. From 1992 to 1995. the volume of calls increased 
from 36 million to 53 miUion, D\lring this same period. the number of representatives assigned 
to Ihe 300 number network declined by about 400 because of reduced staf11ng allocations and 
mandated ceilings which dra-':lically limited the amount of hiring th~lt could be done, Clearly, an 
innovative plan that went beyond merely hiring more TSRs was needed to improve telephone 
accc!'s. The puhlic demand for expansion and improvement in SSA's 800 number compelled the 
Agency to examine its organizational ;.<tructnre, 

REMISSIONING 

SSA operated three data operations ccnte~ (DOC) in Wilkes-Barre. Pennsylvania, 
Albuquerque. New Mexico and Salinas. California. These centers performed 
primarily data entry work using optical character recognition scanners and manual 

keystroke data entry terminals 10 process annn!!l wage reports. In May 1993. SSA replaced the 
22-year old dateJ entry equipment used in the operation centers. which allowed it to consolidate 
all DOC workloads into ihe Wilkes-Barre site by the end of 1995, This meant {hat a staff of 
more than 600 people would be left wilhout a mission beyond 1995, SSA needed to deal with 
the changes created by automating the annual wage reporting process. 

SSA initiated il dialogue 10 determine the fate of the Albuqucrque and Salinas DOCs that 
involved examining their mission, assessing tbe staffing llnd Glher resource requirements that 
would be available to $UpPOJ11hat missinn, and determining lhc performancc requirements Ihal 
must be met in the future. Input from all sources, including employees. the union, local 
communities and management and planning stoff al SSA was considered. 

It was apparent that the greatest Agency need was for more capacity 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 technic'il aspects of SSA 
programs. It was not clear whether the program service center 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 lhe COStS, in 
February 1994, CommisSioner Chnter announced the decision to "remission" the Albuquerque 
and Salinas DOC.. to become telcscrvice 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 employees 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 
benefit 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 different. 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 facilities management. Even these positions had to have some orientation to the 
new organizational structure and training on some new duties. The vast majority of employees, 
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 apprehensive about whether they had the ability to even do the 
teleservice representative job, and effectively deal with the pUblic. 

Management met formally with the staff to 
"Our work careers will changeoutline remissioning plans, provide status on progress, 
for the rest of our lives."and train employees on the steps they had to take to 

move into the new organization. Management also met 
DOC Emolovee 

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 to DOC employees. While these communications were 
originally intended to benefit the employees, management soon learned that these interactions 
often provided valuable information and ideas that they could use to ease the transition. 

Management entered into formal negotiations with AFGE in January 1995. The 
implementation efforts continued during the negotiation process since areas of disagreement did 
not directly affect the site preparation, training and work assignment activities needed to move 
the rcmissioning effort forward. All issues were resolved and a settlement was reached allowing 
SSA to move forward in completing its implementation plans. The first calls of the Salinas TSC 
came through on May 15, 1995. 

The DOC remissioning effort went smoothly because of the excellent cooperation and 
coordination within SSA and between management and the unions. This proved to 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 these sites provided 
promotional opportunities for several hundred employees. Because of the remissioning effort, 
SSA operated five telescrvice center mega-sites that employ 200-600 reprcsentatives each. 
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As a direct rcsull of this effort. 800 number 
accessibility signilicaruly improved. Busy rates went 
frorn48 percent in 1995 to 7 pereen! by 1997, after new 
process improvements were put Into place, In 1997, as 
part of the HIA initiatives, SSA established an ~ccess 
rute gool that 95 percent of callers would get through to 
the 800 number within five minutes of their first attempt 

"They taught me about the 
forms and the situations, but 
they didn't tell me it would be 
so .atisfying to help people," 

New TSC Representative 

and that 90 percent of callers would get through on their first attempt. In FY 1999. the Agency 
served 95,8 of callen; within five minutes. Callers reached SSA on their firs-t attempt 92,9 
percent of the time. That year, 90 percent of cullers rated the courtesy of {he Agency'.'> 
tcleservice representatives as good, very good, or excellent. But because 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 to 92 
percent and Ihe first uncmpt rate from 90 percent to 86 percent. 

Since the 800 number wa::. implemented, SSA ha<; made many Changes and enhancements 
10 improv~ the level of service provided through it. One of the many challenges the Agency 
faces is that [he rate Jt whlch calls contc into thc National 800 Number Network vade." hy day, 
week and month. The busiest day i.'> Munday or the day following a holiday, with Ihc !lumber of 
calls decreasing throughout the week, The first week of the month, the week checks arc issued 
to most beneficiaries. is the busiest, with the number of calls decreasing weekly throughout the 
month, While call volumes are heavy throughout the year, the network was generally busier the 
first three months of the calendar yeaL The public conlinued to follow this calling pattern, 
despile attempts to encourage them to call at other times, In an effort to reduce heavy call 
volumes at the beginning of the month, in May 1997, SSA implemented payment cycling of 
monthly bencfit$. 

PA YMENT CYCLING 

H istorically, recipients of OASDI hcncfilS and SSI payments were paid in thc first 
few days of each month. Monthly henefits w~rc paid to all OASDI bcneficiaries 
on the Ihird day of each month, and to all 55! recipients 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 benefit payments to the discretion of the Commissioner of 
Social Security, it was SSA's longstanding admini!qrative practice to make payments on these 
day'. 

SSA's practice of paying 45 million hencficiaries wilhin the first Ihree days of each 
month resulted in a large surge in the Agency's work during the first week of each month, This 
sorge included a large number of visitors to field offices and calls to the 800 number 10 report 
non~receipl of a check, question the untount paid. or ask about mhcr payment-related issues. 
Approximately 9 percent of all calls during check week concerned payment delivery, compared 
to 3 percent during the rest of the month, SSA was concerned that. in the next 25 years. wHh the 



prospect of about 75 million beneficlarie:;. all receiving their payments on single days, there 
would be a serious deterioration in the Agency's level of service to the public, 

The rclease of all OASDI and SSI payments on single days also had an adverse effc(,:t on 
certain sectors of the economy. Based on meetings held with representatives of the banking Hod 
business community. the Department of the Treasury, the Federal Reserve Board, and the U.S. 
Postal Service, it was clear thm the large, oncc-aRmonth OASDJ and SSI payment liIes were 
cfCating many problems. These agencies had to hear the expense of providing sufficient 
resources and processing capacity to deal with SSA payments, as they Ilowed through the 
nation~!1 payment system at the beginning of each month. This level of resources and processing 
capacity was not needed throughout the remainder orthc month, 

Equally significant was the growing operational risk that wu!' associated with SSA's 
payment pattern. Representatives from several large finundallnstltutions indicated that when 
the Social Security direct deposit p:.tymcnt file becamc av:.tilable for processing from the Federal 
Reserve Board, they SlOpped all other husiness and devoted their entire operation to ensuring the 
file was processed quickly and accurately, Because of Ihe inordinately large number of 
payments involved. these institutions had to ensure that nothing would go wrong as the file 
passed through the national puymcnt system and was deposited Into individual customer 
account!', Any event that adversely uffccted the operational cupw:ity of Treasury, the Federal 
Reserve Board, or a large financial institution in the one to four-day window prlor to the third of 
the month could result in (he delay or non-receipt of literally million); of Social Security benefit 
payments. In turn, this potentially created a hard!'hip for SSA beneficiaries. 

Prior 10 implementing payment cycling. SSA conducted len focus group meetings at five 
locations around the country to solicit comments and obtain reaction from the publie to cycling 
payments 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 group". The overwhelming consensus of opinion from the 
public and among all stakeholders who pUl1icipmcd was that SSA sbould implement some form 
of payment cycling. 

In order 10 improve service to the public, both now and in thc future, SSA spread the 
payment of OASDJ benefits throughoul tht~ month. rather than continuing to make aU benefit 
payments on single days at the beginning of tile momh. It established several additional payment 
days (Lc .• second, lhird and fOllrth Wednc."days) for each month, The payment day. or cycle. on 
which a beneficiary is paid generally will not he changed, so that if you are paid on the sccond 
payment day in one month, you wiH be paid on the second payment day in each succeeding 
month as well. This approach, SSA termed "cycling of payments," levels the workload peaks 
associated with SSA 's pa~t pmctiee of paying all benefits on (he same day. This schedule 
alleviated to the maximum extent possible the Monday workload pe:.tk experienced by SSA'$ 

800 number :md field offices when the payment day falls on Friday, Saturday. Sunday or 
Monday, which occurs more than half of the lime. Leveling the Sociul Security payment files 
through cycling help~ prevent operational risk and resulting hardship. 
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SSA implemented payment cycling prospectively only for new OASDI benefidurie~ 
whose claims were filed. on or after May I. 1997. Payment:.. to current beneficiaries were nol 
cycled, as they were already in the established pattern of receiving their hcnef1ts on the third of 
[he month. As of August 2000. there were approximately two rnilHon payments being made on 
each of Ihe three Wednesday!, and the number of payments on eaeh Wcdnesdtty was gl'Owing ut 
the rate of appl'Oxirnately 600,000 payments annually. By 2010. SSA '5 Office of the Actuary 
project!' there will be Il million payments being made on each of tbe Wednesday payment days 
(al that time there will still be 20 million being paid on the thjrd of the month). By 2020, when 
much of the baby boom generiltion htls retired, the number of beneficiaries being paid Ht the 
beginning of the month and on each of the three Wednesday payment days will be approximately 
equal. 

The benefits 10 society of implementing payment cycling arc potentially significant 
Cycling will benefit members of the public in that tbey will have better access to SSA services, 
including shorter waiting times in field offices and when cillling the 800 number. as SSA's 
workloads increase in the future. Cyding will benefit the business and banking communities in 
that they will be better uhle to utilize their resources throughout the monlh. processing Social 
Security payments on 3 weekly hasis. Cycling will also reduce the risk involved in processing 
large once-a-monlh files. 

[f SSA continued to pay all bcneficiuric.-; on single days once a month. its service to the 
public could have deteriorated. The adverse impact that the oncc-a-month payment .. had on the 
bu~ine~s and financial communities would have continued, as would the growing operational risk 
that goes along with proces ..ing ul! benefit payments at one time. However, !>ince culls and visits 
associutcd with receipt of the monthly bene lit payment were distributed throughout the month, 
rather thun concentrated in a few duys. there were shorter waiting times for SSA customers. 

Shorter waiting times and completing business transactions al the initial point of contact 
were two arcas where customers indicated that SSA could improve its service. Payment cycling 
grcully reduced the waiting times to customers calling the SOO number at the beginning of the 
month. An immediate claims taking process allowed SSA customer to complete mmsaetions at 
the initial point of contact. 

IMMEDIA TE CLAIM TAKING OCT} UNITS 

I

II November 1998. SSA began 10 pilot an "immediate claims" 

service option that enabled customers whQ call the 800 number 
to file a claim for reHrement or survivors benefit!' at the time of 

their call. without having to schedule an ilppointment or visit their local 
field offices. SSA had always: offered immcdi3tc churns laking service for 
customers who visit or call a field office. when the offices hilvc the 
capacity to provide immediate service. With ICr. customers who prefer to 
do husiness with SSA through its national 800 nlllnbcr were given the 
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same Icv,':l of access to its services. The ICT option c1o:-,ed an existing service gap .md incrc':lscd 
customer choicc. 

Thc originall'Copc of the JCf initiative was as follows: To establish a process!>o that hy 
September 2000, SSA would he able [0 take claims for retircmenl or survivor benefits 
immediately over the phone. provided the caller had [he information needed and eJecteu that 
oplion. This. definition underscored the facl that ICT is a service option that customers can 
voluntarily elect or decline. The leT option was not intended to eliminate altcrnative methods of 
filing an RSJ claim, but to supplement them. 

The leT initiative supported SSA's goal of delivering CUSlot11cl'~responsive. world~chLss 
:servicc. It also supported the Agency Strategic Plan and Government Performance Imd Results 
Act performance Objectives, As outlined in the ASP, SSA determined the general preferences of 
customers through extensive customer survey activities. Two major themes thaI emerged 
through this process were: (I) customer salisfaction is higher when customers nre able 10 reach 
SSA by tctefhone nn their first try. and (2) customers want their busines~ to be completed in one 
call or visit. 

The project objective was to make the leT service available [0 all SSA customen-o by 
September 2000. SSA decided to meet this commitment through an incremental approach in 
order to gauge public demand for the service and to determine the resource implicalions. The 
incremental approach includcd pilots designed to gather daHl for use in determining the public 
demand, best procc.ss, and technology required to mcet the projec! objective, 

The overwhelming success of the leT pilot supported 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 
customers who had an opportunity to file un immediate claim elected to do so. Arter extensive 
laborJmanagemem negotiations, a Memorandum of Unde(~tanding was signed in April 2000 [hat 
opened the way for national rollout of the leT servicc. 

The leT service increased customer choice and supported SSA's goal of completing 
transactions at the first point of contact. After piloting reT successfully in selected locations. 
SSA implemented a phased expansion of the new process. On September 25. 2000, Ihe Agency 
completed Ihe final phase of the expansion and began offering the lCf service nationwide. 

In addltion to the JeT unils. the 
E/ Seguro Socia/ 1/""" serv/clo le/efon/co 

automated services platform has also b<;cn gratis para proveerle Busted con una 
expanded and improved, impacting positively manera facit y canvenlente de tramitar su 
on custonter access and satisfaction because asunto de Segura Social. 
it reduces (he number of calls that have to be 
handled by an agent and increases the number of calls tbat Can bc hundled to completion. Over 
the years. SSA has continuously updated and added more services through its automated 
platform. The lise of automation allows SSA to provide customer service 24 hours a day, seven 
days a week. In 1997, SSA added automated services in highly populated Spanish-speaking 

1K(:-cping the I)romhc, Agency Stf!llcgie Plan, 1997·2002, page 7 . 
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communities. Callers from these parts of the country can :onduct business in Spanish via 
automation. 

SSA also capitalized on technological advancements to improve service to 800 number 
customers. In 1999, SSA implemented "next available agent" call routing software, which 
allows for more efficient routing of calls and usc 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 achieve its payment and service accuracy goals as described in 
the Agency Strategic Plan. Experience has demonstrated that using the computer hased help 
screens increases agent efficiency as well as response accuracy. 

SSA is 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. 

TOTALIZA nON AGREEMENTS 

m \\\ ,,' \\\ ta ~ 


SSA maintains international Social Security agreements with several foreign 
countries. These agreements. often called "totalization agreements." have two 
main purposes. First. they eliminate dual Social Security taxution, 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 earnings. Dual Social Security tax liability is a widespread 
problem for U.S. multinational companies and their employees because the U.S. Social Security 
program generally covers expatriate workers. This extraterritorial U.S. coverage frequently 
results in dual tax liability for the employer and worker since most countries impose Social 
Security contributions on anyone working in their country. The same situation exists for workers 
from other countries 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 
to maintain [he coverage of as many workers as possihle under the system of the country where 
they arc 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 uther 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 benefit;.; from one or both countries, because they didn't work long enough 
or recently enough to meet minimum eligibility requirements. Under an agreement, credits in 
both countries can be coumed tn meet those minimum requlrcmems. The United States pays 
about $12 million in monthly benefits 10 about 80,000 individuals who would nol have qualified 
without tr.c agreements. SSA' 5 agreement purtners were paying similar amounts to individuals 
who would nol have othefVt'ise qualified, 

Prior to 1993, SSA had totalization agreement" with 14 countries (Atlstria. Belgium, 
Canada, Finland, France, Germany, haly, The Netherland;.;, Norway, Portugal, Spain, Sweden, 
Swilzerland and the United Kingdom), In 1993. two new U.S. Soci.!.] Security agreements 
entered into force: the U,S,-Ireland agreement on September 1 and ihe U.S.-Luxembourg 
agreement on November I, 

President Clinton transmitted the U.S.-Grcece Social 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, Emhassy in Athcn:-., J~lmes Wliliml1s. und the Greek Minister of Health, Wcrfare, and 
Social Security. Dimitrios Sioufa.<;, All U,S, Social Security agreements musl be sent to 
Congress for a review period of 60 ;.;ession days before they can become effective. The U.S.­
Greece agreement, which entered in10 force on September J, 1994, was the J7lh totaliz.ation 
agreement for the United States. 

Although the last new agreement was 
implemented in 1994, SSA continued to be active in the 
international agreement arena. From 1993 through 2000, 
SSA hosted or attended 10 post-implementation meetings 
witb its agreemcnt partncrs. The purpose of these 
mectings Wll" to assess how well arrangement!> made at 
the initial implementation meeting were working, to 
di!~cuss issues of mutual concern and, in general. to reach 
agrecment on the most efflcicnt and practical methods for 
exchanging information and processing claims from its 
shared clientcle. SSA also implemented supplementary 
agreements. revising the previously concluded 
agreements wilh Austria, Canada, the United Kingdom and Gemumy. Thc,;.;c supplementary 
agreements. s.implify Ihe administration of the agreements and ex:lend addilional benefit rights 
under the foreign Social Security system;.; to U.S. citizens and residents. 

In April 1998. following a Slate visit to Chile, President Clinton and fonner Chilean 
President Eduardo Frei issued ajoint communique committing both coumries to explore the 
mutual henclirs of a totalization agreement This served as the itnpelU!\ for the subsequent 
successful negotiation of an agreement with Chile. the first such agreement with a South 
American counlry. On Febmary 16,2000. the U.S. Ambassador to Chile, John O'leary, and the 
Chilean Aeling Foreign Minister. M.triano Fernandez, signed the U.s.-Chile Social Security 
Agreement and a related ndmioistmtive arrangement for implementation of the agreement. The 
following month on March 13, U,S, Secretary of State Madeleine Alhrighl and Korea Foreign 
Minister Lee Joung-hinn signed the U.S.-Korean Social Security agreement in Washington, D.C. 
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Dcpuly Commissioner of Social Security WilHam A. Haljer and Korean Emhassy Economic 
Minister Hyuck Choi signed the rdated administrative arrangement at the same ceremony. 

President Clinton transmitted both the U,S,-Chile and U.S.-Korea agreements to Ine U.S, 
Congress for a 60-scssion-day review period on May 22, 2000, with implemenfalion of both 
expected in the firsi half of2001. The signing ofthesc agreements was par<tOlount in that they 
marked the beginning of expansion of lotalization imo South America and Asia, Until that rjmc. 
with tbe exception of the 41grecment with Canada, all agreements had been with European 
countries. 

SSA estimated that. widel' the 17 agreements in force at the cnd of 2000,8 some 39.000 
U.S. workers assigned abroad were exempt, along with their employers. from S700-750 million 
in foreign Social Security taxes, The estimated amount of U,S. SOl'ial Security tax from which 
foreign workers and companies are exempt was subsHlOtially less, about SI65 million a year. In 
addition, these same 17 agreements permit nearly 80.000 persons to receive a lotal of about $144 
million per year in partial U,S, Social Security benefits for which they would not othcrwisc 
qualify. With Ihe increase in automation both in the United States and world-wide, SSA delivers 
many of these payments through electronic funds transfers, 

DIRECT DEPOSIT OF BENEFIT PA YMENTS 

DOMESTIC AND INTERNA TlONAL 


Prior to 1972, only a rudimentary form of direct dcposil existed, available only to 
beneficiaries who filed a "power of attorney" with financial institutions allowing 
them to deposit the beneficiary's check that was mailed 10 the ins\itution, In !972. 

legislation eliminating the need for the power of attorney allowed Federal agencies to draw 
checks directly to financial institutions. The same legislation also authorized the issuance of 
composite checks by Federal agencies 10 financial inslhutions, These changes streamlined the 
benefit disbursement proces.s, clearing the way for the present din."C1 deposit program, 

In 1975, the Treasury Department and SSA introduced Ihe direct deposit rrogntm for the 
payment of benefits. For the first lime, an electronic funds transfer payment, commonly known 
as direct deposit, originated by the Treasury Department on SSA's behalf. could be sen! to an 
account at a fini,mcial institution designated by [he beneficiary, The electronic credit is 
lransmined through the automated clearinghouse system, whtch is a secure computer network 
operated mainly by the Federal Reserve Syslem. 

While the dC\Jclopmcnl of direct depOlo,it by the Government 'lOd the financial community 
came quickly. there were some challenges 10 gaining acceptance by the general public. In 1985. 
Social Security direct deposit participation was about 40 pereent: by 1990. it had reached almost 
50 percent. In the earty 1990s. SSA developed u two~part strategy 10 increase the growth of its 

~ A comph.'tc Jist of Agreements and Iheir effective dates lS attached as txhifnt I. 
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direct deposit program" The first pan involved development of a public information campaign to 
Hiform beneficiaries of Ihe advantuges of direct deposit. The second part involved simplifying 
the enrollment process to make it easy for people to sign up. In developing its strategy, SSA 
asked check receivers why they chose a check over direct depmit, and the mosl common 
response was a general preference for a "paper check," For SS[ check receivers, the most 
common re~lson for not using direct deposit was not having a bank accounl. There were also 
general concerns expressed about the difficulties of opening and maintaining a bank account. 

In 1993, to change customer preference for a check. SSA began to market direct deposit 
and streamlined the enrollment process. To address tbe situation of those who were unable or 
unwilling to open a tradilional bank accouni, SSA participated In the development of an 
alterml(ivC' to traditional direct deposit by creating an electronic account that is low-cost and 
simple 10 use, 

Beginning in 19Y3, the foundation or SSA's public information activities was the creation 
of a strategic alliance with Ihe financial community to promote the usc of dil1.x:t deposil hy Social 
Security bcmeficiaries. SSA produced printed promotional material on direct deposit, such a.~ 
inserts. available to financial institulions for their customers who receive Social Security 
benefits. The partnership worked weI! with the financial community commiHing its own 
marketing resources in support of SSA's efforts. As <l result. aU partie.. benefit-S5A and the 
financial (:ommunilY and, in particular, their mutual customer, the beneficiary. 

Another measure SSA look was to simplify the enrollment process. When SSA's direct 
deposit service began in 1976, the only way to sign up was to have the customer and his/her 
financial ins'lwtion complete the paper direct deposit signup form and then bring or mail the 
form to SSA. While this worked well, it was an often slow and cumbersome process for the 
perron wanting direct depOSIt. With the advent of SSA's nationall01l~free number service. SSA 
representatives were trained to determine the direct deposit informalion from documents in the 
customer's possession and process the direct deposit over the phone, This wus a giant SICp in 
simplifying the enrollment procc;.;s, 

In 1996, SSA totally automated the direct depQsit enrollment process through its 
Qukk5tart program, This program allowed .t customer to enroll for direct deposit at a 
participating financial institution-with no form 10 mail ofcuH 10 lmlke to SSA. Not only wa.... 
this a fast and eas.y way for the customer to sign up for direcl deposit, but it also freed SSA 
employees to process othcr work. 

On April 26. 1996. President Clinlon signed into taw the Debt Collection Improvement 
Ac. of 1996-Public Law 104-134 (EFr 99). This law required all Federal p"ymenlS. except .ax 
refunds. to be issued electronically by January 2, 1999. thus heginning a ncw era in direct 
deposit. The initial impact of the legislation was evident in the accelerated growth rtlles of direct 
deposit. Prior 10 Social Security's implementation of EFr 99 in August 1996, there was a net 
direct deposit growth rate of between 1-2 percent per year. With the implementation of EFf 99, 
however, the direct deposit growth rale incrc<lscd three-fold, 
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In December 1996, 63 percent of Social Security payments were being made by direct 
deposit. By December 1998, the rule had risen 10 75 percent. However, hccau$C of the many 
complex issues involved in converting the entire Feder..tl payment structure 10 electronic 
ptlyment. in Scptemher 1998, the DcpUrlmenl of ihe Treasury issued a rule allowing some 
recipients to be paid by check if electronic payment would create a h<lrdship. 

In January 199t). with [he intplcmenlalion of lhe EFT 99 final regulation allowing waivers 
from the electronic funds transfer mandate, direct deposit growth had returned io the pre-Er! 99 
levels. SSA interviewers encouraged direct deposit for all new applicanls wilh bank accounts, 
unless they alleged to h<lvC a hardship in receiving benefits electronically. However, there were 
individuals, particularly in the 58) program, who did not have a relationship with a financial 
institution and, therefore, were not able 10 use traditional direct deposit To address the issue of 
ihc "unbat!ked," ihe U.S. Trea'\ury Department developed electronic alternatives to direct deposit. 

Direct deposil payments provide advttnlagcs to all parties: SSA, the financial community 
and SSA beneficiaries. Direct deposit gives beneficiaries quicker access to the funds, and, in the 
unlikely c\'ent a problem arose, it could be corrected much faster. Beneficiaries no longer had to 
visit a financial institulion to deposit their checks, Direct deposil also offers cost savings to 
Federal agencies, A significant portion of the savings can be attributed to the fact that the cost of 
issuing an electronic payment is only $0"02, compared with $OA3 for u check AddhiorH11 
:-.avlngs come from a reduction in the workload for handling payment-re1ated problems. 
including fewer claims of nonreceipt. as well as a reduction in overpayments caused by douhle 
check negOtiations. In fact, the U.S. Treasury reported that an individual paid hy direct deposit is 
20 times less likely to hnve a payment-related problem compared to individuals paid by -check. 

There are economic advantages of EFT for bcneficiarics ilS well. Bcnclits i\re credited to 
accounts at the opening of bu,Sinc,Ss on the schedule<! payment date. Beneficiaries can write 
checks to pay bills or use nutomated teller machine ennis to obtain money immediately without 
the inconvenience of fir'S! having to casb a check. Al,So, direct deposit avoids check cashing fees 
and fces for money orden; and similar charges, Many financial institutions offer free services for 
customers wbo use direct deposit. There arc also economic advantages to society, Direct 
deposit avoids the costs included jn Secret Service investigations and financial institution 
liability associated with forged checks. Direct deposit is nlso more convenient. Beneficiaries arc 
not required to be home to receive their pnyment, nor do tbey have to be concerned about their 
check being delivered during an unexpected absence from hOIllC, slIch as u medical emergency 
{hm requires a hospital stay, 

IHTERNA TlOHAL DIRECT DEPOSIT 

As mentioned in the previous section, residing in the United Siaies is not a 
condition of receiving benefits. As of August 2000,392,000 Social Security 
beneficiaries residing oUlside the Uniled Slates receive monthly benefits, tOlaling 

$167 million" Social SecurilY makes payments to beneficiaries in 190 countries. 
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SSA's international direct deposit program began in 1987. Prior to that time, the only 
way to receive a Social Security payment overseas was by mail. Foreign mail delivery was a 
costly and delay-prone process. SSA was the first Agency to implement cross-border payments 
to 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 countries. 

SSA's international direct deposit service was developed when the increased automation 
of international banking services among industrialized countries offered an opportunity to 
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 Security to implement and maintain the international 
direct deposit service. Overall, the percentage of beneficiaries 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 percent 
in August 2000. 

SSA has long been a proponent of EFf as the preferred method of payment delivery. 
The Agency has historically encouraged and promoted its use both from the perspective of 
efficiency, as well as for the convenience and safety of its beneficiaries. SSA has also sought out 
ways to provide more convenient services for its customers through forming partnerships with 
other agencies, to provide "one-stop shopping." 

DATA EXCHANGE BETWEEN AGENCIES 

One of the initiatives outlined in Vice President Gore's NPR was for agencies to 
develop customer service across agency lines so that customers do not needlessly 
go from one agency to another. Early on, SSA recognized the benefits 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 self­
employment income from the Internal Revenue Service (IRS); SSA and the Health Care 
Financing Administration (HCFA) exchanging data regarding Medicaid eligibility; and SSA 
taking claims for Black Lung benefits for the Department of Labor. 

SSA partnered with several Federal. State and local agencies to provide services more 
transparent to customers and cultivate the concept of "one-stop shopping." One partnership 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 (SS5) from non-immigrant aliens. 
Individuals who had just received their I-688B work authorization documents from INS were 
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directed to SSA offices to complete the SS5. This enabled 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 to new citizens after their naturalization ceremony. The 
opportunity to enumerate a large number of new citizens in one place has contributed to 
improved customer service delivery. Many new 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 update their records. 

SSA also partnered with IRS to help eliminate some inconveniences of income tax filing. 
One example is a pilot between IRS and the SSA office in Albany, which are co-located in a 
federal building. More and more taxpayers are 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 ajoint venture to make tax-filing hassle free and eliminate multiple contacts 
with SSA. The Agency benefits from the first point of contact because IRS educates taxpayers 
that do not have documentation, which reduces unnecessary walk-in tramc during the busiest 
time of the year. While this procedure is limited in scope and nature. it docs promote good 
customer st:rvice 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 (V A) streamlined service to 
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 ortier to optimize service to common customers. A joint SSANA cooperative 
workgroup met regularly to discuss potential initiatives that resulted in improved processes, 
processing time savings. and better service. Among these was a joint SSA/VA website aimed at 
providing one-stop service to both veterans and technicians. 

In Los Angeles, SSA working with VA and the California State DDS has significantly 
improved the quality of disability applications filed by homeless veterans. The partnership to 
improve customer service to this particular community began in 1995 and is ongoing. The re­
engineered process significantly reduced the handling and mail time for these applications 
CUlling 45 days off the I OO-day average processing time. Veterans receive their lirst 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 (0 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 individuuts. In many instances. the Agency 
trained social workers in other agencies, to tuke disahility cluims for Social Security. SSA 
representatives assisted DDS in obtaining medical evidence. The claim and expcdiled medica! 
evidence were sen! to a specialized unit in DDS where it received priority handling. Due to the 
partnership of SSA, DDS, and workers in medicul treatment fllcilities. patients received fa<>{cr 
decisions and payment, In addition, expediling the processing oflhes<: claims. SSA worked 
closely with representatives from other agencies to ensure thai patients were receiving all 
possible assistance. such as. financial help. suhstUIlce abuse counseling. and ment.al health 
screenmg, 

SSA also formed partnerships nationwide to reach out 10 parents of low birth weight 
infants. Recognizing that low infant birth weight is often as!>ociated with costly, serious health 
prohlenlS later in life, SSA saW an urgelH need to "rclnvent" its lengthy and confusing process 
for providing henefits 10 children who face disahilities and are cnlilled to SSt The Agency ha:-. 
worked with various. haspita~s nationwide 10 reach out to parents of low birth weight infants. As 
a resull of Ihesc efforts, children now receive !he support they need during their critical fir~l 
months and yenrs of life, 

One earty efforl in partnering was a project called Georgia Common Access. initiated In 
reaction to vocal concerns in the Atlantn area relating to the number of agencies that a poor 
person, often with limited education, needed to contact to access scrvices. The solution was a 
common application fur public assistance benefits.. Based on this challenge, a coalition of state 
and federal agencies collubonned to improve service delivery by reducing 64 pages of 
npplicaliom, representing six progntms (including SSA' s Supplemental Security income 
program). to eight page.;;, 

A pilC! program began in March 1994 using a paper application. The pilot was well 
received, In fact. in June 1994, the initiative received a Hammer Award from Vice President 
Gore. After the paper pilot. an effort was made to automate the Georgia Common Access 
applicl}{ion because all partners were incorporating personal computers into (he daily work. 
Unfortunately. fonnidablc barriers prevented furthef implementation of this project. from the 
impact of the AuguSt 1996 welfare reform legislation to lack offundlng to develop a common 
system among the six agencies. While this particular project never fully got off the ground, it 
sparked later partnership projecb that did" 

One of the most succes~rul partnership:; in this em of automation was SSA's efforts (0 

partner with other agencies to access data online. As: there' arc no legal mandates. participation 
by State agenctcs was completely voluntary, Therofore. each online access project depended on 
the trust and good working relationships established between SSA and State agencies. One 
example wm: in the Dallas Region where SSA employees had online query access to several 
Slate agency databases in four States, This enabled SSA employees to obtain online hirth 
verifications. 11 greatly expedited processing claims for benefits and almost completely replaced 
the previous: labor-intensive pntctice of obtaining paper ccrtilications. Other online acce~l' 
projects allowed SSA employees to query hum~tn services, workers' compensation. prisoner. 
child support, wage. and unemployment records mait1taincd by the n::spom;ihlc SUIte ,lgcncie~, 
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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 to coordimtte with other agencies 
to prevenl conflicting goals. eliminate aoy rcdunduncy, and lind new opportunities for giving 
better value and infonnmion to the public. 

NOTICES 

I
n 1997, when Vice President Gore ~u;kcd 32 high impact agencies 10 make specific 
service improvements, SSA commilled to improving the quality and clarity of the 
notices it ~nds to its custonters. Specificully. the Agency made a commilmcnt to 

send its customers clear, concise nmices and to respond immediately to questions concerning any 
notices received, These goals would result in better customer service because notices would be 
more concise. easier to undeniland. and consequently. there would he fewer customer inquiries 
about unclear notices, 

Producing clear notke.... had been u priority for SSA for some time, In 1985, the Agency 
established notice standards for producing clear notices. The standards were \'alidated both by 
the Office of the Inspector Gcneral and repeatedly by cuMomCl1\ through focu~ group tests. 
Nevertheless, the lengtb of some notices was a continuing concern. While the language used in a 
nolice may be essential and clearly written. a lengthy notice will negatively affect 
comprehension, 

Under this initiative, SSA tested notice formats with cu:-;tolllcrs to tlnd out jf there is a 
more concise presentation of information that wilt also positively affect comprehension, Based 
on the results of customer surveys, the future prcsentl.ltion of notice information could change, 
All of the 250 milllon notices SSA sends annually had been or will he improved in some way by 
this projc.ct. either by improved language, faster delivery and/or int.:reased accuracy of 
information. 

SSA estimated that approximately 50 million beneficiaries and recipients will benefit 
from the notice improvement effort. NOIiccs will be more responsive to their needs due to lhe 
Agency's ongoing efforts to gel public reaction and suggestions for improvements. Because of 
increased automation, the notices will also be more accurate. 

In November 1998, SSA implemented the Online Notice Retrieval System, which is a 
"document management" system that allows employees to quickly and efficicntly an:-;wer 
questions from customers about nOlices they receive, Bcfore this. employees did nol have access 
to notices that customers received, Now, employees can hring up copics of the notices on their 
computer screen electronically within a few seconds, and rcspond immedillfcly to questions 
about the notice. The eleclronic archival and retrieval of notices help SSA employees serve 
customers more quickly when they cull with queslions relaled to notice;.,. 
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As part of this initiative, SSA streamlined its notice process by standardizing, 
consolidating and centralizing the control over notice language. The Agency eliminated the 
duplicostc notice systems that existed and made notice changes more quickly 4tnd efficiently, with 
fewer resources. SSA also has eliminated the multipurpose fonn notices used in some 
applications. As a result, thc number of inquiries to the field offices and 800 number about 
overpayment and olher types of notices had dropped. 

SSA continues with numerous initiaiives to improve the contcnt, format and clarity orits 
notices. One initiative involves notices senl to lIS Spanish~spcaking customcrs. In January 1997, 
the Office of the Inspector General conducted an extensive literature senrch and pcr,.;onaJ nnd 
telepbone interview with 46 individuals at 39 agencies. The purpose was to provide SSA with 
inform<ttion concerning the appropriate reading level of Spani~h~speaking clients to ensure that 
SSA notices arc understandable:) RespondeIlts indicated thnt SSA's reading level established for 
English language material was appropriate for malerial~ sent to Spanish~speaking individuals. 
The Spanish notices from this initiative helped the largest non-English speaking group of 
beneficiaries by eliminating the need for tbem to contact the Agency about English notices. SSA 
intends to measure the success of this initiative by using the Markel Measuremenl Program. a~ 
well as additional performance measures. 

RESPONSIVE SERVICE To CUSTOMERS 

SodaJ Security is an Agency focused on increasing customer satisfaction by 
improving the level of service provided to its chstomers. It has: endeavored to serve 
the American public and is able to respond appropriately to the needs of 

individuals. groups and the nation as a whole, During the Clinton years. SSA exhibited this 
commitment by providing responsive service to customers in vuriou..; circumstances. 

DIVERSE CUSTOMERS 

The United Slales is becoming increasingly multi-culturaL In the year 2000. 
African~Arnericans comprised about 12 percent of the general popuJation~ 
Hispanics, approximately 11 percent: and Asian Americans, abou14 percent. It} 

Within the next half-ccnlury. these percentages will grow. in some ways quite dramatically. 
Africun~Amerkans wilt comprise 13 percent of the population; Hispanics, mme than 20 percent: 
and Asian Americans. more than 10 percenr. Much of this increilSc in minority populations will 
result from immigration. The Censu:-; Bureau estimates that the U.S. population will reach 383 
milJion by 205D. At that point, more than onc-third of the population, or 139 million people. will 

'I DIG':; r~r,)f\ on Reading Lt.'vcl fllr Spanish-Speaking Clients Receiving Sodal Security Atlrtl~nistrn{toll Srmoish 

l,JlngIlAg£ No!i~cs, (\.06·26.6n(Xl, Janu:lry 3Q, 1997. 

10 U.s. Ccnsll~ Bureau, Population Estimates, 2{X)(). 
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be POS!* 1970 immigrants and their descendants. I ! The vast majority of these immigrants will be 
from Latin America and Asian nations. This: poptllation growth raised several issues. for SSA. 
and p<trticu!~lrly for SSA communicators. 

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

Although the President's Initiative for One Ameoca Wtl~ not instituted until 1998, the 
Social Security Administration (SSA) has a long history of activities supponlng the Inili.Hive 
that precedes 1998, SSA 's- customers arc a diverse group, and the Agency realizes Ihe 
importanc!) of its workforce being a reflection of the people it serves, 

Upon his appointment. Commissioner Apfel affirmed 
his conllnilmcnl to establbhing a diverse work force. In 
1997, SSA published its first strategic plan as an Independent 
Agency, The importance of workforce planning was reflected 
in the plan, One of the objectives listed in the strategic plan 
was "to create <I workforce to serve SSA's diverse customers 
in the 2lM e<.mtury:,12 To accomplish this, SSA developed 
both a short-term and a long-term recruitment Sl!'3tCgy to hire 
employees fmm historically underrepresented groups. A 
further discussion of SSA 's recruitment efforts is found in the 
chapler on Workforcc Investments. 

(n March 2000, SSA hostcd <In American Indian .md 
Alaska Native Service Delivery Conference in Denver, 
Colorotdo to explore how to better serve the Americai'! Indi~tn 
and Alaska Native communities, The conference served as a 
catalyst shifting attention and focus to this group, and 
representatives from over 120 tribes atlended, Conference 
programs and activities focused on ways to inlprovc outreach 
and service delivery to American Indians and Alaska Nativc:s and increase their representation in 
the Agcncy'!> workforce, 

As a result of Ihe service delivery conference, the Agency established ao American 
Indian and Alaska Native Executive Steering Commince to develop and implemem projecls that 
would achieve the go.lls of increasing the workforce rcpresentalion of American Indians ;md 
Alaska Nu{ives und improving services to their communities. Under the Commitlce's Jeadcrship. 
exciting inititltives and projcct~ arc already in various stages of development: 

11 tn,_ C<:nI'U~ Htlrc~\,I, N~!ioll;.\Il'(>plllaliofl l'rQjections, 2000. 
12 Agent:\! Slr:llcgk PIli". Kc.:pillp; lhc Prumise. 1997-2002, page 21L 
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• 	 SSA established a Cooperative Education Program for students of Tribal Colleges 
and Universities. Through this program, SSA will hire 25~50 students each year for 
service delivery positlons. 

• 	 SSA entered into an inter-agency agreement with the indian Health Service to 
conduct an Outreach Demonstration Project on reservations. Through this 
partnership, the Agency will work with the National Indian Council on Aging. a 
highly respected group that represents American Indian and Alaska Native elders, to 
inform and educale tribal people, on their reservations, about Social Security 
programs and benefits, 

• 	 SSA established a fotmal tclationship with the National Indian Council on Aging. 
Since pan of their mission is to educate Indian people ahout the availability of federal 
programs, we expect our pannership to be fruitful. The Agency will be able to access 
the Council's extensive database of the public information needs and demographics 
of American Indians and Alaska Natives. 

• 	 SSA employees increased their level of uctivity with tribes, They attended tribal 
meetings and offered in-service training about soda! securily programs and 
procedures, SSA is also exploring technology solutions lO enhance servi{:e delivery 
to the remote locations of many tribe)l, The Agency i)l commiHed to s.ervin,g all of its 
cwitomefS. 

SSA was also developing activities to ensure .compliance with the provisions of 
Executive Order 13125, signed by President Clinton on June 7,1999, The E.O. W;lS designed to 
improve th(~ quality of life for Asian Americans and Pacific Islanders. SSA established a plan to 
meet the objectives of the E.O., and to improve service to its non-English speaking customers. 

NON-ENGLISH SPEAKING/LIMITED ENGLISH PROFICIENT {NESILEPI 

I
n May 1992, tbe Deputy 

Commissioner for Human 

Resources is.sued a report on 

"SSA's Capability to Accommodate 
{he Needs of the NES Public." This 
report conduded that a large gap exists 
between the public's nced for bilingual 
services and SSA's capability to meet that need with its own resources, It identified the live 
largc;;! language groups. requiring field office service as Spanish, Vietnamese, Russian, Chinese 
and Korean. 

In July 1993. the Depuly Commissioner for Opcmtions issued an ndvisory report. 
"Improving Service to the NES Public. This report cited the growing concern and interest of 
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advocacy groups- und the Congress io improving access for the NES public," It acknowledged 
thai SSA had already taken many steps to improve service and stated thaI given the predicted 
NES population growth. more need..xl to be done. This rcpt)rt's recommcndations focused both 
on improving service delivery and on providing relief to offices and employees involved in direct 
t\'ES servicc delivery, 

In 1995. Cornmisslculer Shirley Chaler asked for an Agency-wide pmition on providing 
service to the limited English proficient (LEP). SSA adopted the vision statement and guiding 
principles that "SSA's policy is to ensure that individuals have access to SSA's services 
regardless of lhcir ability to communicate in English:' The Customer Service Pledge and Ihe 
Gencral Business Plan established the standards for service to all the Agency's clistomers. The 
polky principlc..<;. signed by Commissioner Chatel' on Septernhcr 20, 1995. did nol c:-;tablisb a 
different standard. nor a :;pccial set of mandates for the Agency to .serve LEP customers to the 
detriment of the Agency's responsibilities toward the general popul,uion. Rather, these 
principles articulated SSA':; policies toward the LEP population within the overall customcr 
service standards the Agency established for providing worldMcluss service tu its customers. 

SSA's poJicy is to enSure that individuals have access to SSA's services regardless of 
their ability to communicate in English, The, Agency recognizes that nol all of irs customers are 
alike -.they arc from diverse cultural haekgrounds 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 8 percent or 1,623,000 cuslomcrs: preferred to have Iheir 
interviews conducted in a language other than Englis.h. Recognizing that there win be continued 
constraints on staffing and funding, SSA is commiucd to "working smarter" with available 
resources to develop- beller ways of serving all its cuswmers. II is in SSA's bCSllntcrcSl to be 
proactive in providing for thc special communicalion needs of ils NES customers. SSA benefits 
from more efficiently providing services at the initial point of contact, thereby minimizing 
follow.up coni acts, and by oblaining m;cu!'<ue and complete information that enhance...;; the 
intcgrity of ils programs, NES customers henefil from having rull aeee:;$. to SSA'$ programs. 

SSA detennined tbat the rna:;! effective method of providing quality :-;ervicc to its NES 
customers is through bilingual field office and telescrvice employee:,. Hiring bilingual staff is a 
major consideration for every hiring decision in PO:; imd TSCs, Hiring initiatives have focused 
011 achieving the right mix of employee laltguagc skills to serve its NES/LEP customcrs. Since 
J996.32 percent of newly hired field office nnd tcleservicc employ"c::; have becn bilingual, 
Scvcoly-ninc percent oflhe bilingual hires speak Spanish. Further, SSA has hired bilingual 
employees giving the i\gency the ability to communicate in over 90 additional languages 
including French, Polish, Gennan, Cantonese, Greek, Italian, Korean. Tagalog, Vietnamese, 
Arabic, Portuguese, and Native American languages. 

In the past, SSA sometimes placed the responsibility upon the LEP client to bring in an 
interpreter. This reliance on oUisidc interpreters resulted in clients' use of family members who 
were not themselves skilled in English. were minors, or in lISC of middlemen that ~omctimes 
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affected the integrity of SSA 's programs. In 1997, SSA revised Its policy on providing service to 

its LEP customers by placing the burden for providing interpreter services on the Agency. 

Social Security's policy strikes a balance between accommodating the customer's wishes 
and the Agency's need 10 promote program integrity. The Agency recogni:t.cs the value of 
reliable. qualified interpreters to facilitate its processes, It allows for the usc of a qualified 
interpreter of the customer's own choosing. However. SSA will not use minon; us interpreters in 
dealing with complex or sensitive mutters unless it b. dear Ihat they also meet the requirements 
of a qualilied inlerprelc(' If Ihe NES customer docs not have a qualified interpreter and hilingual 
staff is nol available. Social Security will provide one, The Agcncy's intent is [0 ensure that the 
claimant and Agency's interests are well served. The Agency recognizes thai the services of a 
qualified Intcrpreter facilitate its processes and detcr fraud. Since 1995, SSA has provided 
funding for thc usc of qmdified interpreters in tne following amounts: 

1996 $150.000 

1997 $190.945 

1998 $211.396 

1999 $333.238 


Non~Eng1ish speaking customers will have access to SSA 's services by phone, fax. mail, 
and other forms of electronic media. SSA's efforts to fOSler communications with all of its 
clients, in('luding its non~English speaking clients, helps 10 increase their sntisfaction and level of 
confidence. with SSA. 

DOMESTIC VIOLENCE 

D
omestic violence plagues the lives of million_" of American!'. It is a crime that 
affects people from all walks of life. Some victims of domestic violence turn to 
SSA for help by ..,king for u new Social Security number (SSN) as "way of 

escaping their ahuser hccause domestic abusers sometimes misuse their victim's SSNs to locate 
those in hiding. A deterrnined abuser. using private detectives or the Internet, can find the 
Whereabouts of anyone who doesn't take precautions. This means that an individual seeking to 
escape domestic violence may need to change virtua[!y his or her entire identity: nnme, home, 
job. and Social Security number. 

Prior to November 1998, before it would assign a new SSN, Social Security required 
victims of domestic violence to provide proof that their abusers had misused their numbers" 
Feedback from SSA field personnel and advocares working with viclims indicated that providing 
such proof was often difficult, if not impossible, For those who could n01 provide proof. only 
those individuals who were determined to be "severely abused" or in danger of losing their lives 
could be assigned new numbers. 
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In partnership with the Department of Justice and victim advocates, SSA reexamined its 
role in1he fight against domeslic violence. The Agency resolved to lind new WilyS of 
empowering victims through 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 
secure new SSNs. Under those changes, SSA now assigns new Social Security numbers based 
on a written affirmation of the domestic abusc-, supported by thjrd~paI1y evidence from sources 
such as potice, medical professionals. or locally-recogni1.£d battered victims' shelters. The prior 
requirement to provide proof that the abuser h'ld misused the SSN was eliminated, 

Social Security also helps victims by assisting them in obtaining the infonnation needed 
to receive a new SSN. including securing the necessary affidavit of abuse. SSA employees work 
closely with local shelters that provide services to victims of domestic violence. and that can 
often provide the supporting documentation needed. The Agency also works with police. the 
courts, treating physicians and psy;;:hologists, medical facilities, local battered victims' shelter::;, 
churches, and other community suppeTt organizations to obtain the supporting documentation. 

To ensure that requests lor new SSNs arc processed expeditiously and in (l uniform. 
consistent manner, all such requests are proce..o.;scd in one centrollocation at headquarters. 
During the first J2 months of processing SSN requests under the change in policy, SSA assigned 
369 new SSNs, This wa,<; more than 3.5 times the number assigned before the policy change. 
Requests approved for new SSN5i for harassment/abuse victims increased from approximalcly 
eight requ(:sts per month tinder the prior policy to more than 30 per month under ihe new policy. 

Sod~ll Sccurity has also laken olher steps to improve servicc to these victim!>, Its website 
inc1ude.~ information about obtaining new SSNs and ils: field office employees also provide 
important referral information and advice on further steps victims can take 10 prot(.'Ct themselves. 

As SSA continues to monilor its experience in the area of domestic violence. it will 
explore ways of incrc(l:;ing public knowledge about how a new SSN can help break the cyclc of 
violence. The Agency's message must continue to reflect (he reality ihal a new Social Security 
number alone cannot offcr complete protection to victims, Recognizing that SSA has a critical 
role in the hatlk against domestic violence. the Agency has continued to work with community 
partners in ongoing discussions in this critical area. 

TRAGEDIES AND NATURAL DISASTERS 

S
aciaI Security reaches out to suppon victims of tragedies and natural disasters. On 
August 24, 1992. just prior to President Clinton's election, Hurricane Andrew 
struck South Florida, where 367,000 people collect Social Sccurily and S5) 
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benefits. In response to concerns (rom beneficiaries and recipients, Agency workers took 
necessary steps to ensure that senior cilizens would know how (0 get their checks despite the 
devastation. 

Local offkes used television, radio and loudspctlker trucks touring the area with 
messages in English. Spanish, and Crcole, The Agency also hired an airplane to tow a banner 
with SSA's toll-free 800 telephone number over the hard-hit Homestead area. SSA was 
instrumental in calming the fearS of many of its beneficiaries, 

Social Security uses special procedures to assist victims of disaster in filing for benefits. 
This involves sending an Agency representlltivc to the site of the disaster to lake claimli, working 
with relief agencies to help identify victims. using a pas$cnger manifest or newspaper account 
listing the identified victims as evidence of deatb. and estimating the mm;t recent earnings to 
compute the highesl possihlc benefit. 

On April 19, 1995, at 9:02 a.m. CST, our nation experienced an unprecedented tragedy in 
the terrorist bomb attack on the AJfted P. Murrah Federal Office Building in Oklahoma 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 a>; support 
for the American public as a whole. 

Wor1d~dass service went worldwwide following the tragedy of TWA Fligbt 800, when it 
exploded in Ihe sky off Long Island on July 17, 1996, killing all 230 people aboard, Al 11:30 
a,m, the following day, a message came fmm Jjaly acmss the Internet to Social Security 
headquarters in Baltimore. It said simply, .. ( lost my wife in the TWA flight 800, She wa.... part 
of the working crew. What do I need to do to settle the maHer wilh Sociul Security? Please give 
me all useful information." The receiving offiee recognized thc urgency of the Illessage and took 
it to the ofnce responsible for handling international claims. By 4 p.m., using the Internet, Social 
Security sent the names. addresses and phone numbers or persons to contact at the U.S. Embassy 
in Rome or the American Consulate General in Naples, Both orfices were alerted thaI the 
widower might call. Onc week later, the widower caught a train to the Consulate in Naples and 
applied for the $255 lump .~um death benefit. He returned later to ftle claims for surviVOr"s. 
benefits for the couple's two children, 

On May 5, 1999, (he flrsl 450 resettled refugees 
from Kosovo landed at McGuire Air Force base in New 
Jersey, SSA joined forces with other (ederal agencies to 
UlISlst the refugees, Employees took Social Security 
number applications and a..sessed them for potential S5) 
hcnefits, The first and youngest refugee to get a Sodal 
Security number WaS baby Amerikan Karaliju. born just 
days after his purcnts arrived in the U.S, 

As iIIu",tmted above. SSA has a bistory of 
providing wor1d~class service in a lime of tragedy, crisis, 
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I 
or turmoil. One of the greatest challenges to its service reputhtion occurred in 1995 when there 
was a nationwide shutdown of Federal Government agencies! , 

I 

I 
GOVERNMENT SHUTDOWN 

I n the fall of 1995 as budget talks 
between President Clinton and 
members of Congress intensified, 

Federal agencies were instructed to prepare for 
a possible lapse in appropriations and a 
Government-wide shutdown. Between 
November 1995 and January 1996, the Federal 
Government shut down not once, but twice. 
and employees were furloughed for an 
extended period of time. This had a severe 
impact on many Government agencies, 

"/ will personally not rest until a//66,OOO 
SSA employees are back where they 
both deserve and wish to be - at their 
duty stations doing what they have 
always done in an exemplary manner­
serving the American public with both 
efficiency and compassion. " 

Commissioner Shirley S. Chater 
November 17, 1995 

particularly those in direct service to the American pUblic. 

When the possibility of a lapse in appropriations first ~urfaced in 1995, SSA began fine­
tuning its contingency plan to ensure the continuity of operations in the event of an employee 
furlough and Government-wide shutdown. When the possibility of a furlough materialized, SSA 
made a conscious effort to keep all employees fully informed pf 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 Management and Budget (OMB) providing 
the staffing decisions to be implemented in its contingency phin. The plan provided for 
sufficient staff presence to ensure the continued issuance of Social Security and SSJ payments to 
those already entitled to receive them. This included the rele~tion of approximately three 
employees per SSA 's 1,300 field offices and an additional 160 employees in other direct service 
positions. A tolal of 4,780 employees would be needed and 61,415 employees would be placed 
in furlough status. 

I 

Under this plan, the national 800 number would cease ~peration and callers would hear a 
recorded message advising them of the situalion. 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 that affected payments. The entire 
appeals process would shut down and the Stale Disability Del~rmination Services (DDS) would 
be drastically curtailed. The plan also called for a reassessmc~t to take place when the funding 
lapse began to ensure the provision of basic services to benefi~iaries and recipients. 

On November 14, 1995, SSA was advised to begin a shutdown of operations beginning at 
10 a.l11. The Agency's contingency plan was implemented. Ehlployees were instructed to pay 
close attention to the media to determine when the impasse wtis resolved and when to return to 
work. SSA furloughed 61,415 employees and retained 4,780. : The majority of the employees 

I 
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I 
retained were in direct service positions to ensure the continuance of benefits to currently 
enroJled Social Security, 5S! and Black Lung beneficiaries, Because appropriuiions were 
available to fund the program costs. of puying benefits. this irilplied authority to incur ohligations 
for [he costs necessary to ttdminister those benefits. Other functions considered essential and 
pemitted under applicable statutes (including the Antj-Defic~cncy ACl) during a Japse in 
appropriations related to areas of health and s.afety, oversight'and coordination of all human 
resources and financial functions related to Ihe furlough, 

I 
SSA's contingency plan wa<.; altered shortly after the shutdown began when the 

Commissioner approved the recall of an addilional 130 Office of Hearings and Appculs 
employees to handle time-sensitive mail in the hearing offlces, Without the assistance of these 
employees, this claims-related mail would have been rC1Urne~ to the sender, further delaying 
claims pmccssing. ! 

While there was a view by some Ihat Government wa~n't imponant. and that Americans 
barely noticed the impact that Government has in their lives, it, occamc dear immediately that 
this was not the casco The American people who could not visit the national parks or museums, 
who could not update their passport!'>, and who could not conduc! business with Social Security 
are just a few examples of Americans who certainly felt the iritpaet of the Government shutdown. 
Social Security serves millions of customers each year, and each day of the shutdown meant that 
thousands of Americans could nol visit its offices to conduct their business., 

Sodal Security and its customers immediately felt the impact of the shutdown. From tbe 
very first day, (he Agency received lclephone calls from cus!o~ncrs needing a Social Security 
card 10 \~lOfk or who needed to change Ihe address where their check should be mailed for tbe 
following month. It was evident to Agency executives after a icotlple of days that the shutdown 
was not acceptable, and that il was affecting some of its mosl ~ulncrablc people. namely its 
elderly. disabled, und low-income recipients. it becume very dear that it was important that SSA 
reopcn it.s offices to conduct business, even during the shuldo";"n, There was lremendous 
concern internally. as well as within the White House that SSA not providing service would 
cau~ harm !O too many Americans. I , 

, 
Considering the impact of this brief shutdown, it was obvious thai an iJ.ppropfiation~ lapse 

of one 10 two weeks or longer would cripple SSA's ongoing ability to properly udminister the 
programs for which it is responsible and could seriously impai~ ils capacity to provide acceptable 
public service. Both the ability to distribute accurate payments to beneficiaries and to process 
pending claims and appeals would be severely impacted and tHe mission of the organization 
seriously c,)mprQmised. To guard against such an occurrcnce,lSSA' s contingency plan provided 
tor a range of appropriate adjustments thai could be made in tile event of a prolonged shutdown. , 

I 
In a letter dated Novemocr J6, 1995,13 Commis.'iioncr Chatel' advised OMB that the , 

Agency would have to implement Phase II of its contingency s,tHffing phln on Monday. 
November 20, 1995, should the furlough continue. President Clinton held a press conference 
that afternoon and announced to the public that this shutdown was unacceptable, that AmericiJos 
needed to be able to conduct business, and that SSA was recalling approximately 49.715 more 

u s'-'~ kUer tt, Alice Rivlin. Director O!vlB from Shirley ChaleL Commissilner SSA. dated November 16. 1995., 
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employe{:s in direct service positions back to work, This inv:olvcd recalling sufficient staff to 
effectively administer its programs, including processing new claims for Social Security bcnellts. 
This put field offices, the toll·free 800 number service and State DDS facilities back in business. 
Although SSA would take and process, new applications for benefits and resume processing 
appeals. it would not process ap-plications for SSl'"s. perform:pcrsonaJ earnings and benefits 
estimates or conduct annual wage reporting activities. A total of 54.495 staff would be rewincd. 

I 

There was a great deal of discussion and some dissention inierna!!)' over which 
employees should return to work, and thm if SSA was going to recall 54,000 employees, why not 
recall all 66,000, The concern was that fly recalling all hut I 2.000 cmployec~, what mcssage 
were you sending 10 them? SSA is an employer that values il:s employees and believes that cvery 
employee is essential. It requires each employee to perfonn his or her individual job to llluke the 
organiZ;'lIion work together as a whole. The Commissioner a~sured employees that they were all , 
esscmiallo the imponanl mission of SSA. However, under the law governulg a lapse in funding, 
the majority of employec!i not in direct service positions would have to be furloughed. 
Commissioner Ch<lter expressed hcr strong commitment to cdntinue working hard to get all 
66.000 employees back on the joh. 	 I 

The four-day furlough severely impacted SSA's abilily to provide the quality servicc tbat 
the American people expect. The following activities are examples of basic services tbat were 
curtailed or denied during the November shutdown: i 

• 	 About 112,000 claims for retirement and disabi tity: benefits were not taken (about 
28,000 per day); , 

• 	 About 212,000 applications fur Social Security numbcf\ were not taken (ubou! 53,000 
per day); I 

I 
• 	 Aoout 800,000 callers were denied servIce on SSA'~ 800 number (about 200,000 per 

day); and. 

• 	 About 5.000 previously scheduled hearings were canceled and decisions related to 
another 7.000 hearings lhat had already taken place, were not written. 

I 

The second shutdown was the longest in history and prbsented new challenges to Agency 
management. When the threat of a second shutdown surfaced,~ SSA determined thai the lrust 
funds and benefit progrums could nol tolcfJte another interrupf,ion of ctaims~taking uctividcs. 
Based on the experience during the November lapse in appropriations and the loss of fOUf full 
days of production time, any further interruption in service would have a deva,.;;tating long-term 
impact on SSA's ability to process Social Security, S5} and BI~ck Lung claim5, The Agency' 
was still auempting to rccover from the crfects of the Novemb~r furlough. Therefore, employees 
in direct sclvicc positioll5 would rcmain operational. while staff support employees would be 
ful'loughed. When the partial shutdown began Dece-mbcr 16, 1995. about 55.000 Agency 
employees, most of whom processed claims and/or provided direct public service. were told to 
report for work, A total of approximately 11,000 staff employees remained furloughed, 

I 
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On January 5, 1996, Commissioner Chaler informed OMB that SSA 's contingency plan, 
was amended to include the processing of annual wage reports (AWR). SSA would be receiving 
ncarly 235 million earnings reports for calendar year 1995 fr6m employers and self-employed 
individuals. If processing was not accomplished timely, the accuracy and reliability of SSA, 
claims processing would be seriously compromised and a permanent disruption of SSA's ability 
to administer the trust funds would occur. Timely posting oCwage information was essential to 
enable 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. If AWR 
processing did not begin immediately, SSA would not be able to accurately compute the 1997 
wage basC'o by the statutorily required date, resulting in a perrr:ianent loss of receipts for the trust 
funds, as well as untimely or inaccurate benefit adjustments f~r 1997. SSA recalled 
approximately 950 employees, and following past practice, hired 250 seasonal employees to 
process this workload. A total of9,255 employees remained furloughed. 

On January 6, 1996, all Government employees return:ed 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 SSAlmanaged to operate under the 
funding limitations imposed by the continuing resolution, but did so at a significant cost. If,
funding continued to be limited to the rate specified in the continuing resolution, the impact on 
SSA would be devastating to employees and the public that it ~erves. 

On April 26, 1996, President Clinton signed legislatio~ providing appropriations for the 
remainder of FY 1996 for agencies and departments not having regular appropriations bills 
enacted. The Commissioner advised employees of this action and thanked them for their 
patience during the FY 1996 budget crisis. I 

The shutdown had a devastating effect on the Agency Jnd, in particular, the 11,000 
employees who were deemed non-essential. During the shutdown, the work piled up in the 
offices, and when employees returned to work, they felt pressure to 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 ~esulted in even further backlogs, 
which took several months for the Agency to reduce. 

This was an unprecedented journey for both SSA managers and employees. Although it 
was a time of anxiety and stress, there was some comfort in the' fact that SSA was able to provide 
basic services to the public and to provide employees with up-t~-date information as the long 
budget process unfolded. The professional demeanor presented hy all employees throughout this 
extremely difficult period in our history reveals their inner stre~gth, sincere dedication to the 
public they serve, and commitment to moving the Agency forw~rd. 
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YEAR 2000 TRANSITION (Y2KJ 

I 

I n most inSlant;cs, when a computer 
crashes or experiences problems, it means 
trouble 10 a user or organization. 

However, in 1989 when SSA experienced an internal 
problem in the debt <':ollection system. it was the best 
thIng that could have happened!O the Agency. 
Why? Because the system that cldshcd tmcked 
repayments of people who owed the Agency money, 
and when an employee tried (0 project a repayment 
date of 2000. the system came to an abrupt hall 
because it could not handle the 2000 dale. At Ihis 
point. SSA's Deputy Commissioner for Systems, 

"As Commissioner of Social 
Security, I can assure all Americans 
that when the new millennium 
arrives on January 1, 2000, Social 
SeCurity benefits will continue to be 
paid on time and in the right amount .. 
Commissioner Kenneth Apfel 

Dean Mcstcrharm. realized that the year 2000 was not that far off. This problem would affect 
the Agency's other systems. and therefore SSA needed to begin to take sleps 10 ensure that the 
more than 48 million payments to beneficiaries would nO[ be in jeopardy. Because of this 
insight. SSA was at the forefront of the Y2K issue and served as a model for other government 
agencies, The General Accounting Office recognized the Ag~ncy us a fcdcralleadcr in 
addressing Y2K readiness. 14 

In the fall of 1995, the Office of Ylanagemcm and BudgcI (OMB). recognizing the 
critical nature of the problem and that Social Security had tak~n positive steps to address it. 
asked SSA to be the champion for Year 2000 and increase awareness of the Year 2000 issue, In 
this role, the Agency organized an informal committee that was caHed the Year 2000 Interagency 
Committee, Assistant Deputy Commissioner for Syslems, Kjthleen Adams, was il\ked to chair 
the ChLef Information Officers (CIO) Council Sub-Committee On the Y car 2000, The purpose of 
the Commiucc was (0 mise awareness of the Year 2000, address cross-cutting issue"! that 
affected muny or all Fcdemf departments and agencies, and s~are best practices. 

I 

The Commitlee began meeting in November 1995 with only a few representatives 
u1tending. The number of partkipants grew steadily with each regular meeting::ls more and more 
departments and agencies became aware of the Committee's purpose. In the spring of 1996., 
Congressman Stephen Horn. Chairman of the Subcommittee on Government Management, 
Information and Technology, beg::ln to hQld hearing.'I on the Y2K issue, and participation in the 
Year 2000 Interagency Committee grew rapidly a'i a result. I 

I r ' In August 1996, the Information Techno10gy Management Rc orm Act. whlch was 
enacted as pan of Public Law 104-106, became- effective and mandated a CIO Council (0 review, 
and provide guidance on informatiun technology issues across the Federal Government. AI the 
CiO Council's first meeting in August 1996, it decided that th~ Year 2000 issue was one of the 
most pressing information technology issues facing the government. In November 1996, the 

I~ Social $ccurity Administration: Update on Year 2000 and Other Kev Information Technology Initiatives. GAOff­
AIMD·99·259, July 29, 1999. 
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,, , 
Council made the Year 2000 Imemgency Committee an oftiJial subcommittee of the Council, 
and the name became the elo Council Subcommittee on YC{ir 2000, 

As SSA had already done a lot of the <.lOalysis, the Agency prepared a paper to share with 
the suocommittee members outlining the results of it!'> analysi:-.. and recommendations for how to 
solve the Y2K problem, Ultimately every CIO and every ag~ncy head was responsible for its 
own software. so these efforts greatly assisted other agencies, bec,iUSC much of Ihe groundwork 
had ~lIready been completed. , 

I 
When the Y2K problem first surfaced, no one had a dear definition of what it meant to 

be Y car 2000 compliant. The subcommittee addressed this iJsue and came up with a definition. 
In January 1997, it was published as an interim rule in the Fc~ernl Acquisition Regulation and 
became final in July of that same year. Vnder these regulutions, government agencies had a 
standard warranty language. which meant that the indu:-.try w~s not dealing with different 
definitions from every federal agency. ! 

[n March 1998, intensity grew on the Hill as Congressman Horn continued holding 
hearings on Y2K issues and issuing report cards showing wh~re each agency stood. There was 
an immense amount of pressure on ali agencies. particuJarly t~ose that did not fair well. From 
the start. Social Security was one of the few Federal agencies" to receive a grade of "A:' 

(n Ihe months leading up to Year 2000, one of the primary goals of SSA was 10 ensure 
that January 2000 Social Security benefit payments were issu~d and delivered timely, The 
Agency tested its pcl1'onal computers, network servers, peripheral devices and software for Y2K 
compliance and took appropriate action to remedy any identified compliance problems, SSA's 
systems were tested and certified a;; Y2K compliant and valid,aled by u panel of independent 
expel1s, 

Although SSA was conlident that its systems were fuI!y Y2K compliant. it look measures 
to ensure lhat 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 puymenl 
processes in thc period affected by the Y2K rollover date, idC~tifY any payment-reluted problems 
Ihat might occur and apply contingency strategies to act on thi?m. To accomplish ils Y2K 
transition goal, SSA partnered with the Department of Trcasury and the U,S, Postal Service to 
ensure timely check processing and delivery. With contingency plum; in place, SSA did not 
expcrienc(! any payment-related problems during or after the Y2K date change. Together, SSA, 
Trca.'iury and the Postal Service, in cooperation with the Fcdcrdl Reserve Bank. designed Jnd 
implem.cmed an innovative and effective plan. It resulted in staging and processing of benefit 
checks so that they were iss\lcd and delivered limcJy and without incident 
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The Y2K problem evolved from a technology 
problem to a business problem to a public relations 
problem. SSA's systems were Y2K compliant hy the cnd 
of 1998. Its systems had been tested and certified. From 
that pOint, the focus walO getting informmion OU! lO the 
puhlic Ihat SSA's systems were ready and that there was 
no need for public hystcriu, The Agency reassured the 
nation and the public by keeping them informed on its 
progress. 

"The Social Security system 
is now 100 percent compliant 
with our standards and 
safeguards for the year 
2()()() ... 

President Bill Clinton 
12128198 

[n an interview with Governmcll! Computer News in '1997, Kathleen Adams was asked if 
SSA was ready for Y2K She responded. "We h~wc no choice nul to make it, and we will make 
iL W'e cannm manually issue 50 million payments:' And S~A did make it. Ou January 3, 2000, 
Commissioner Apfcl announccd that Social Security checks were "signed. scaled and delivered r" 
There was no interruption in benefit payments or service to the Americun public. With tbe Y2K 
challenge behind it, SSA geared it" focus loward OIher tecbnology challenges including serving 
its customers in the new millennium, j 

,, 
ELECTRONIC SERVICE DELIVERY 

Quickly changing demographics. which caused s~hstantial increases in the public's 
demund for services, emu ted the need for Social Security to develop new and , 
automated methods of handling workloads. At thc same limc. the rapid technology 

growth of the lntemet made it possible for this medium to become u new channel for transacting 
business with SSA. Public inrormmion from the Social Sc(uhty Adminifitration is parlofthe 
information .superhighway. Electronic service delivery is a kh Agency initiative and is the 
l;QrnCr$(One of SSA's vision for 2010,15 , 

I 
INTERNET SERVICES 

ocial Security has been <l participant on the Inlc~net since 1989, providing statistical Sdata to educational facilities. and othcr researchers. Severalls$ucs and challcnges 
faced the Agency as it considered how to develop Internet application.s thul were 

capuhlc of completing the public's business, First. ihe aging (1ftne baby boom populalion 
projected large increases in disability and retirement claims. ,~" this segment of the populntion 
aged. Also, as the personal computer usc grew in the nation, the public cxpected and dcmanded 
that SSA develop the Internel as an alternate channel for conducting business. 

I 

13 Social Security 20lQ VisiQu, SSA Pub, No, 01-011. August 2(KH} 
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Other catalysts in Internet service delivery were the Government Paperv.'ork Elimination 
Act of 1995, which required SSA to provide declronic options 10 conducting business by 
October 2003 and the Infonnation Technology :\1anagementjAct of 1996. These acts directed 
the Agency lo significantly improvc the management of its il)rOrmalion systems, refocus 
information technology management to directly support mjs~ion strategies, establish clear 
accountabHity for information managcment, build a gremer interagency support structure, and 
cooperate in the use of information technology government-wide, 

On May 17, 1994. SSA announced Social Security obline to the public at 
hup:/lw\\w.ssa.gov. Since its inception. Social SecurilY Online has establi~hed itself as one of 
the premier government online services. It has been recogni~ed by such publications as The 
Washington Post, which called Social Security Online "the ul!imate webs he." PClComputing 
Magazine, which recognized SSA's wehsite as onc of "101 Best Net Bets," and the Government 
Executive Magazine website. which named Social Security Online as one of {he "SC,,\t Feds on 
the web," Team Internel was also presented with a Hammer ,Award for its efforts. , 

Since going live. more than 26.1 million people have:vj:.'iICd the sile, Public usc of the 
services has dramatically grown since 1994. The following chart depicts the growth of visitors 
10 Social Security Online since its launch. 

Growth Rate of Social Security Online By Year 
(service begun 5117194),, 

YEAR # OF VISITORS % CHANGE 

1994 22,212 i 
1995 

, 
171,175 

,, 671% 

1996 722,415 , 
I 

322% 

1997 2,700,518 I 274% 

1998 
: 

4,921,218 ,, 
, 82% 

1999 9,7&8,277 I ,, 99% 

2000 proj, 14,719,607 50% 

SSA issues "certificmes of coverage" for expatriate u.s. workeI'$ to document their 
continued coverage under U.s, Social Security and their exemption from foreign Soci;:il Sccurity 
taxes in accordancc with the terms of intcrnational Social ScctlrllY "lo!alil'"lliofj" agreements, In 
1995. SSA issued over 26,000 certiflclltcS. (This number woJld grow to 40.000 by the YCllf 2000,), 
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In the past, U.s. employers requested -certificates of coverage via fax, telephone or mail. In 1995, 
SSA began a pilot program to allow employers 10 also requi'\t the certificates over thc Internet, 
thus hecoming one of the fi11"t U,S. Government agencies to 'offer weh~hascd services, U:;ing the 
Internet to request certificates of coverage improves accuracy by providing automated online data 
review and speeds up the issuance of certificates. The pilot proved very successful and a large 
percentage of ccnificatc requests arc now processed electronically, 

I 
In response to lhe fast-growing use of the Internet bY:the public and major organizations. 

both public and private, in 1994, SSA began investigating an enhancement to pm the Personal 
Earnings and Benefit Estimate Statement (PEBES) on the Jnlcrnet. On March 5, 1997, SSA 
began testing a new feature in which [nlernet users could rctlUC:-.t a PEBES from Social Security 
nod recci vc the statement immediately at their person,11 computers. Internet processing of a 
request for a Social Security Statement saves 98 percent of the COSi of a statement scm to the 
customer in the traditional manner. This statement, which had been available from SSA in 
printed foon for nine years, has become an important financial, planning tool for Americans. . 

PEBES gives people ready access to important perso~al information in Soci .. l Security 
records, namely a year-by-year breakout of a worker's earnings history and estimates of hjs or 
her present and future Social Security benefits. It offers an important service to the public by, 
providiolE wugc and benefits information which workers llnd Iheir families can u!'c to help make 
financial plans for retirement ! 

Del-pite the Agency's careful preparations prior to launching the online PEBES, concerns 
were raised by the public that SSA had not done enough to p~otect the online PEBES from the 
eyes of other Internet Users. Nothing is more important to [h'e Social Security Administration 
than maintaining public confidence in the privacy of fhe per!'onal information that it maintains on 
American citizens, The Agency recognized Ihaltbc publi(;'s perception ahout the online PEBES 
could undermine confidence in the safety and security of the ~cnsitive data SSA mainlains. for 
this reason. on April 9. 1997. Acting Commissioner John J. Callahan su~pcnded the online 
PEBES until SSA could get expert advice on what it needed to do to provide this service while 
assuring strict protect jon of personal privacy. In September 1997. SSA issued a reporl to 
CliSlomers entitled Privacy and Customer Service in the EJccl~onic Age, A further discussion of 
Internet security is found in the subsequent chapter on Progra'm Integrity. 

Even with the challenges of electronic !>Cfvice delivery, Commissioner Apfel and Deputy 
Commissioner Halter shared a vision that called for SSA providing a full~rangc of Internet-based 
services, The Age,ney adopted and began to implement an aggressive ~hedule for providing 
these services, The Social Security website was transformed from a medium for sharing 
information with customers to an option that customers can use in transacting some Social 
Security business, Electronic service initiatives. implementcdltmve improved customer options 
for comuc!ing Social Security and established the Agency as it leader in the movement toward a 
more efficient and effective electronic Government. As of December 2000. Social Security 
Online maintained approximately 15.000 pages for public browsing and downloading, Some of 
the Agency's cleetronic scrvice delivery achievements follow: 
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I 
SSA embraced the National Performance Review's recommendation 10 expand electronic 

commerce for Federal acquisition by conducting an electronic commerce pilot in 1997. Usc of 
the Internet and electronic commerce has heen expanded in ~ach subsequent year. SSA posts all 
of its acquisition notices and solicitations on its Inlernct ho~c page, allowing interested vendors 
10 read and download them. In FY 1999. the SSA discontinued Ihe years-old practice of mailing 
paper copies of these documents to vendors. Contmcting opportunities are inslead announced 
exclusively by electronic means. All oflhc requirements are pOMcd with the Electronic Posting 
Service, which will, in the ncar future, he- the one place a vendor needs to go to see aU 
Governmenl requirements. Using electronic COmmerce met~ods is faster and more economical 
for SSA-i.e,. saving the COSI of printing paper copies of soHciiation, labeling and mailing them 
and maintaining a bidders mailing list. Benefits to vendors who regi~tcr with the Electronic 
POt>ting Service include automatic emaij nOlification of Federal business opportunities of intcrcl\t 
to them. The address ofSSA's Acquisition Home Page is: Www.ssa.gov/oag!., 

In April 2000, Social Securily launched an onlinc Retirement Planner that aHows workers 
10 compute estimates of their fUlure Social Security rclircmcnl benefits, This service allows 
workers to better prepare and plan for their future financial skurity. The Agency enhanced the 
suite of services available through the online Retirement Pla~ner in October 2000 to include 
importanl information on disability and survivors' benefits. This new tool (called The Benefits 
Planner) now cont.ains a Retirement Planner, a Disability Planner and a Survivor".; Planner and 
can he accessed from the home page of Social Security's website, The online calculators have 
been enh~mced to add e.'Itimatcs for disability and survivors b~nefits. The Agency has also added 
an "earnings limit" calculator to the Retirement Planner, This feature allows workers to compute 
(he effect of earnings on their Social Security retirement benefits. The Retirement Planner also 
links 10 the American Savings Education Council's "Ballpark' Estimate" worksheet. This link 
lets individuals combine their estimates of future Social Secu'rity benefits with estimates of 
income from pensions and savings to sec if their current savltlgs practices will provide for u 
comfortable retirement. 

In July 2000. in conjunction with the Health Care Fintneing Administration (HCFA), 
Social Se<:urlty developed an online application that allows individuals to request a replacement 
Medicare card. A user can go 10 Social Sccuri[y's website ro:acccss the online application. 
Cuslomers enter the requested information and the replacement card is mailed 10 the address of 
fel:onl In the nest four months this service was available, ovhr 6,000 requests were proces.sed., 

In October 2000, Social Security rolled out an Internet Retirement Insurance Benefit 
application, making it possible for individuals to apply for their Social Security retirement 
benefits over the Internet. Individuals age 61 and 9 months of older, who arc ready to apply for 
their henefits and want to use the Internet, may use this new s~rvice to complete their application 
online, This new service makes it possible for individuals 1O complete their application for 
retiremenl benefits at their convenience and save a visit Dr telephone call 10 their Social Security 
office, A user can go to Sociu] Security's website 10 uccess {he application, directions for 
compll!ting the application, and an explanution for submitting the completed form, The 
npplication page provides information on security and privacy. In the testing phase, with n 
limited universe of potential filers, an impress.ive 5 percent of all titers elected 10 use the 
electronic benefit application, . 
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Soda] Security is working with partners in the public and private sector in piloling 
cmergin,g technologies to gain experience in their u:->c and effect on key business proce~sc.s. 
These projects include: ! 

Electronic Medical Evidence: In anticipation of the requirements of the Health Insurance . . 
Portability al/d Accoulltability Act (HIPAA) for special protection of electronic medical 
information, the California Medical Association initi~ted n pilot to test public key 
infrastructure (PKI) encryption and authentication for transferring medical evidence in 
the medical community, SSA was invited to join Ihe!piloL The Agency will usc PKi 
ct:rtificates to ex(:h<mge digitally signed and en(:ryplc!l medical evidence hetween 
selected California heahhcarc providers. and Social SeCUrily components. The pilot will 
give SSA experience in implemcnting and testing PKI technology, a~ well "L<; a promi:-;ing 
tool to address privtlcy. security, Hnd authentication for medical records. The pilot will 
also position Social Security to heuer rcspond to chmiges in medical evidence 
requirements brought on by HIPAA, and move the Agency forward in the electronic 
disabilily initiatives. 

Channel Convergence: In July 2000. Deputy Commissioner Halter announced the 
Agcm.:y's pannership with CommcrceNct, a nonprofit consortium. 10 lest a variety of, 
Internet technologies that have the potential to dmma;ically enhance customer scrvice. 
CommerceNet member organizations worked with SSA to test a variety of technologies 
and to develop ways to integralc various methods of p,roviding customer service such ~tS 
the telephone and the Internet. This intcgnHion is called channel convergence. Social 
Security envisions using In!ernet services that will allow customers to verbally interact 
with an Agency representative while they arc online doing various business applications, 
TIlis partncffihip with CommerceNet allows SSA to le'am about ncw (cchnologi~" in a 
controlled laboratory environment, and will help the Agency determine the viability of 
these customer service options. 

, 
As of December 2000, at the Social Security Adminis~m!jon, lcleservlcc is the preierred 

way for its customers to conduct business, However, as technology changes. the Agency reaHzes 
that cuslomer preference will also change. The reason is clear; the Internet is growing faster Than, 
all other technologies before it. Radio was around for 38 years before it had 50 million listcners; 
Iclc\'i~ion took 13 years to aUrael 50 million viewers; the Intctnct got there in just four years. 
SSA views the Internct as an integral method of doing business with the American public and 
recognizcs that punicularly for younger Americans, the Internet will hc the infonnation source of 
choice for most of them. ! 

I 
ELECTRONIC WAGE REPORTING 

n 1993, SSA first visualized a system that would abcept and process Forms W~2 (Wage

I and Tax Sl~temenl) electronically. The Agency re~eives approximately 250 miUion 
W*2s unnually from approximately 6.4 million employers. ApproXimately 80 percent 

I 
219 



of these W~2s come to SSA on paper, although it is estimatc~ that more than 60 percent are 
prepared using personal computers. )n 1993. SSA recognized Ihe growing avaiiabBit)' of personal 
compulers in the private sector and, in particular. their growing usc hy the small business 
community. In recognition of these trends, and to take the opportunity to improve Government 
operations and reduce the reponing burden on the private sector, the Agency developed the firsl 
eleclronk: filing option for suhmining W-2s 10 SSA, The Online Wage Reporting Bulletin Board 
Service could be accessed hy employers utilizing a personal tomputer and modem to voluntarily 
transmit wage information to SSA electronically. 

The development of a personal computcr~bascd electronic filing option [or w~lge 
reponing affords employers with a simple, cost~effcctjve alternative that also provides un 
Hcknowledgmcnt that SSA received their transmission. Thistdatcd evidence of cheif submission 
is not currently available to paper filers, and many transmittc'rs desiring such acknowledgement 
pay :ttiditional postage costs to transmit their' reports hy cenired mait or other evidentiary 
__L . 

In the tirst year of the bulletin board service's operati::m. SSA received 21,276 Form 
W-2s from 51 submiucrs; by Ihe J995 tax year. this number increased iO more than 477,000 from 
Over 200 submitters. This innovation saved substantial clerical time thai the Agency would have, 
had 10 devolc 10 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 than six million W-2s in tax year 1996, 13,9 million in tox year 1997, and 
15,8 million in tax year 1998. SSA is currently processing ta~ year 1999 W ~2s. As of 
September 15.2000,45 million W-2s had been received and proces:;ed. SSA's electronic filing 
process is one year ahead of its goal to "., .become opcration~1 in tax year 2000 and have the 
capacity to support lax year 2000 electronic submiuuls involving 40 million Form W-2s." In tax, 
year 2000. employers have the option of filing over the Internet or using value-added networks. 
Additionally, State and Federal agencies can file W-2s by connccting directly with SSA using 
dedicated telecommunications, I 

Obstacles rehltlve to ~ccurity and electronic signature issues have m:en overcome by 
usjng the highest level of encryption for all [ntemet npplicati6ns which include secure sockets 
layer and 128 bi! encryption. A registration module was developed to enable SSA to 
authenticate the person who i!' using the system and issue a P4rsonalldentificalion Number and 
Passcodc. which is used in lieu of a wrinen statement The Agency will add an option for tax 
year 200 f that will permit employers to utiljze public key infrastructure technology 10 further 
enhance security, .I 

The new Employer Services Online web page wcnllivc on December 1,2000. This page 
offers employers online registration and access to the oniine \~agc reporting system for 
uploading and checking status of submissions filed over the Internet Additionally, Internet 
conni..'"Ciion specifications have been developed and arc currenily being marketed to the software 
community for indusion In thcir wage reporting products. I 

Electronic WilgC reporting has had and will continue to: have a positive impact all many 
aspects of SSA's earnings activities including improved accuracy, improved customer service 
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and reduced cost. For example. it costs an employer from $12~$26 10 repon FormsW-2 to SSA 
on magnetic media, versus pennies to send the same data elc,clronlcally. Addilionully. this 
projt'Ct has positioned the Agency to ~Iccommodale the business community's growing inlcresl in 
filing wage and tax returns electronically. It is estimated thUi 70 percent of an W-2s filed in tax 
year 2005 will be electronic. This supported the Agency's ciTorts to realize workycar savings by 
eliminating labor~intensive processes and to provide world--class service. 

, 
SSA also moved forward in other areas of elcctronic service delivery, One of thc HiA 

initiatives that SSA committed to in 1997 wa.~ to provide employers with overnight electronic 
verification of the Social Security numbers of' its employecs.~ Currently. SSN verification service 
is availahle to employers over the telephone for up to five employees. SSA can aho verify larger 
numbers submitted via magnetic media or paper listings. SSA will pilot nn eiectn;mic Online 
EmplOyeD Verification Service to test a process that will allow employers to use the Internet with 
online screcns to key thcir information in order to receive immediate feedback. Employers will 
abo havc the option to usc an overnight service. where they {viII receive fcedback the next 
business day. This will greatly streamline the hiring process for employers in the privalC $cctor. 

CONCLUSION . 

As technology rapidly evolves. the impact on cuMomcrs is increasingly evident. 
Standards of service are consluntly being challenged and improved. Customers 
arc experiencing fa"ter, easier, and more effident service from private industry 

and C'.xpcct the Saine type of service from Social Securily. Achieving this level of service 
requires the Agency to challenge traditional approaches to business and to implement new and 
progressive ways for customer.;: 10 conduct business in the 21M century. Social Security is 
committed to providing "be:;t~in~business" cllslOmel' service t9 rhe American people. while 
ensuring their privacy and the integrity of it~ programs. ' 
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EXHIBIT 1 

STATUS OF TOTALIZATION AGREEMENTS 

SEPTEMBER 29, 2000 

AGREEMENTS IN FORCE 
Lega! cilations refer to the United Slutes Trcntics lind Other International AgN:cmcnts Series (CST) and the 
Treulies and Olher International Act.o; Series ,.TIAS); both publishe,d by the lj,S. Department of Stat£', tn the 
elise of a~recnwnh thld have not yet been publisbed in the UST or TIAS :ocrics.. citations Dfe to the HmL'*= of 
Reprcsentatins Document number assigned when the IIgreo.:ml'nts WO'C trun.<.miued it) Congress for review. 

, 
, 

COUNTRY AGREEMENT 
UAU:OF 
SIGNING 

.:FFECTlV.: 
DATE 

LEGAL 
CITATION 

AUSTRIA 

,,,, 

Agreement un Social 
Security 

I 
July J3, 1940 , Nov. I, 1991 H,R, Do,,;, 102-54 

Admimstrativc Arr,.H1gement 
for the Implementation of the 
Agreemeni Of) Sod;ll Security 

July 13, 1990 , 
I 

Nov. 1,1991 H.R. Doc. ]()2-54 

Supplementary Agreement 
Amending Ille Agreement on 
Social s.:curit)' 

OC1.5.1995 Jan. l. \997 H,R. 001.'.104·217 

,,,, 

nHLGIuM 

Agreement on Stlcidl 
Sl'CuriIY. with Final Protocol 

Feb. 19, [Y~2 I July I, 1984 TlAS 11175 

Administrative Agrf.'cmen' ror 
the Implementation of the 
Agreement on Sodal Secmity 

No\', 23, 1982 , July L '984 TIM. 11175 

Additional Prolrx;ollo the 
Agreement on Social Security 

, 
;-.lov. 23.1982 July L 1934 TIAS 11175 

CANADA 

Agreement with Respect 10 
SUI,,'lal Security 

March I L lYRI , Aug. 1, 1984 TlAS 10t(63 

Admll'llstrativc Amngement 
for the Implcml!malion of the 
Agreemem on Social Security 

, 

May 22. J981 Aug. 1,1934 TlAS 10863 

Supplementary Agn:l.llfll,"!fl! 
Auwooing 1m' AgflX'ml.lnt 
witb Re!'pec\ 10 Soda! 
Sl'eul'it}' 

, 

~1ay ! D, !483 , Aug. I, [984 TIAS lOtl6} 
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COUNTRY A(;REEMENT DATE OF Enl,CTIVE i LEGAL 
SIGNING DATE CITATION 

, 
Understanding and 
Administrative ArrungcmCf\1 March 30. 191[\ I Aug, L 19X4 TIAS Im!(i3 
with the Gnvcmmcnl of 

CANADA Quchcc , 
(Continuc«) Second Supplementary 

Agreement Amcnding the May 28, JI)96 (ktuhcT [,1997 H.R. Doc. 105-49 
Agrccmcm. with Respect 10 

Social S('curil), , 
Agreem.ent on Socitll Sc:curity June 3. 1991 Nov, 1.1992 TIAS 12105 

FINLAKIl Admini~lnJtivc Arr>tngcmcnl 
for the JmplclnJ.:ntath~n of lhe: June::-, lif9\ Nov, L 1992 TIAS 12105 
Agrcc.:nwnt on Social SecurilY , 

Agreement nn SOCia! Security March 2. 19K7 I:, luly l. 19l\g TIAS 12W6 

AJmini.\lralivli Arrangcmcm , 
FRANC~ C()nccrning the Application of 

OcL 21, 1987 July I, 1985 HAS 12106
Ihc Agrccmcm on Social , 
Security 

Agrcnl1,,-nt nn Sodal 
, 30 UST fi(}'}9, 

SecurilY, with Final Prm.ocol 
J'IO.7.1976 Dec. \,1979 

TIAS 9542 

Administrative Agn.-emcnt for 
JO UST6099,

the: ImplemcnlatiQn of Ihe Junc2l, 1978 
I 

Dec. 1. 1979 TIAS 9542
Agreement on Social SccudlY 

Supplementary Agreement i 
Amending lhe Agreement on Oct. 2. 1986 March I. 1988 TIAS 12115 
Sodal Security 

GI<:R:\1ANY Supplementary 
OcL 2, !9H6 Murch 1, 19?U~ TIAS 12115 

Admini,'l.(ralivc Agrcement 

Second Supplcm~n!ary 
Agreement Amending the March 6, 1995 May !, 1996 H.R. Doc. 104-113 
Agrccment on Social Securily 

~coru.l Supplemea1ary March 6, 1995 May 1. 1996 tLR, D,IC. 104-123
iAJl'Itinls1falln; Agreement 

N:)TE: The uhnvc im.truments apply to Ihe tcrrltury of toe f(!flllrr Gcrman Democratic Rcpuhlk 
'ffe(;tivc CkiOOcf 3, 1990. 



DAn: OF 
i 

.:FFECTIVE LEGALCOUNTRY AGREEMENT SIGNIN(; DATE CITATION 
, 

Agn.'<:rtR'flt on Sod~l Security i June 22. !993 Sept, I, 1994 : H,R, Doc, Im-198:, 

GRE1U:J.: AdminiMrallvc Arnmgcmcnl , 
fm lhe Implcmcntllll00 of lilc June 22. 1993 

, 
Sept. I, ]994 H.R. Doc. 103·198 

Agn,,'<:mcnt on Sodal SL't'urilY 

Agreement on Sf~cia! Security April 14, 1992 Sept. I. 1993 T[AS 12117 

i , 
lkELAi'lO Adminlstmlivc /Hrang"!J1Cnl 

,, 

for thc Implementation of th;,: April 14, 1992 
, 

SepL I, [993 TlAS 12! 17,, Agrecffil'm on Social Security ,, 
, i 

Agn.'t'Ill(!fli un tile MaHer ()f 
May 23.1973 Nov. I. 1978 

29 CST 4263; 
S(lcial Security TIAS 905R 

Administrative PMocol iilr 
, 

29 UST 4263; Ihc Implementation of the Nov. 22, 1977 Nov. I. 1978 
'fIAS 905l'!

AgrcGl\1l.!nl Ilfl S(lciul SccurllY , ,, , 
Il'ALl' 

SuppletnCntary AgrccJnem on 
April l7. 1984 Jan. 1, 1986 TIAS J! 173

thl! Matter of Sodal Security ,, ,, 

NOTE: U,S, and ltaHan officials have agreed to meet illlhe ncar future to begin 
negotiating a new agreement to conform Ihc original U,S,MftaHan agreement more 
closely to other Social Security agreements the two countries have concluded. 

Agreement on Social 
, 

Feb. 12, 1992 
, 

No\', L 1993 TIAS 12119 
Security 

ILUXEMBOURG Atlmioi><lmti vc Arrangement I 

for the Implementation of the Feh. 12, 1992 No\', \, 199) TIAS 12119 
Agreement on Social , 
Security , 
Agrl'<!mcn! ()n Social 

Dec. It 198:7 
, Nov, l. 19\10 I1.R, Doc. 100-1&2

&!eurity 

Atlminislraliw Arr;mgel11cnt , 
for the Implementalion or Ihe , 

NETHERLANOS 
Agreement on Social 

Dec. 8. 1987 , Nov, l. 1990 RR, i)Qc, 10;).182 

Sc~ur!ty ,, 
Prolocol to lhe Agreement (}J1 

Dec. 7.1989 Nov, 1. 1990 
Sune Department 

S{ldal S ..."turit)' , 
Arcl\n'Cs, 
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COUNTRY AGREEMENT DATE OF 
SIGNING 

, EFFECTIVE 
DATE 

LEGAL 
CITATION 

NORWAY 

Agreement on Social Security Jan. 13, 1983 , July I, 1984 TIAS IORIR 

Administrative Agreement for 
Ihc Implementation of thc 
Agreement on Social Security 

Jan. 13, 1983 , , 
July 1, 1984 TIAS lORIS 

NOTE: Negotiations have been completed on a supplementary agreement to 
improve Norwegian benefit rights under the original U.S.-Norway Agreement and to 

pdale and clarify several of its provisions. It i:s anticipated thallhe supplementary 
'greemcnt will be signed later this year. , 

PORTUGAL 

Agreement on Social Security March 30, 1988 Aug. L 1989 TIAS 12121 

Administrative Arrangement 
for Ihc Implementation orthe 
Agreement on Social Security 

I 

March 30, 1988 

, 

Aug. I, 1989 TIAS [2[21 

SPAIN 

Agreement on Social Security Sept. 30, 1986 April I, 1988 TIAS 12123 

Administrative Arrangement 
for the Implementation of the 
Agreement on Social Security 

, 
, 

Sept. 30, 1986 April L 1988 TIAS 12123 

-
SWEllEN 

Agreement on Social Security May 27, 1985 
, 

Jan. I, 1987 TIAS 11266 

Administrative Arrangement 
for the Implementation of the 
Agreement on Social Security 

,, 
May27,1985 

, 

Jan. I, 1987 TiAS 11266 

SWITZERLAND 

Agreement on Social Security, 
with Final Protocol 

July 18, 1979 Nov. I, 1980 
32 UST2165; 

TIAS 9830 

Administrative Agreement for 
the Implementation of the 
Agreement on Social Security 

, 
Dec. 20, 1979 

; 

Nov. I, 1980 
32 UST2165; 

TIAS 9830 

Supplementary Agreement 
Amending the Agreement on 
Social Security 

June I. 1988 
,, Oct. I, 1989 TIAS 12126 

Supplementary Administrative 
Agreement 

June 1.1988 I Oct. I, 1989 TlAS 1212(1 
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COUNTRY AGREEMENT 
DATE OF 
SIGNING , 

EFFECTIVE 
DATE 

LEGAL 
CITATION 

Agreement on Social Security Feh. [3, 1984 

Jan. I, 19K5; 
provisions on 

totalization henefits 
effective Jan. 1. 1988. 

TIAS 11086 

UNITED 

Administrative Agreement for 
the Implementation of the 
Agreement on SOCilli Security 

Feh. \3, 1984 

, 

Jun. I. 1985 TIAS 11086 

KINGDOM 
Supplementary Agreement 
Amending the Agreement on 
Social Security 

June 6, 1996 

, 
I 
I 

Septemher 1, 1997 H.R. Doc. 105-47 

Supplementary 
Administrative Agreement 

June 6, 1996 September I. 1997 H.R. Doc. 105-47 
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