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EXECUTIVE SUMMARY 

PURPOSE 

To oro'lide the Scclal Sec'Jrity Ad.'nin:stration (SSA) with infc'mation concerning t'le appropr'ate reading level 
&or Spanis:i-speak:ng cfierJs receiving SSA Spanisn language nct::::es. 

BACKGROUND 

This :nspection resulted from discLssions with SSA offcials on tvto Departmert of Health o'ld Huma'l 

Services/Office of Inspector General (HHS/OIG) reports; 1) "Clarity of SSA Notices," ar.d 2} "C!ariiY of 

Supplemental Security Income Notices." SSA found the reports helpful in evalvoting the effectiveness of its 

current and proposed notice revisions, and requested additior.al assistance in providing Information Or) the 

appropria~e readin~lleve! for Spanish-speaking cl:ents, 


SSA reHes on ever 250 million notices and forms S9-nt to :he public each year to: 1) comrr.unicate decisions 
about eligibility for benefits, 2) inform beneficiaries of their rights and responsibilities. and 3) describe avenues 
of appeal. Some Retirement. Survivors, and Disability Insurance (RSDI) notices are available in Spanish. AU 
automated Supplemental Security Income (S51) notices are avaUable In Spanish, 

SSA is committed to improving the quality of its written notices, In February 1985. SSA published "Social 
Security Administration Notice Standards" (Standards) to improve the readability of notices and provide criteria 
to produce uniform and dear notices. The Standards have been revised twice. SSA's customer service pledge, 
included in the Standards, states, "We will clearly expfafn our decisions so you can understand why and how 
we made them and what to do if you disagree." 

We conducted an extensive literature search and conducted persona! and telephone interviews with 
46 individuals at 39 agencies and organizations to: 1) inquire jf they have developed methods for determining a 
reading level for their Spanish-speaking readers, 2) obtain their views on the most effective ways of helping 
Spanish~speaking individuals to understand written materials, and 3) determine if tt1ey have developed or are 
using softlNare programs to assess the readability of material written in Spanish. 

FINDINGS 

Method for determining the reading level for Spanish-speaking individuals has nat been developed, 

Respondents stated they: ~) have not developed. or are not aware of, a method ror determining the most 

appropriate reading level for Spanish-speaking individuals; and 2) have not developed, nor are they using. a 

computer software program to assess the readability of material written in Soanish 


Reading level established for English language material is appropriate for Spanish-speaking 

individuals. 


Eleven or 13 res:)order;ts re~erencing SSA's ;eaaing leve~ for English notices stated that, if ro~ices are 

accJrate;y transiatej, the same reading level is approp'iate for Spanisnnotices. Respondents bel:eved that. it 

EnS"ish notices meet SSA'$ Standards, translating tram into Sps:1iSh should be a fa,rly simple pro:;:ess. 


Respondents provided ideas for continued not;ca improvements. 

Respondents provided ideas ror mak:ng SpanIsh I'lotices more understa1dab:e 'or Spanlsh-speak:ng clients, 
inclucing: -:) using employees who are as fluent in the Spanish language as they are in the English langliage 
to do the translatlons, 2) using a glossary to assure consistency, 3} translating materialaccurstely, and 
4) conducting focus groups on the readability of notices 

Lite~1 translation of English notices is not recommended. 
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A literal translation may not, in fact, get the desired message across to those reading the material in Spanish. 
Respondents provided reasons why English to Spanish translation cannot be done verbatim, including: 1) no 
language can be translated verbatim because words and sentence structures do not correlate; and 2) the 
Spanish language generally uses more words to make a statement than English. 

Two methods for translating written material. 

Respondents provided information on two possible methods for translating notices from English to Spanish, 
including: 1) havin~l employees, whose knowledge of the Spanish language is as strong as or stronger than 
their knowledge of the English language, serve as translators; and 2) contracting out the translation of notices 
to a good professional translator. 

Problems exist in current translation software. 

Respondents statej that no software program produces a periect translation. All programs require knowledge 
of the language being translated and some form of human intervention, such as building dictionaries and 
redoing documents. 

RECOMMENDATIONS 

SSA's efforts to improve the overall quality of notices will enable SSA to provide understandable Spanish 
notices. SSA's reading level for m.aterial written in English appears appropriate for Spanish-language notices. 
Further, if SSA is to provide notices in languages other than English or Spanish (e.g., in Russian, Chinese, 
Vietnamese, etc.), SSA should be able to provide accurately translate9 notices by duplicating its efforts in 
translating English notices into Spanish. SSA should continue improving the readability of Spanish language 
notices by: . 

• conducting focus groups to obtain participant information on the readability of notices; 

• adhering to SSA's Standards for preparing both English and Spanish notices: 

• enhancing the English-SQanish Glossary of Social Security Administration TerminoJogy_ 
(replace poorly understood words or phrases), and, further to continue promoting consistency of 
terminology, providing the Glossary to all SSA offices; 

• ensuring SSA staff doing the translations have adequate skills and tools needed to do the 
translations: 

• considering using the Spanish' version of "Grammatik" when it becomes available- SSA should 
determine that this software meets its needs for producing accurate Spanish notices (SSA 
currently uses the English version of this software to write English material at the desired grade 
level): and . 

• identifying staff capable of and interested in translating. 

AGENCY COMMENTS 

In its written comments to the draft report, SSA agreed with the findings and the thrust of our 
recommendations. 

OIG RESPONSE 

We appreciate SSA's comments to this report. We would also like to acknowledge the assistance provided by 
the Notice Policy Staff during the course of this study. 
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INTRODUCTION 

PURPOSE 

To provide the SSA with info~mation concerning the appropriate reading leve: for Spanisr·soeaking clients 
receivmg SSA Span:sh language notices. 

BACKGROUND 

This inspection resulted from discussions with SSA offielets on two prior HHSiOIG reports: 1) "Clarity of SSA 
Notices," OEI-07~90~02410: and 2) "Clarity of Suppiemental Security Income Notices," OEI-07-90-02460. SSA 
found the reports helpful in evaluating the effectiveness of 11s current and proposed notice revisions, and 
requested additional OIG assistance in providing information on the appropriate reading level for Spanish· 
speaking clients. 

SSA relies on over 250 million notices and forms sent 10 the public each year to: 1) communicate decisions 
about individuals' e:igibihty for benefits, 2) inform benefiCiaries of their fighls and responsibilrties, and 3) 
describe avenues (:.1 appeal. Some RSD! notices are avallab!e in Spanish, An automated SSt notices are 
available in Span'sh. Some high volume publiC forms, such as !.he Application for a SOC'31 Security Card. Form 
S&'5, are also avai:able in Spanish. 

Because of the high volume of notices rnailed to $SA clients, almost all of the processes for generating and 
maIling materials are automated. While most of the RSOI notices are generated by 1 of abo\,;t 15 different 
computer systems, those for the SSI p~ram are generated by a Single computer system. Information 
included in the notices is from a compilation of computer-selected paragraphs in the different systems. 

Spanlsh~$pfUJking POpvl(1tion in the United States Continues to Grow 

Over the past decade, more than a third of the United States' population growth was due to immigration. 
Recent immigrants cali'.e predominantly from Asian· and Spanish·speaking countries. Further. data from 
the ~990 U,S" Census show: 1) Spanish-speakers comprise a rapidly 9rowing segment of the population in t'le 
United States; 2) many of tha immigrants are recent arrivals; 3) excluding Puerto Rico, 13.8 percent of the 
popl.lation age .$ years and older speak a language other than English in t')e homeuwlth 53 percent of :t'ese 
speak!ng Spanish; and 4) nearly half of the Spanish-speakers reported they do not speak English very weli, 

the Spanish~speaking elderly population is growing faster tha'1 any other segment of the population. It is 
estimated that this population, which accounted for 3.6 percent of the total elderly population in 1990, will 
increase to 6.3 percent in 2010 and 11.7 percent in 2050. 

Pursuant to a 1988 congressional reques!, the U.S. Department of Education's National Center for Education 

Statistics and Division of Adult Education and Literacy conducted a national household survey of the literacy 

skilts of adults in the United States. The report issued in September 1993, states that of all the raclaYethnic 

groups, Hispanic adults reported the fewest years of schooling in this country-on average, just over 10 years, 

compared 10 11.8 years for African Americans and 11.7 yeals for Native AmencansJ Alaskans. 


SSA's Notice Standards 

SSA 's corrrni:ted to Improving the GuaHty of its written notices, and has taken a numoer of steps designed to 
i:npro'le the readabf:ity of notices and to provide guidelines for produclrg uniform and clear noti80S. In 
February 1985, SSA published the first edition of its Star:dards. The Standards were rev'sed in July 1989 and 
required that notices: 1) be written at a sixth-grade read:ng level. 2) contain no Jargon, 3) have an average 
sentence length of 15*20 words, and 4) have paragraphS no longer ~han 7 lines, The Standards, revised again 
in August 1995. 1) required that notices be written at a sixth- 10 eighth- grade reading level, 2) further refined 
the elements of a clear notice, 3) induded additional guidance on how to write notices, and 4) included 
standards for SpaniSh notices. SSA's customer seNice pledge. inCluded in the August 1995 edition of the 
Standards, states, "We will clearly e)(plain our decisions so you can understand why and how we made them 
and what to do if yO'J disagree:' SSA states that 70 percent of the notices have been improved, and estimates 
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that, under current plans, it will take several years to apply the Standards to all notices. 

In early 1992. SSft, developed a Tactical Plan called Access 6.1 Improve Access to SSA: Accelerate Notice 
Improvements. The goals of this plan include: 1) improving public service, public confidence, and access to 
SSA by improving the quality of the notices; 2) assessing SSA's methods of communicating with the largest 
groups of its non-English speaking (NES) customers in order to eliminate the need for repeated andlor lengthy 
contacts with SSA; and 3) accelerating the pace of notice improvement activities. 

Studies Involving' SSA Notices 

A number of SSA studies have evaluated notices, including the following: 

• In 1987, Portfolio Associates, Incorporated, conducted a study for SSA on revised SSA notices. 
Study participants reported that, although the revised notices were written in simple, 
straightforward, and understandable style, some passages were difficult to understand and' 
others contained jargon, 

• A May 1992 SSA report, "SSA's Capability to Accommodate the Needs of the Non·English 
Speaking Public," provided an overa!! picture of what SSAwas doing to meet the needs of NES 
individuals as we!! as what needs were not being met. The report states, "There is a growing 
non-English speaking public, both in terms of numbers and diversity of languages spoken, that 
needs service from SSA." Further, this report also presents the impact on bilingual employees of 
delivering these services; for example, a large gap exists between the public's need for bilingual 
services and SSA's capacity to meet that need with its own resources. 

• In 1992, Quarles, Schnurr, and Associates, conducted a study for SSA on the clarity of two 
different RSDI notices and one SSI notice and pamphlet. Focus group participants were 
confused by one of the RSDI notices, but had little trouble understanding the second one. The 
SSI participants had a difficult time understanding how payment amounts were calculated in the 
SSI notice, but had little trouble understanding the pamphlet. 

• In 1994, SSA started conducting focus groups in Spanish and English to: 1) determine the 
readability of notices, and 2) gauge public reaction to implemented notice changes. Participants 
provide information on the readability of notices, difficulties encountered, and suggestions on 
how the notices can be better written for them to understand. 

General Accounting Office Testimony and HHS/OIG Studies 

Congressional teslimony by the General Accounting Office (GAO) and studies conducted by HHS/OIG identify 
problems similar to those identified in SSA's studies. GAO's testimony indicates that many SSA letters are 
difficult to understand. OIG studies indicate,that individuals, including NES individuals, continue having 
problems understanding some of SSA's mail. A listing of studies on SSA notices is found at Appendix A. 

The HHS/OIG report, "Employee Opinions of Social Security Notices," OEI·05-92·00042, stated that the clarity 

of SSA's notices has been a concern of SSA, the courts, and the Congress for many years. Further, judicial 

actions requiring SSA to add specific language to its notices have compounded the problem by adding wording 

that not only increases the overa!! length of notices, but also affects their readability. A listing of court decisions 

affecting SSA notices is found at Appendix B. 


SSA Initiatives to Serve Spanish-speaking Individuals 

SSA has undertaken several initiatives to provide quality service to Spanish-speaking applicants and clients, 

including: 


• Oevelopin9 Program Operations Manual System guidelines for determining when individuals 
should or should not receive Spanish language notices and forms. 

• Coding the Master Beneficiary Record and the Supplemental Security Record with a Spanish 
language indicator. The indicator identifies individuals who need or ask to receive mail in 
Spanish. 

• Identifying and obtaining information about how other agencies and organizations provide 
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services to NES individuals, For example, SSA representatives visited Washington State's 
Department of So~aj and Health Services to obtain information on providing services to NES 
individuals . 

• Creating a task force to develop an Agencywide Dolicy on del,Veri;'!g aopropr a:e serJice to NES 
individuals, 

• Contacting agencies and organizations to obtain their views on the most effective reading levels 
for Spanish··speaking individuals. 

METHODOLOGY 
For this study, we ccndlicted an extensive literature search and conducted persoral and telephone inteIViews 
with 4:6 incividl1als at 39 agencies and organizations to: 

1) inquire jf they have developed methods for determining a reading level tor their Spanish­
speaking readers; 

2} obtain their views on the most effective ways of helpitlg Spanish-speaki.')g individuals to 
understand written materials; and 

3) determirle if they have developed or are using computer sol'l.vJare programs to assess the 
readability of mater-al written in Span;sh. 

" 
We ",me shared one of SSA's Spanish language letters with four of our contacts for comments on the 
readability of the letter. 

The following table provides a summa;y of the number of individuals contacted at tr.e various agencies and 
organizations. A more detailed listing of our contacts is found at Appendix C. 

r _.." 
" " Type of " Number Number of 

Entity Contacted Contacted Individuals Contacted 

8il Federa! Agency 4 

" Stale Agency " " Ii 
6 9 

, 
" " " 

EducatIon (Bilingual 

and Elementary) 

,,,, 

I 
" " 

2 
, 
" ", 

4 

" " " 6 6 
._.. -_.._" 

2 I 2 
~ ,, School Book Publisher 

-_..­
, 1 II 1 

I , 
t\dvocacy Group 'Ii. 1 I 1 , ,, 

" " , 
Magazine 

-­ II 3 I 3 

" II 
" " I'""", 

I 
, 

Newspaper 

Community Based 

"II I6

10 
5 

3 
I Organization 
,-
i 1 ranslatjon Service I 2 I 2 
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L II II I 

[software Company 
II 

3 
II 

3 
I 

I Total II 
39 

II 
48 

I 

Our evaluation work for this study was conducted during the period from June 1995 through March 1996. 

This inspection was conducted in accordance with the Quality Standards for Inspections issued by the 
President's Council on Integrity and Efficiency. 

FINDINGS 

Method for determining the reading level for Spanish-speaking individuals has not been developed 

Respondents stated they: 1) have not developed, or are not aware of, a method for determining the most 
appropriate reading level for Spanish-speaking individuals; and 2) have not developed, nor are they using, a 
computer software program to assess the readability of material written in Spanish. One of the software 
companies contacted is developing the Spanish version of "Grammatik" that will allow users to write Spanish 
material at a desired grade level. SSA currently uses the English version of the software to write English 
material at the desired grade level. 

Reading level established for English language material is appropriate for Spanish-speaking 
individuals 

Eleven of 13 respondents referencin~ SSA's reading level for English notices stated that, if notices are 
accurately translated, the same reading level is appropriate for Spanish notices. Four respondents (magazine 
editor, Sociology professor, researcher, and State agency employee) reviewed one of SSA's Spanish letters, 
"Administraci6n de Seguro Social, Seguridad de Ingreso Suplementario-Petici6n de Informaci6n (PE)," 
("Social Security Administration, Request for Information [PEl"). These respondents stated the letter should be 
understood by most readers. They suggested changing only a few words and identified some errors in 
capitalization and use of accents. 

Respondents believed that, if English notices meet SSA's Standards, translating them into Spanish should be 
a fairly simple process. One respondent stated that at her agency, as a general rule, the reading level, style, 
etc., are dictated by the English version, and the translators try to maintain the same reading level as the 
English document. 

Respondents pro~'ided ideas for continued notice improvements 

Respondents provided ideas for making SSA's Spanish notices more understandable for Spanish-speaking 
clients. We found that SSA is currently addressing the respondents' ideas, which include: 

• Using employees who are as fluent in the Spanish language as they are in the English 

language to do the translations. 


• Using a glossary to assure consistency. 

• Using "Spanish" words that will be understood by all readers, Le., not using colloquialisms. 

• Translating materials accurately. 

• Conducting focus groups on the readability of notices. 

• Using simple English on notices that will make translation into Spanish much easier and result 
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in clearer notices, 

• Inclucir:g the English word and/or pr,rase:n parentheses whef'1 using technical and :'l"Iedical 
terminology. This wil' help readers of the llotices to better t;nderstand the information being 
conveyed. 

Literal translation of English notices is not recommended 

A literal translation may not, in fact, get the desired message across to those reading the material in Spanish. 
Respondents provided the following comments on literal translations: 

• Make sure you get a translation and not a transliteration that will not read we!! in Spanish and 
will be hard to understand. ' 

• No language can be transla:ed veibatim because words and sentence structures do not 
correlate. 

• Qual:ty is not translating word·for·word, but, rather, in correct translations. 

• The Spanish language generally uses more words to make a statement than English; Spanish 
no:ices are about 25 percent longer than English notices. 

SSA'S Standards direct employees: 1) to translate concepts, not wordsw-the Spanish trans!alion must have the 
same meaning as the English; and 2) when translating notices into Spanish, to consult the EngJishiSpanish 
GloSSi3:1Y of Social Security Administration Terminology. to ensure that :he terms used are consistent with 
Agency~approved terminology, 

Two methods for translating written material 

Respondents provided information on two possible methods for translating notices from English to Spanish, 

including; 


• Having employees, whose knowledge of the Spanish language is as strong as Of stronger than 
their knowledge of the English language, serve as translators, One respondent stated that care 
must be exercised when doing translatIons. This (espondent's agency has translated pubilcaHons 
which include words andlor phrases that are not understood by, or are offensive to, some ciients 
in different parts of the country. Respondents from newspapers and magazines {e"9., Los 
Angeles East Magmine, Reader's Digest, and Editorial America which has over 14 magazl"·h?S in 
Spanish, including Cosmopolitan and Harper's Bazaar en Espana!) stated they use employees 
who write wellln Spanish. It shouid be noted that SSA already has staff translating notices from. 
English to Spanish. 

• Contract'ng out the translation of notices to a good professioral translatoL However, a State 
agency resp<mdent stated that cont~actjng oul t"le wor, is somewhat expensive, Another 
respondent stated that, if vendors are used:o do the :ranslations_ there may be a problem witl"'­
their not knOWing :he program and, therefore. flat knowing the appropria:e program 
wording/language to be used. 

Problems exist in current translation sQftwar6 

* Responder:ts (Incl:.Jding two ir:dividualS from co;npa."Iies who provide trans:a~jon software) 
stated that no software program produces a perfect translation. All prog~ams requ;re knowledge 
of the language belnlJ translatea and some form of human intervention, such as building 
dictionaries and redOing documents. Overall, the 10 respondents who have used translation 
software have not been impressed with the results. The main problem is the literal translation of 
English words into Spanish, resulting in significant post-translation editing. The City University of' 
New York. and the Internal Revenue Service, after testing severat software programs, use a 
program provided by the Pan American Health Organization. This program. too, requires human 
Intervention. 
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RECOMMENDATIONS 

SSA"s efforts to improve the overall quality of notices will enable SSA to provide ur.de!standable Spanish 
notices. SSA's reading level for material written in English appears appropriate for Spanish~language notices. 
Further, if SSA is to provide notices in languages other than Eng!lsh or Spanish (e.g., in RUSSian, Chinese, 
Vietnamese, etc.), SSA should be able to provide accurately translated notices by duplicating its efforts in 
translating English notices into Spanish. SSA should continue improving the readability of Spanish !anguage 
nmicas by: 

1, conducting focus groups to obtain participant information on the readabil:ty of notices; 

2. adhering to SSA's Standards for preparing bmh EngHsh and Spanish no:ices; 

3. enhancing the 
(replace pOIJrly 
termir'lology, p",viding 

4. ensuring SSA staff doing the translations have adequate skills and tools needed to do the 
translations; 

5. consiaering using the Spanish version of "Gramrnatik" when it becomes availab!e-SSA should 
determine whether this software meets its needs for producing accurate Spanish notices (SSA 
currently uses the English version of this software to write English material at the desired grade 
level); and 

6. identifying slaff capable of and interestoo in translating. 

AGENCY COMMENTS 
, 

In its written comments to the draft report, SSA agreed with the findings and the thrust of our 
recommendations. SSA also proviced information regarding the activities they have taken and are planning to 
take to address thn recommendations. The full text or its comments is provided in Appendix D. 

OIG RESPONSE 

We appreciate SSA's comments to this report We would also like to acknowledge the assistance proviced by 
the Notice Policy Staff duf.ng the COl<fSe of this study, 
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Satisfaction in Puerto Rico, OEI..Q2-94..Q0311, March 1995. 
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D.C., September 1993. 

APPENDICES 

APPENDIX A 

General Accounting Office Testimony and Department of Haalth and Human ServiceslOffice of 

Inspector General Studies on Social Security Administration Notices 


General Accounting Office (GAO) testimony and Department of Health and Human Services/Office cf 

Inspector General iHHSJOIG) studies on Social Security Administration (SSA) notices include the following: 


GAO T estirnony. 

• In March 1994, GAO testimony be~ore Congress indicated that. while SSA has standards for 
written communications to improve the readability of letters, other problems, not associated with 
readability and design, exist to make many letters difficult to understand. Among these problems 
are illogical order and a lack of details to support decisions. 

• Since 1987, OIG has conducted annual client satisfaction surveys. From 1987 t1rough 1991 the 
number of people reporting SSA mail easy to understand declined from 76 percent to 63 percent 
From 1992 tnrough 1995, the number of people finding SSA mail hard to understand declined 
after increasing in 1993: 15 percent in 1992: 17 percent if) 1993; 15 percent in 1994: and 
13 percent in 1995. 

• In 1994, OIG conducted a cl:ent satisfaction sLII'\<e~' of several specific subgroups inCluding non~ 
English spei:lking (NES) cienis. This s',Jrvey was the result of SSA and OIG concerns with the 
contltlL;OUS IGW ratmgs by certain client subgroups. While NES clients' overaU satisfaction ratmg 
rose from 69 percent in 1992 to 76 percent in 1994, the ratirgs for most SSA services rerrained 
low. The NES clients we'e over three fmes l1',ore likely than English..speaking clients to find SSA 
meil hard to :)rderstard (47 and ~3 percent, respectively). Further, 6 percent of these iod1vicuals 
prefer :heir r1ail in a targJage other (han English, with 67 percent preferring Spanish, 

-In :ts 1995 :-cport, "SSA Spanish-speaking Client Satisfaction In the United States,' OIG 
reported that wnen SSA provides services in SpaniSh, NES ciients report a higher level 0: 
satisfaclJon, For example, trIOse receiving their last service in Spanish reported a ,'1j)3r.er level of 
satisfaction than those last seNed in English, as well as higher levels of \.,nderstafldlng and staff 
courtesy, Further, befng he!ped in Spanish in person and by telephone, and receiving ma.il in 
Spamsh, was rated as very important by at leasl 85 percent of the clients. 
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Fc1y-eight [lerCCr"1t received mail which was written partly in English and partly in SpanistL 
15 percent received maij written in Spanish, and 36 percent received mail written in Engrsr, 

SPS:1iS'l-SpE'aking clients reported using different methods to interpret mail no: IIiritten in 
Spa~ish. Mc.st j~dividuals {57 percent) asked a friend or family member to ~ra~sla:e their rrai 
and: 2 pero;:nt tool< :t to ail SSA office. Only 28 percent said they read the rrai' themselves. 
;:lfty~eigh: pc;rcent said their mail was easy to understand; 20 perce'lt said it was difficult lO 
undersmr;d, The main reason given for the difficulty was that it was written i~ E;jgl:sr; otr.er 
c~ients reported that content and words were difficult to unde:stand. 

·1:'1 its 1995 report "SSA Spanish~speaking Chent Satisfaction in Puerto Rico,' OIG sta;ed that, 
whj:e s':i1I high, overall satisfaction dropped ~or Span,sh c!ier.ts whO received mai: in English. Ma:! 
is :he one sEHvice Puerto Rican clients do not receive in their native language. Half of those 
receiv:ng SO{1'1(,) or all of their mail in English were less satisfied overall than those whose mail 
was jn Spanish only. 

• In the 199~: study, "Clarity of Social securitr Notices," OIG found that 1) :he Social Security 
Admr/"listration Notice Standards (Standards worked whel""' used, but we;e not unifcrrrly applied 
to an automated notices; 2) several notices do not comply .....ith the Standards (i.e., have high 
reading levels, use jargon. etc.); and 3) SSA has no ongoing process ~or reviewing notices. 

• In its 1994 report, "Employee Opinior:s of Social Security Notices," OIG found that: 
1) 48 percent of the surveyed employees identified at least one r:otice, letter, or other SSA 
printed material they believed needed improvement; ana 2) 84 percent of the teJeservice center 
emptoyees describe<.! a notice, letter, or other printed material they believed needed 
improvement These notices needed improvement because of :he public's confusion due to: 
missing information, the L;se of jargon, the reading level OO:ng too high, the material being too 
(cng and rambling, the indusion of ;;rjmoor:ant information, and/or the !Bcl< of an orderly 
presentation of facts. 

Back totgR 

APPENDIX B 

Court Of)'cisfons Affecting Social Security Administration Notices 

Court decisions affecting the Socia! Security Administration (SSA) notices include, but are ret limited to, the 
following: 

~ In Buffingtcn v..W~I~.~rg!:?! (1974) the SecretaI)' of the Department of Health and Human 
Services (HHS} was ordered to revise the initial overpayment notice to provide more infonnaton 
about receupr.lent procedures" 

• In ~.~hfa(lo y" Elliott (1978) the court said the recoupment notice must be plainly and clearly 
communicated, and suggesled the no~ice include the reason for overpayment, a statement of the 
nght to request reconsideration and waiver, and notice of the right to a prerecoupment hearing. 

~ in Cruz v. Califano (1978) Secretarv of HHS was ordered to proylde appeal netices and forms 
in Spanish in disability cases under tit!e II and title XVI of the Social Security Act 

• In $9.~r?!::!?~r~?-..~., Heckler (1984} t1e court found there was no due process violation when the 
Secretary failed to provide notices and oral instructions in Spanish, However, the court stated 
that SSA remained bound by the Cruz agreement 
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AG-ENCIES AND ORGANIZATIONS 
(Number of Individuals Contacted) 

Federal Agencies 

1. Internal Revenuo Service (1) 

2. Immigration and Naturalization Service (2) 

3. Social Security Administration (3) 

4. U.S. Department of Agriculture (2) 

State Agencies 

1. Slate of Washington Department of Social and Health Services (1) 

2. Texas Department of Health, Bureau of Nutrition Services (2) 

3. Florida Department of Health and Rohabilltative Services (1) 

4. New York State Department of Social Sorvlcos (1) 

5. Now York Department of Health (1) 

6. Connecticut Dopartment of Children ilnd Famillos (3) 

Education (Bilingual and Elementary) 

1. Dallas Independent School DIstrict (3) 

2. Texas Education Agency, Division for Bilingual Education (1) 

Universities 

1. University of Florida, Department of Education (1) 

2. Humboldt Stato University, Dopartment of Sociology (1) 

3. Univorslty of New Moxico, Government Information Departmont (1) 

4. University 01 To~as, Nettlo Lee Benson Lalin American Collection (1) 

,. City University of New York (1) 

6. Southern University (1) 

Research Groups 

1. Intercultural Development Research Center (1) 

2. Tomas Rivera Center (1) 

ISChOOI Book Publisher 

1. Houghton Mifflin Company (1) 
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Advocacy Group 

1. National Association for Hispanic E1(finly (1) 

,··················AGENCIES AND ORGANIZATIONS 
INumber of tndividua!s Contacted) 

IMagaz;nes 

1 los Angolos Eaflt Magazine (1) 

2. Edllorlal AmOrlca (i) 

3. RCllder's 011)0:$1 ill 

!Newspapers .. . 
,. La Vo?:Cat6l1ca 11) 

2. Notlcla!s en Espaii(!! ii, 

3. ZO de Mayo (1),,,,,, .t, El Extra (1),,,,, 5. £1 Sol do Tojas ill,,,,,, $. La Prensa HOWIJ (1),,, 

:Community Based Organizations 

1, l;'lnt;lImr (PA.J Cantor for Ulotacy (1) 

2, Tox$$ COlirtCil of La Ran (1) 

3, National Counell ofl.a RIlL'I {ll 

Translation SelVi(:9S 

1. Globallnk l1} 

2. Pi,n American Health Organization 111 

iSoftware Companies 

1, GlobaUnk (1) (SlImIJlndivldulIl in "Translation SOrvICIlIi") 

2. Pan American H~alth Oryanlzlltlon f1) i~amo Indl."ldual in ~TrantJllltl(m Sorvlce") 

3. NGvallm 
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APPENDIX E 

MAJOR CONTRIBUTORS TO THIS REPORT 

This evaluation re~Qrt was prepared by the Office of Audit In Dallas, uncier the direction of Scott Patterson, 
Director, Evaluations and Technical Services. Proiect staff jnc:uded: 

George DeLuna 
Evan Buckmgham 
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