
CHAPTER FIVE: 

CUSTOMER-RESPONSIVE, 

WORLD-CLASS SERVICE 


Virtually everyone in the nation has been or will become a customer ofSSA. On 
avcmgc, each workday, about 100,000 people visit onc of SSA 's 1,300 field 
offices, over 240,000 people call its 800 number, and over 43,000 people visit its 

(ntcrnct web·shc. Daily, the Agency proccssc .... an average of ::0,000 initial claims for retirement, 
survivors, di:mbility. and 55( benefits and annually it ensufCS that more thun 250 million carnings 
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 contact with the Fedcml 
government. 

Since 1935. SSA has provided reliable and courteous customer service, In fact, in 1999, 
public satisfaction was at un all time high with 88 percent of customel'S l'atln~ its service as 
excellent, very good or good. 1 SSA has: been recognized as 11 Governmcnl-widc leader in 
management, planning, and service to the Amcric.m publk In 1999. in one of tile most 
comprehensive swdics of management perrorman~e ever conducted, the Maxwell School of 
Citizenship and Public Affairs of Syracuse University ranked SSA at the top of 15 Federal 
Government agencies,! 

Although the ratings are reflective ofSSA 's long-tenn commitment to customer~ 
responsive world-c1a~s service, Ihis success did nol come without challenges. In <In era of rapid 
technological advanccmenis and constrained resources, SSA faced many hurdles in meeting 
clistomer dern'lOds and cxpct:tations, Earjy on, Ihe Agency recognized the cballcngc~ facing it~ 

ahility to deliver limely, hlgh~quality service to the American publlc. SSA rcvised service 
practices and strategies. automated proccsses. and made technology enhancements to meet more 
demanding customer l1eeds. and move SSA into the 21 Si century. 

I CommissioJlel Apfcl'li TCSII11l(my hcforc House Committee nn Ways arn.l Meiltl~, Suhcnmmincc nn Social 

Security, March 16,2000, page I. 

2Abn K. Campbdt Public Affairs Institute, Maxwell SchlllJl of CililCl"lship and ruM!..: Affairs. Syracuse U11ivcrsily, 

FcJeml Reporl 19\)9. Sec uls(1 Government E;u,;eulivc Mll!:;I.r.iQ{!, Fchruary ]999, 
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NATIONAL PARTNERSHIP FOR REINVENTING GOVERNMENT 

On January 21. 1993 at his inaugural address. President Clinton pledged 10 "make 
Qur Government a Government (01' our tomorrows. oot our yesterdays:' On 
September 7, 1993. Vice President Gore issued his report of the National 

Perrormance Review (f'.."PR), Creating a Government That Works BeHer and Costs Less. This 
repon outlined impOI'lant principles and mandated specific initiatives to guide Federal agencies in 
making service improvements thal1he American public would notice, and made 384 Govcrnmcnt
wide and agency-specific recommendations on how operations could be improved. The NPR 
later be<:amc the NalionuJ Partnership for Reinventing Government The Government-wide cfrort 
to implement and track the hundreds of recommendations mmie by NPR became known as 
·'REGO I." 

AI the same time, with Executive Order (E.O.) 
12862, "Setting Customer Service Standards,,,j President 
Clinton called for a revolution in customer service, 
mandating that fedcml agencies deliver services equal to 
the heS! in husiness. The E.G. established the principle 
that government most be (;ustorner-driven, and outlined 
specific actions that each agency should take. One month 
after the release of the NPR repon, Shirley Chater was 
named Commissioner of Social Security. Under her 
leadership, thc Agency embarked on a course 10 achieve 
significant and noticcahle improvements in service 
delivery and to rai!iC the bar on customer service. In 
recognilion of SSA's efforts, on June 6, 1994, Vice 
President Gore visited SSA to personally present the 
Agency';'; fhst Hammer Award. Sioce Ihen. the Agency 
h::l-' been honQred witb Xl Hammer Awards. 

COmmh,.ioner Shirley Chater with Vice 
En December 1994. President Clinton asked Vice Pre.ideol Gore at Hammer Awards 

President Gore 10 conduct it second review of agencies 10 Ceremony 

identify opportunities 10 improve Government programs. On March 23, 1995, President Clinton 
issued it memorandum. (0 aU agencies kicking off "Phase II" of the Administration's reinventing 
government initiative. In tbis second pba-,e, or REGO II, the efforts emanating from E.O. 12862 
and the NPR iniiialive~ In 1993 were to be continued and integrated with other restructuring 
activities. On Septemher 7.1995. Vice President Gore released the publicafion, Common Sense 
Government: Works Better & Costs Less. This puhlication described the impact of reinvention 
on the Ameri(:an people and their Government and presented new recommendations for 
Government agencies. 

J E:xccmivc Order 12862, "Selling Cu!>I(>!l1cr Service Standards:' Sep(cmrn:r 11.199:" 
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In 1997. the Administration wanted to define what it expected to accomplish during the 
four years of Ihe second term, (n addition to the iniliatives outlined as part of REGO I and 
REGO H, Vice President Gore asked 32 federal agencies. (including SSA) with a high degree of 
interaction with the American public to undertake an assessment of Agency goab and 
commitmenB. These 32 agencies, called high impact agencies (HIA), employ 1.4 million of the 
1,8 million Federal employees and directly affect 90 percent of Americans, HIA leaders were 
asked to make commitments 10 the American public 10 achieve some specific, highly visible 
customer scrl'icc improvements by September 2000. The service commllmcnls were 10 he 
significanl, concrete. measurable, and meaningful. A tcam of Agency cxeculives collaborated 
over the (;OUlSC of a couple months and developed a package of ~ervicc commitments 10 the 
public that was delivered to the NPR in August 1997. Kenneth Apfel was confirmed as 
Commissioner the following month and led the Agency in realizing these service improvements. 

While customer service bas always been a top priority for SSA. the impact of the NPR 
recommendations and the H[A iniliativcs was the cornerstone of numerous customer service 
improvements that SSA made during Ihe Clinton Administration. SSA's efforts to improve 
c:ustomcr scr/icc. however, began even prior 10 the NPK 

When Ihe NPR was formed in March 1993, SSA was already actively involved in several 
customer service initiatives, Foremost among these were the development of a Service Delivery 
Plan and the solicitation of customer input to validate the service objectiv.es in SSA's 1991 
Agency Strutegic Plan (ASP), When the ASP was rclc"lscd in September 1991, SSA n ..'f;civcd 
(WO major criticisms from the General Accounting Office (GAO) and others. The first W(l..' 

failing to define [he process and organizational changes needed to achieve the service delivery 
vision descrihed in the ASP. The second criticism was failing to solicit direct customer input on 
the service ohjectives in the ASP, The report maintained that Ihese ohjcctivC5 were n01 based on 
what customers expected. bUI on what SSA hoped could be achieved. 

When the NPR report and E,a, 12862 wcre issued, the Agency knew there was room for 
improvement. To comply with t\"PR's directive and mfdress GAO's criticism of the ASP, in 
November 1993. SSA conducted a series of focus group discussions with beneficiaries and the 
general publk to gel direct feedb:lck, SSA conducted 12 focus groups in six cities (0 help 
idenlify the broad chokes and level of services that customers expect. Two of these groups 
consisted entirely of non-English speaking participan1s, 

In Decembcr 1993, SSA executives dropped proposed organizational changes from the 
Service Delivcry Plan, deciding that process change should precede organizational change. 
Using feedback from the customer service focus groups, the plan evolved into a discussion 
paper, "Defining World-Class Service at SSA." SSA used this paper to initiate a dialogue with 
sti.keholders .md employee groups ahout the definition of world-class service, the barriers thut 
existed to providing such service <lnd recommendJtions for overcoming the hurriers. SSA began 
by surveying internal and external customers, posling service standards, establishing a forutH for 
customer complaints and benchmarking standards against the best in busincss. 
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SURVEY FRONT-LINE EMPLOYEES ON BARRIERS 


Shortly after the release of NPR's report, SSA 
planned a strategy for gathering employee 
opinions about the barriers that exist to 

achieving world~class service and ideas on how to remove 
such barriers. In Inc spring of 1994, a queslionnaire was 
given to all employees asking them to rate each of35 
specific churaC\crislics of world-cla.ss service identified by 
beneficiaries and Ihe general public in focus groups. The 
more than 17,500 questionnaires that employees answered 
and returned represented a 27 percent response rate. 
About 2,500 employees all over the country also 

"/ am extremely proud of our 
employees. SSA has always 
had world."las" people and. 
with their help, we are now in 
the proceSll of ensuring worltJ.. 
class service for the people of 
this country• .. 

Commissioner Shiriey Chater, 
912194 OASIS 

participated in cross~component group discussion sessions conducted in collaboration with 
SSA's unions. The purpose or these sc""sions was to oblain more detailed feedback than was 
possible through tbe questionnaires, By providing employees u forum to think in non*tradltionaJ 
ways with individuals from varied parts of the organization, ideas were generated that may not 
have been id,~ntificd individually, 

This effort was important for several reasons. First, it started the Agency thinking about 
what world~class service meant and how to get there. It provided valuable insight about barriers 
\0 world~c1ass service that helped shape subsequent planning efforts, And finally, it sct1he stage 
for future initiatives that, over tjme, helped the SSA org.mization evolve into a cullure that 
emphasized worJd*c)ass service and worked to make changes that helped climln;,!le barriers to 
such service. 

SURVEY CUSTOMERS 

Since 1984, SSA had been using focus groups and surveys to "listen" to customers 
about service issues. But in working 10 achieve the goa! of providing customer 
responsive world-class service to the American public, SSA realized it could, and 

in fact needed 10. improve its listening capacity. In 1996. the Agency decided that expanding the 
feedback it collected and enhancing the way it was collected would provide imponant 
information-·information to better determine how well customers were being served and ensure 
Ihal the Agen,;y was making informed decisions regarding service to the public. 

Also in 1996, the Office of the Inspector General began a study to catalogue SSA's 
efforts to monitor its service to the public and to identify monitoring gaps. In a cuslomer 
satisfaction report, released in Oclober 1996,-.1 OIG found that there was no formal process for 
coordinating surveys, focus groups, and other customer feedback mechanisms within SSA. OIG 

.1 Oflicc ofille In:-pc-.;\or Generat Evaluatioo RGport _ Tc~1 of Salisfad ion &a!c~, 1\...{12·9fj·022H4, (1(:tnix:r 2:1, 199(;, 
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recommended thaI SSA takc action to bellcr coordinate its data activities and to make sure each 
activity had a specific purpose that integralcd into a larger scheme. 

So in late J996, SSA hired a consultant with expertise in market research .lind analysis to 
advise Ihc Agency about highly efficient and effecfive data collectlon techniques. The objective 
was to develop a better-coordinated and more comprehensive program based on "!ilatc~of~thc~ 
art"thlnking about the collection of inionnalion, 

The consultant told SSA that it was not collecting information from all major customer 
groups. The consultant identified 10 major customer groups On which SSA should gmhcr 
information, The consultant also .'~aid that there were IWO olher segmems that had a critical 
impact on the Agency's service delivery, and that information was also needed from thcm
major stakeholders (such as business partners, the Congress. and advocacy groups) and SSA's 
workforce. 

An inter-component team of senior staff. SSA's unions. and management associations 
considered the consultant's recommendalions and used them to develop a new daw collection 
program for {he Agency. 1n February 1998. Commi!isioner Apfel approved this new progmm, 
called the M<.In.:.e:l Measurement Program (MMP). 

The ~lMP includes. a vane!y of data \..·o!Jection activities that, taken tugether, give SSA 
the information it needs to fully understand its market. SSA's market is ils customers, 
employees, and stakeholders. The MMP consists of data collection activities tailored to each of 
these segments. The informalion that JS gathered from allihe various dat .. collection activities is 
then made available to aU employees. SSA has in place an electronic. cenlml repository of all 
dala collection final reports, called the Market Measurement Program Clearinghouse, locuted on 
its lntr.tnct. Employees can instantly access the information using an index or key word search. 
Ea...y accessibility to data helps ensure the Agency considers customer informal ion during 
Agency planning and decision-making, 

In March 2000, Commissioner Apfel released the report, Gathering and Using Customer 
Information to Improve Service 10 the Public, The Agency believes the MMP is a step in the 
right direction and provide!i a solid foundation ror keeping up-to-date ~lbotlt service needs, 
expectations, and satisfaction. SSA is Uliing the data it collects to help determine the service 
enham.:cmenls needed to improve customer ~atisfactjon. Improvement initiatives and new 
service strategies arc discussed and appl'Ovcd as part of the strategic planning process. 

POST SERVICE STANDARDS 

E
,O, 12862 directed all Federal agencies to "survey customers to determine the kind 
and quality of services they wunt" iUld to "post service swndards," However, prior 
to the release of the E.O" SSA had already reached agreement with NPR to post an 
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interim set of customer service standards thut were published in the September 1993 report 5 
SSA agreed 10 post the standards while it continued to w~rk on 1.I more comprehensive set of 
customer driven service standards. , 

SSA and OIG had undertaken u series of cuslomJ satisfaction surveys and special 
studies prior to 1993, The Inspector Gcncm1's report shdwed that customer satisfaction had 
fallen four y,:ars in a row due to longer waidng limes. in fficcs and increas.ed problems in 
reaching someone on the phonc.6 However, lhc!'>e survc . did nOI specifically a,\,k cu:.tomers 
about "the kind and quality" of services Ihey wanted. Fa example, SSA had no data about how 
long customers were willing to wait to he ~ecn by a rcpre' ntalive in one of the tickl offices or 
how long they were willing to wait to gel through to the 00 number if their fln>! aucmpi resulted 
in a busy signal. :hcrefore, SSA needed a survey to glCI more specific information about 
customer expectauons, 

In March 1994, SSA mailed comment cards to 22,000 customers and completed 4,000 
addilionuJ curds hy telephone interviews, The survey inlnmllion was gathered to help vaJidatc 
the customer service objecrives in the ASP and to fespon 10 E.D. 12862, This was SSA'$ first 
:iurvey thai asked customers directly about the levels of"' rvice they expected, SSA asked 
customers to define wh'lt good service meant to them for timeliness issues:, such as waiting in 
fIeld offices, claims processing, earnings postings and cotrections, SSN applications, and 800 , 
number calls., The resulls were used to help define specific numeric standards such as how soon 
afler applying could a cus!omer expec! to receive Jj new ~r replacemem Social Securi1Y caJ'XL 

,,, 
After feedback from the Executive Staff and discussion .. with ~PR. Commissioner 

Chatcr made fin;!1 decisions and the customer service sta~dard.s were published in September 
1994. The smndards were also widely circulated in a brochure, Putting Customers First. Known 
as "Social Security's Customer Service Pledge," the:-;e stdndards arc still in usc tOd.:lY and posted 
in all offices. 

The customer service standards published in 1994 were not intended 10 represent all that 
SSA was dOing. or needed to do, 10 provide world-class s rvicc. Rather, they were limited to a 
number of specific commitments the Agency wa.. makin to address some of the important 
aspects of service that had been identilied in customer, st, kcholdcr and employee surveys. 

PROVIDE A MEANS TO ADDRESS CUSTOMER COMPLAINTS 
, 

I
n March 1996, the Nalional Performance RCVi~W released its Federal Benchmarking 
Consortium Study Report on Best Practices in IRcsolvin Customer Com laints. That 
study examined the complaint systems of clcv n private and public organizations and 

found thai the systems shared several common characteri,llics, Among other things. these 

~ Creating II Gon;F1llllyll{ [hIli Works Better jmd COSh Less; page 61. 
~ .tlJ:HtReppft Ill' the Ins ec(or General on Ihe Sod,,] Security Admin t"lraljon"1> Services, 1 yy~. 
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organizations made il easy for their customers to complain. responded to complaints quickly and 
courteously, resolved complaints on the first contact wherCvCr possible, aJid automated their 
syslems. to provide unifonnity and a rich source of useful! information. 

i 

In 1996. SSA he-gao developing a proposal for an Agency-wide customer compl'linl 
system, The initial research effort concluded that a bcst n-husincss system would meet thc 
following (om goals: 

• M~kc it easy for cusiOmers to complain and f, r SSA to document complaints; 

• CoUeel data in a single. Agency-wide automatcd :;ystem: 

I 
• Support resolution of individual customer cont;crns; and, 

• Enable the Agency to analyze and use data to tnakc systemic changes/improvemenls, 

In November 1997. both Commissioner Apfel an~ 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 mnSing from policy to programs and laws. 

To further define and emulate a best-in-business s~stel1l. SSA visited the hcadqum1crs of 
a financial services company, USAA, in San Antonio, TCfas. for a closer look at thi.ll finn's 
"ECHO" (for Every Contact Has Opportunity) system. Based on findings from that visit and 
otber research, the Agency developed a system known as "Talking and Li~;lening to Customers" 
or "TLC," 

The TLC pilot began on September 18,2000, in 7 Social Security offices, in 
Headquarters and throughout the field. During the pilot, SA planned to conduct a conhnuous 
evaluation to determine whether and how TLC meets Ihe goaLs {hut were scI. Using surveys, 
focus groups and measures built iOlO the system itself. the Agency would evaluate the TLC pilot 
for, among otber things, cost effectiveness and employee bnd customer reaction. 

BENCHMARK CUSTOMER SERVICE STANDARDS AGAINST 

THE BEST IN BUSINESS 


E,O. 12862 states, "The standard of quality fi r services provided to the public shall 
be: customer service equal to the best in business." At SSA. the lerm "world
class" service was coined 10 define service qual or superior 10 thai provided 

anywhere in the comparable public or private sector. Bee use the Agency had no pl'ocess in 
place to identify and benchmark !he best in business, in P hlUary 1994. SSA began developing 
IJnd Implementing a benchmarking process that could he sed hy all components. 
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Also in 1994, representatives of nearly two dozen Federal agencies met to initiate a 
cooperative effort to benchmark customer calling Government-wide. NPR spearheaded the 
consortium, the first of many benchmarking consortia stu~ies that NPR would lead. SSA, the 
Bure<.lu of Census, and the IRS were asked to tead the stu~y. The benchmarking teams visited a 
number of "best in business" priv:.!le comp~mies, includin~ American Express. AT&T, GE. the 
Saturn Corporation, and USAA 10 Jearn how they managtd and operated their 800 number call, 
centers. They spoke witb company executives, received dvice and demonstrations of telephone 
and computcr systems hardware and in-house software, r viewed copies of pcrfonnancc reports, 
and saw first hand bow the best call cenlers operate. 

[n February 1995. the consortium issued its final POrt. Serving the Americun Public: 
lk:sl Practice, in Telephone Service. The information anH results from this study were used to, 
secure Agency~level commitments to improve service and simplify procedures. SSA parJayed 
tbe telepbone benchmarking effort and subsequent scrvicb improvements into a rcal success 
story, 

PROCESS CHANGE AND TECHNOLOGICAL ENHANCEMENTS 

SA is faced with a rapid pace in technologidal change that will have a profound 
impact on both its customers' expectations nd its ability to meet those Sexpectations. The technological infrastruct~re will continue to evolve at a brisk 

pace; it will become faster. berter, and cheaper. While adrancing technology offen; SSA a 
tremendous opportunity to increase access to and improve the accuracy. timeliness and 
convenience of its service to the public, it also presents challenges. SSA began to restructure 
business processes to make effective usc of new technolo ies in order to meet future needs of 
customers. 

Technology will not replace employees or tbe in- erson service for those customers wbo 
require or prefer more persunalized service. Technology s the loolthal allows Ihe Agency 10 
proville the same high level of service 10 all customers no matter whelher they choose to conduct 
business with SSA in person. over the tclephone, or throu h other electronic means. 

NA TfOHAL 800 NUMBER NETWORK 

I 
B

efore the National 800 Numher Network (':.&00 number") was implemented in 
October 1988, public service in Ihe Social Security Administration was 

. traditionally delivered in person, face-to-fa~e in its network of field offices. 
Incrc:.L'\ingly. as the public began to usc the telephone 10 cpnduct day-to-day business with 
private organizations and Government <lgcncles, SSA bcgpn to develop mcihoo:< to improve the 
service 10 both those who chose to visit an office and thot who chose to use the telepbone. 

I 
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To improve services to both groups, the Agency <y',ublished 34 local answering sites in 
large metropolitan areas to handle genera! inquiry tclcph~nc calls. This action served as an 
efficient method of providing improved overall telephone service for field offices on nonw 
complex issues. Over time, the name for SSA's answcririg sites changed to leleserviC'e centers 
(TSC). The initial answering sites provided local scrvkcito approximately 50 percem of the 
national popUlation and served as the infr.astructure [m th~ national 800 number implementation, 

I 
Tclcscrvicc became a major vehicle for delivering service (0 the public with the 

introduction of SSA 's national 800 number. This toll~frct system allows one of the nearly 3,900 
tclcscrvicc representatives in 36 tcic.<;crvit::c centers to an~wcr calls from anywhere in the country. , 
Thi!\ was a major undertaking because each rcrrcsentalivt:in every site needed to have <I 

telephone and computer works.tation that could interface ilh SSA 's system database>;.. In 
addition, software was developed so that a representative in any part of Ihe nalion could schedule 
an appointment for a claims interview for a caller at any eld office. Since SSA began the 800 
number, the public has shown an increasing desire to usc ~he telephone to conduct business with 
SSA. As a result, the 800 number became the first line of contnel for a large percentage of 
SSA's customers. 1 

Caller reaction to SSA's 800 number was ovcrv.h Imingly positive and from the sli.lrt. 
SSA received high marks for the quality of its 800 llumb9r service and counesy of its 
representatives. However, SSA found it difficult to main uin sufficient answering resoutce:; to 
meet the call demand. Access to the service was not up I public expectations.. Customers 
experienced busy signals and long waits on hold; howcvc • when they did get through to a 
representative, they were pleased with the courtesy and k owledgc of the 800 number service 
represcntativt:s. As i.I result of the NPR and the bcnchma kjng consortium. agencies were 
directed to provide customer service as gOQd as that prov· cd by the private !\ector, In addition. 
SSA conducted satisfaction surveys with both the public' nd ils frontline employees" 

The r,~sulls of both the benchmarking study and I customer surveys provided thc 
impetus for implementing major change in SSA's public jervice. SSA learned that the public 
wants beller access to the 800 number and wants 10 have heir 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 servic~ by January 1996 through increased 
stamng, simplified policies and procedures and cnhanCcdltcchnology. An aggressive plun wt\s 
pm into place to implemenl the short and long-term CuStomer service impro\'ements identified 
through the benchmarking effort. In addition, an Agcncy~communications plan was put into 
effect to inform external and internal customers of its misfion and performance goals. 

,,, 
Public demand for telephone service steadily incr<!ascd since 800 number 

implementa1ion. TSC staff alone wa.... nOl ahle 10 handle l~e increasing call volumes. and tl"> a 
result, <ldditional resources from other Agency componen!s were needed to assist with answering 
800 number calls on busy days. SSA also extended the h~urs of opemi{On so that the public 
could reach a live tctephone service representative fro1ll7Ia.lll. through 7 p.m. on liormal work 
days and provided automated telephone services to allow the public to conduct some transactions 
with SSA at anytime of the day or night. 
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In September 1994, SSA announced its new cuslqmcr service standards based on input 
from the public. Included in these standards wa~ a ptedgt thai calls to the 800 nomber network 
would be answered within five minutes of the first Iry, I~ 1995. however, more than 48 percent 
of the people who caHed the XOO number got 11 husy sign41, and only 72 perce"l of the callers 
were able to reach an operator within five minutes of their first try. 

, 

Clearly, SSA was a victim of its own success, Thb public liked the 800 Number and used , 
it to conduct morc of their business with SSA. From 199~ to 1995. the volume of calls increased 
from 36 million to 53 million. During this same period, the number of rcprcscnil.lti\*c~ assigned 
10 the 800 number network declined by about 400 bc:causb of reduced staffing allocations and 
mandated ceilings which drastically limited the amOlm! 0" hiring thar could be donc. Clearly, an 
innovative plan that went beyond merely hiring more TS s was needed to improve telephone 
access. The public demand for expansion and improvcm n1 in SSA's 800 number compelled the 
Agency to examine its organizational structure. 

REMISSIONtNG 

I 
SSA operated three data operations centers (£pOe) in Wilkes-Burre, Pcnnsyivanh.i, 

Albuquerque, I\'cw Mexico and Salinas, CaJ~fornia, These ccnlCn.; performed 
primarily dahl cmry vmrk using optical charpcter recognition SCanner~ and manual 

kcy;;trokc data entry terminals to process annual wage rcqol1s. In May 1993, SSA replaced the 
22~yeur old data entry equipment used in the operation centers, which allowed it to consolidate 
all DOC workloads into the Wilkes.-Barre site by the end bf 1995. This meant that a staff of 
more than 600 people would be left without a mission betond 1995. SSA needed to deal with 
the changes created by automaling lhe annual wage repoTng process. 

SSA initiated a dialogue to determine the fate of tbe Albuquerque and Salina:;; DOCs that , 
involved examining their mission, a ..sc...;;sing the staffing ~nd other resource requirements that 
would be uvailablc 10 suppon that mission, and determini~g thc performance requirements that 
must be met in tne fulure, 1nput from aU sources, includiog employees, the union, local 
communities and munugemcm and planning staff at SSA Was considered. 

It was apparent that the greate:;;t Agency necd was for more capacity 10 answer telephone 
calls to SSA'5800 number. For several years, SSA had succes'ifuUy used some 1.600 program 
service center employees as part-lime 800 number reprcs lntatives to provide service during peak 
calling hours. However, these employees were highly tra ned in the technical aspects ofSSA 
programs, It was not dear whether the program service c nler experience could be replicaled in 
the DOCs, as the data operalions center staff had no prog ammatic background and had heen 
recruited for data cntry johs, Aftcr considering the ,altern tives and weighing the costs, in 
February 1994, Commissioner Chater announced the deci 'ion to "remission" the Albuquerque 
and Salinas DOCs to become telescrvice centers by January 1996. 
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The decision to restructure rather than downsize id not just save jobs for the DOC 
employees, it provided a unique opportunity for SSA, its mployees and the union to work 
together to develop a more competitive work force. Em loyees at the DOCs had an opportunity 
for more interesting, satisfying jobs. And the communiti s of Albuquerque and Salinas would 
benefit by tht: retention of two facilities they had long su ported. 

The missions, structures and base grade levels of the DOCs and teleservice centers were , 
vastly different. The major difference being that the TS~ was a public contact organization, 
while the DOC was a paper-processing organization wh~re staff had no direct public contact 
experience. When the decision to remission the DOCs tO TSCs was made in February 1994, 

ISSA had a relatively short 22 months in which to work or all of the details for implementing the 
decision. I 

There were very few positions in the DOC that could be transf'crred to the TSC. Those 
that were immediately transferable were primarily positidns dealing with administrative 
processes or facilities management. Even these positionslhad 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 WOfid require extensive training and 
dealing with the public. There was a great deal of anxiet and concern among data center 
employees. They were apprehensive about whether they ad the ability to even do the 
teleservice representalive job, and effectively deal with t e public. 

Management met formally with the staff to 
"Our work careers will change outline 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 EmDlovee

informally with the union, small groups of employees, 
and with individuals to address more specific needs and cpncerns. Commissioner Chatel' also 
visited the site to speak directly to DOC employees. Whi e these communications were 
originally intended to henelit the employees, managemen soon learned that these interactions 
often provided valuable information and ideas that they c uld use to ease the transition. 

Management entered into formal negotiations witl AFGE in January 1995. The 
implementation efforts continued during the negotiation Irocess since areas of disagrecment did 
not directly affect the site preparation, training and work ssignmcnt activities needed to move 
the remissioning effort forward. All issues were resolved and a scttlement was reached allowing 
SSA to move forward in completing its implementation pans. 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 ,ije 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 condu t their business by phone. In addition 
to increasing thc network's call answering capacity, the r missioning of these sites providcd 
promotional opportunities for scveral hundrcd cmployecs Because of the rcmissioning effort, 
SSA operated five tclcservice ccnter mcga-sites that empJ y 200-600 representatives each. 
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As a direct result of this effort, 800 number 
accessibility significantly improved. Busy rates went 
from 48 percent in 1995 to 7 percent by 1997, after new 
process improvements were put into place. In 1997, as 
part of the HIA initiatives, SSA established an access 
rate goal that 95 percent of callers would get through to 
the 800 number within five minutes of their first allempt 

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

New TSC Representative 

and that 90 percent of callers would get through on their first attempl. In FY 1999, the Agency 
served 95.8 of callers within five minutes. Callers reachdd SSA on their first attempt 92.9 
percent of the time. That year, 90 percent of callers rated the courtesy of the Agency's 
teleservice representatives as good, very good, or excelle I. But because of increasing 
workloads and constrained resources, the Agency made a decision in early FY 2000 to reduce the 
five-minute access larget, as reflected in the Agency's F 2000 Performance Plan, from 95 to 92 
percent and the first attempt rate from 90 percent to 86 p rcenl. 

Since the 800 number was implemented, SSA has made many changes and enhancements 
to improve the level of service provided through il. One f the many challenges the Agency 
faces is that the rate at which calls come into the National 800 Number Network varies by day, 
week and month. The busiest day is Monday or the day lIowing a holiday, with the number of 
calls decreasing throughout the week. The first week of I e month, the week checks are issued 
to most beneficiaries, is the busiest, with the number of c lis decreasing weekly throughout the 
month. While call volumes are heavy throughout the yea, the network was generally busier the 
first three months of the calendar year. The public contin. cd to follow this calling pattern, 
despite attempts to encourage them to call at other times. lin an effort to reduce heavy call 
volumes at the beginning of the month, in May 1997, SSA implemented payment cycling of 
monthly benefits. 

PA YMENT CYCL NG 

H
istorically, recipients of OASDI benefits and SSI payments were paid in the first 
few days of each month. Monthly benefit~ were paid to all OASDI beneficiarics 
on the third day of each month, and to all fSI 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 t e discretion of the Commissioner of 
Social Security, it was SSA 's longstanding administrativ practice to make payments on these 
days. 

SSA 's practice of paying 45 million beneficiaries ithin the first three days of each 
month resulted in a large surge in the Agency's work duri1ng the first week of each month. This 
surge included a large number of visitors to field offices dnd calls to the 800 number to report , 
non-receipt of a check, question the amount paid, or ask about other payment-related issues. 
Approximately 9 percent of all calls during check week c nccrned payment delivery, compared 
to 3 percent during the rest of the month. SSA was conce ned that, in the next 25 years, with the 
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prospcct of about 75 million beneficiaries all r'eceiving t ir payments on single days. there 
would be a serious deterioration in Ihe Agency's Jevel of 'crvice to the public, 

The rl;]easc.of all OASDl and 5S] payments on SI glc days also had .10 "dvcrse effecl on 
(.;crwin sectors of the economy. Based on meetings h01d viih represema!ivcs of the banking and 
business community, thc Department of the Treasury. Ih Federal Reserve Bo,mt and the U.S. 
Postal Service, it was clear that the large. once-a-month ASDI and SS( payment files were 
creating many problems. These agencies had to bear the expense of providing sufficient 
resources and processing c"padlY to deal with SSA payrrlents, as they flowed through the 
nalional payment system at the beginning of each l11omh.1 This level of rewurces and processing 

capacily \vas not needed throughout the remainder of the~onth' 

Equally significunt was the growing operational r sk that was as..odatcd with SSA's 
payment pattern. Rcprcscntulive~ from several large firm dal institutions indkuted that when 
the Social Security direct deposit payment file became a F.'lable for processing from the Federal 
Reserve Board, they stopped all other business and devot their entire opcmtion to ensuring the 
tile was processed quickly and accurately, Because ofth inordinately large number of 
payments involved, these instilulions had to ensure that nbthing would go wrong as the tile 
passed through the nalional payment system and was dcppsited into individual customer 
accounts. Any event that adversely affected the opera!io~al capacity of Treasury, the Pedem! 
Reserve Board, or a large financial institution in the one lP four-day window prior 10 the third of 
Ihe month could re!>ult in the delay or non·reccipt of liter411y millions of Sociul Security benefit 
payments. In turn, ihis potcnlially created a hardship for SSA beneficiaries, 

Prior to implementing payment cycling. SSA conducted ten focus group meetings at five 
locations around the country to solicit comments and ohtJin reaction from the public to cycling 
payments throughout the month. The Agency also condutted a series of separatc meclings with 
stakeholders, including rcprc.'1cmalives from {he business tommunity, financial community, other 
Government agencies. and advocacy groups. The ovcrw Ie!ming consensus of opinion from the 
public and among all stakeholders who participated was t at SSA should implemem some form 
of payment cycling. 

In order to improve service to the public, both no and in the flilurc. SSA spl'cud the 
payment of OASDI benefits throughout the month, rather than continuing to make all benefil 
payments on :;inglc days a! the beginning of the month. I established seveml additional payment 
days (I.e., second, third and fourth Wednesdays) for each h,onth, The payment day, or cycle. on 
which a beneficiary is paid generally will not be changed,1 so that jf you are paid on ihe second 
payment day in one month. you will be paid on the second payment day in each suc(.'Ceding 
month as well. This approach, SSA termed "cycling of piyments:' levels the work toad peaks 
ussociated with SSA 's past practice of paying all henefits :on the same day, This schedule 
alleviated to the maximum extent possible the Monday workload peak experienced by SSA's 
ROO Ilumber and field offices when the payment day falls ~n Friday, Saturday, Sunday or 
Monday, whkh occurs more than half of the time. Leveling the Social Security payment files 
through cycling helps prevent operational risk and resultj~g hard."Ihip, 
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SSA implemented payment cycling prospcctively only for ncw OASDi beneficiaries 
wnose claims were filed on or after May 1, 1997. Payrne liS to current beneficiaries were not 
cycled, as th(:y were already in the established patlern of tcceiving their benefits on the third of 
the month. As of August 2000, there were approxim~1CI~ Iwo million paymems being made on 
each of the three Wednesdays and the number of paYHlcnts on cach Wednesday was growing at 
the rate of approxlInatcly 600,000 payments annually. B 2010, SSA's Office of the Actuary 
projects Iher(: will be J I million payments being made 0 each of the Wednesday payment days 
(al that lime lhcrc will still be 20 million being paid on t third of the month). By 2020. when 
mueh of the haby hoom generation has retired, the numb r of beneficiaries being paid at the 
beginning of the month and on each of the three Wedne~ ,ay payment days will be approxinmlely 
equal, : 

The henefits to society of implementing payment Fycling nrc potentially significant. 
Cycling will benefit members of the public in thaI they will have beuer access to SSA services, 
including shorter waiting times in field offices and when balling the 800 number, as SSA's 
workloads·increase in the future. Cycling will benefit th9 business and banking communities in 
that they will be better able to utilize their resources thro4ghout the month, processing Socia! 
Security payments on a weekly basis. Cycling will also reduce the risk involved in processing 
large oncc-u*month files, J 

If SSA continued to pay all beneficiaries on singl days once a month, its service to the 
puhlic could have deteriorated. The adverse impact Ihat Ihe once~a-month payments had on Ihe 
business and financial communities would have continue • as would the growing operational risk 
thut goes ulong with processing all bene-fit payments at 0 c time. However, since calls and visits 
associUlCd with receipt of Ihe monthly bencfLI payment w rc distributcd throughout the month, 
rather than concentrated in a few days, there were shorter wailing times for SSA customers. 

Shorler waiting time~ and completing business lr' sactions <llthe initial poinl of contact 
werc two arcm; where customers indicated that SSA coul improve its service, Payment cycling 
greatly rcdu();:d the wailing times to customers calling lh 800 numhcr at the beginning of the 
month, An immedinte claims taking process allowed ssA customer to complete transactions at 
the initial point of contact. 

IMMEDIATE CLAIM TAKIN 

I
n November 1998, SSA began to pilot an "irm cdiatc claims" 

service option that enabled customers who cal the 800 number 

to file <.I claim for retirement or survivors bene its at Ihe time of 

their call, without having 10 schedule an appointment or v sit their local 
field offices, SSA hud always offered immediate claims lking ~lvi..;:e for 
cu!'-tomCf!' who visit or call a field office. when the office. have the 
cupacity to provide immediate service. With lCT. cu!'tOI1 ern who prefer to 
do busincss wirh SSA through its national 800 numbcr w rc givcn the 
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same level of access to its services. The leT option dosed an existing service gap and increased 
customer choice. 

The original scope oftne leT iniliative was as foUows: To establish a process so Ihat by 
September 2000, SSA would be able 10 take claims for r tirement or survivor benefits 
immediately over lhe phone, provided the caller had the i formation necded and elcctcd thaI 
oplion. This definition underscored the fact that leT is a service option thai customers can 
voluntarily elect or decline, The leT option wa.'" nol inte ded to eliminate alternative methods of 
rIling un RSl claim. but to supplement lhem. 

The 1(,'1' initiative supported SSA's goal of d~Hvering customer-responsive, world·class , 
service, h al.~o supported the Agency Str.l!cgic Plan and povemment Performance and Results 
Act performance objectives. As oullined in the ASP, SS"," determined the general preferences of 
cuslOmen; through extensive customer survey activities, jl'wo major theme!" that emerged 
through this process were: (I) cu.stomer satisfaction is higher when customers arc able 10 reach 
SSA by tclcfhone on their first try. and (2) customers wa t their business to he completed in one 
call Of visit 

The project objective was to make the leT servic available 10 all SSA cllstomers by 
September 2000. SSA decided to meet this commitment hrough an incrcmenlrtl approach in 
order to gauge public demand for the service and to dcter line the resource implications. The 
incremental approach included pilots designed to gather ala for usc in determining the public 
demand. hest process. and technology required to meet the project objective. 

The overwhelming success of Ihe leT pilOI suppohed SSA's decision to extend the 
service to all its customers by the end of September 20001 During the pilot. 87.3 pereent of the 
customers who hud an opportunity to file an immediate claim elected to do so. After extensive 
labor/management negotiations, a Memomndum of Under'standing was signed in April 2000 that 
opened the way for national roJlOUl of Ihc ICf service. 

Thc leT scrvice increased customer choice and s pportcd SSA's gonl of completing 
ttansaction:-. ul the first point of contact. After piloting K~ succe~sfully in selected locations, 
SSA implemented a pna:-;ed expansion of the new proces: On Septembcr 25. 2000, thc Agcncy 
completed the flnat phase of the expansion and hegan off' ring the leT service nLltionwide. 

In "ddilion to Ihc leT "nilS, Ihc EI SegJro Social liene servlcio le/efanico 
automllted services platform ha." also been gratis para proveerle s usted con una 
expanded and improved. impacting positively msner~ 'Beil y conven;ente de tfsmitaf BU 

on cuslomer access and stltisfa(:tion bec~lusc asunto Ide Segura Social. 
it reduces the number of calls Ihat have to be L:--::-:-+1_-:--:-_-::-":""__-:--:-_-::_...J 
handled by an agent and increases the number of calls that can be handled to completion. Over 
the years, SSA has continuously updated and added morelscrvices through ils automated 
platform, The use of automation allows SSA 10 provide ~stomer service 24 hours a day, seven 
days a week. In 1997, SSA added automated services in ~ighJ'y populllted Spanish-speaking 

7 Keeping Ihe. PromiM:. Agency Strm.:gic Plan. 1997-2002. page 7. 
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communities, Callers from these parts of lhe country can conduct business in Spanish via 
automation, 

SSA abo capitalized on tedmological advancements to improve service 10 800 number , 
customers. 10 1999. SSA implemented "next available ateot" eall routing softw3rc. which 
allows for more efficient routing of calls and use of staff resources. Prior 10 the implementation 
of thi;.; ;.;oftware, if 00 agent~ were availahle. the culler rCGcived a busy ~jgmtl. !'\ow, instead of 
receiving a busy signal, callers arc rouled to !he next avai!lable agent anywhere in the i..'Olintry. In 
ll{idition to the new software, SSA also implemcllted a CQ;.;tomer Help and lnformalion Program 
Thi,'; initiative helped the Agency achieve its payment an1 ::.ervice accuracy goals as described in 
the Agency Strategic Plan, Expcrience has dcmonstratedlthat using the computer hased help 
screens: increases agent efficiency as wcll as response accuracy., 

SSA is committed to being a CUSiomcr-responsivd agency. It continuously strives to find 
ways to improve service 10 cu:->tomcrs through enhanced tk:ehnoJogy and automated processes, 
SSA is commttted to meeting customer needs and scrvin~ its customers both in the Unitcd States 
and abroad. 

, 

TOTALIZATION AGRgEMENTS 
, ,,, 

Q \1\ \4r\ 
, 

SSA maintains intermuional Social Security agreements with sever.JI foreign 
countries. These agreemenls, often called "4otalizarion agreements," have two 
main purposes, First, they eliminate dual S~ial Security tux at ion. the situation that 

occurs when a worker from one country works in anothcr:coun1ry and must pay Social Security 
taxes to both countries on the same carnings. Dual Socia~ Security tax liahility is a widespread 
prohlcm for U.S. multinational companies and their cmpl{lyees because the U,S, Sodal Sccurity 
progrJrn generally covers expatriate workers, This cxtrattrritorial U,S. covcrage frequently 
results in dual tax liability for the employer and worker sirce 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 Statd for their foreign cmrloycrs. Under 
these agreCrllimts, responsibility for Social Security coverbge llad taxes is <lss.iBncd to one 
country or Ihe other depcnding on the employment circurrlsli.lnCCS. The aim of the agreements is 
to maintain the coverage of as m<lny workers as possible tinder the system of the country where 
they are likely to have the greater allachmcnl. both while Forking and aftcr retirement. 

The S(:cond main purpose of the agreements is to ~elp people who have worked in both 
the Cnited SlalCS and one of the agrccmcol countries, but !who, have not worked long enough in 
llne counlry or the other to qualify fOf Sodal Security bc~fits. Workers who have divjded their 
curceri> hctwccn {he United States and a foreign country s<>melimes fuil to qualify for retirement, 
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survivors or disability benefits from Onc or hath countric • because they didn't work long enough 
or recently enough to mcct minimum eligibility requirem nts. Under an agreement, credits in 
both countries can be counted to meet those minimum re lIirements. The United Stutes pays 
ahout $12 million in monthly benefits to ahout 80,000 in ividuals who would nm have quulillcd 
without the agreements. SSA's agreement partners were paying ;:;imUar amounts to individual." 
who would not have otherwise qualified, 

Prior to (993, SSA had totalization agreements w,th 14 countries (Au~tria, Belgium, 
Canada, Finland. Fmnce. Gcnnany, Italy. The Netherlands, Norway, Portugal, Spain, Sweden, 
Switzerland ;md the United Kingdom), In 1993, two nev) U,S, Social Securily agreements 
entered into force: the U,S,-Ireland agreement on Septc~ber I and the U,S,-Luxembourg 
agreement on November I. i 

I 
Pre....ident Clinton transmitted the U.S.-Greece sot' lui Security agreement to Congress on 

Junuary 26, 1994, The agreement was signed on June 22 1993, by the Dep.uty Chief of Mis.sion 
of the C.S, Embassy in Athens, James Williams. and the preek Minister of Health, Welfare. and 
Social Security, Dimitrios Sioufas. All U.S. Social SecurilY agreements must be sent to 
Congress for a review period of 60 session days before thby can become effective. The U,S.
Greece agreement, which entered into force on Scptcmbe 1, 1994, was the 171h totalization 
agreement fOi the United Stutes. 

Although the last new agreement was 
implemented in 1994, SSA continued to be active in the 
international agreement urena. From 1993 through 2000, 
SSA hosted or attended 10 post~implementatiotllneetjng. 
with its agreement partners. The purpose of these 
meetings was to assess how well arrangements made at 
the initial implementation meeting were working, to 
discuss issue~ of mutual concern and, in general. to reach 
agreement on the most efficient and practical methods (0 

exchanging information and processing claims from its 
shared clientele. SSA also implemented supplementary 
agreements. revising Ihe previously concluded 
agreements with Austria, Canadu. the United Kingdom and Germany. These supplementary 
agreements simplify the adminislralion of the agrcement~ and extend additional benefit rights 
under the foreign Social Security systems to U.S. citizens and residents. 

In April 1998, following a State visit to Chile, Pre~ident Clinton and fonner Chilean 
President Eduardo Fret issued a.joinl communique committing both countries to explore the 
mutual benefits of a totalization agreement. This served as the impetus ti:lf the subsequent 
successful negolhttion of an agreement with Chile, the first such agreement with a South 
American country. On February 16,2000. the U.s. Ambdssador w Chile, John O'leary, and the 
Chilean Acting Foreign Minister, Mariano Fernandez. sighed the U.S.-Chile Social Security 
Agreement a.nd a reiated administrative arrangement for i~plemenlation of the agreement The 
foUowing month on March 13, U.S. Secretary of State M~deleine Albright and Korea Foreign 
Minister Lee Joung-binn signed the U.S.-Korean Social "ecurity agreement in Washington, D.C. 
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Deputy Commh;sloncr of Soda] Security WiJliam A. Halter and Korean Embassy Economic 
MiniMer Hyttck Choi signed the related administrative a angemcnt at the samc ceremony. 

President Clinton tmnsmitted both the U.S.-Chi! and U.S,-Korea agreement:- to the U.S. 
Congre!>s for a 60~scssion~day review period on May 22, 2000, with implementation of both 
expected in the fir;.;t half 0[2001. The signing of these agreements was paramount in Ihat they 
marked the beginning of expansion of totalization into S~uth America and Asia. Until thnt time, 
with the exception of the agreement with Canadu, all agreements had been with European 
countries, i 

SSA t~t-itimatcd that, under the 17 agreements in force <\t Ihc cnd of 2000,3 somc 39,000 
U.s. workert-i at-isigncd abroad were exempt. along "lith their employers, from $700~750 million 
in foreign Social Security taxes. The estimalcd amount of ll,S. Social Security tax from which 
foreign workers and companies are exempt was substlJrnt!l.lIy less, about $165 milHon a ycar. In 
addition, the~e same 17 agreements pennit nearly 8o,OOOlpersons to recclve n tolal of about S l44 , 
million per year in partial U.S. Social SecurilY benefits: fqr which they would not otherwise 
quaHfy, With the increi.lse in automation both in the United States and world-wide. SSA deliver!>, 
many of thesl!- paymenls through electronic funds tntnsferJs. 

I 

DIRECT DEPOSIT OF BENELT PA YMENTS 

DOMESTIC AND INTERNATIONAL 


Prior to 1972, only a rudimentary form of dirt, deposi' existed, available only to 
beneficiaries who filed a "power of attorne~' with finunciill institutions allowing 
them 10 dcpo!(it the bcnenciary's check tha~ ras mailed to the in:O;lilution. In !972. 

legislation eHminuting the need for the power of attorney :allowed Federal agencies to draw 
checks directly to financial institution:-. The :-umc lcgislation also authorized the issuance of 
composite checks by Federal agencies to finuncial institutions. These changes streamlined the 
benefil disbursement process, clearing 'he way for 'he prten, diree' deposi' program. 

In 19i5, the Treasury Department and SSA introduced the direct depos.i1 program for the 
payment ofbl!ocfils. For Ihe first time. an electronic funds transfer payment, commonly known 
as direct deposit, originated by the Treasury Dcparul1:cnt Qn SSA's heh~l.lf. could be s.eni to an 
account at a fimwc:i<.tI institution designated hy (he benefi~jary. The electronic credit is 
transmitted through the automated clearinghouse system, which is <\ secure computer network 
operated mainly hy the Federal Reserve System. 

While the development of direct deposit by the G9vemrnent and the financial community 
came quickly, there were some challenges to gaining acceptance by thc general public. In 198:5. 
Social Securily dircci deposit participation was ahout 40 t}ercent; by 1990, it had reached almost 
50 percent. In thc carly 19905, SSA developed a two-pan] strategy to increase the growth of its 

, A complete liS! of As",<!mcnl"nd th""rfeet;" date, ;"tlach,d1E'hihit I. 
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direct deposit program. The first part involved develop-ment of a public informution c.ampaign to 
infoml beneficiaries of the advantages of direct deposit. [he second pan involved simplifying 
the enrollment process to make il easy for people to sign ~p, In developing its slmtegy. SSA 
asked check receivers why Ihey chose a check Over direct depos.it. and the mosl common 
response was u general preference for a "papcr check." For 551 check receivers. the most 
common reason for not using direct deposit \\'as not hav! g a bank accounl. There were also 
general conc,~rns expressed about the difficulties of open ng and maintaining a bank account 

In J993, to change customer preference for ache , SSA began to market direct deposit 
~Uld streumlined the enrollment process. To address the s luation of those who were unable or 
unwilling 10 open u traditional bank acCOUnl, SSA participated in the development of "0 
alternative to traditional direct deposit by creating an clc~tronic account that is low-cost and 

simple to u~c, l 
Beginning in 1993. the foundation of SSA 's publi information activities was the crealion 

of a strategic itllillncc with the financial community to pf(lmote the use of direct deposit by Social 
Security benefidaries. SSA produced primed promotiomil material on direct deposit, such as 
inscrts, available 10 financial instltutions for their cus\omtrs who receive Social Security 
benefits. The partnership worked well with the financial tammunity committing its own 
marketing resources in support of SSA 's efforts. As a rcs~lt, all partic,,<; benefil-SSA und the 
financial community and, in particular, thcir mutual cust m-er, the beneficiary. 

Another mClIsure SSA took was 10 simplify the er 'oHment process. When SSA';. direct 
deposit senriee began in 1976, the only way 10 ~ign ur W' s to have the customer • .lna his/her 
financial institution complete the paper direct deposit sig up form and then bring or maillhe 
form to SSA. While this worked we-II. it was an often slo 'and cumbersome process for the 
person wanting direct deposit. Wilh the advent of SSA's ~ational toll-free number service, SSA, 
rcprcscntativ(:s were trained to determine the direct deposit information from documents in the 
cU:;lomcr':; possession and process (he direct deposit ovethe phone. This was a giant step in 
simplifying the enrollment process. 

10 1996, SSA 10ially automated the direct deposit mollment process through il~ 
QuickStan program. This program allowed a customer 19 enroll for direct deposit at a 
panicipating financial institution-with no form 10 mail or cailla make to SSA. Not only was 
ihil' a fast and easy way for the customer to sign up for di ect deposit, but it abo frced SSA 
cmployees to process. other work, 

On April 26. 1996, President Clinton signcd into I w the Debt Collection Improvemcnt 
Act of 1996-~Puhlic Law 104-134 (EFT 99). This law r uired all Federal payments, execpl tax 
refunds. to be issued electronkalJy by January 2, 1999. th IS beginning a new era in direct 
deposit The ini! tal impact of the legislation WitS evident \n the acceleratcd growth rates of direct 
deposit. Prim to Social Security'S implementation or EFf 99 in Augus.t 1996, therc was a ncl 
direct deposit growth rate of between t -2 percent per yea~. With the implementation of EfT 99, 
however, Ihe direct deposit growth rate increased three-fold. 
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In December 1996, 63 percent of Social Security ayments were being made by direct 
deposit. By December 1998. the rate had risen to 75 perc,ertt. However. because of the muny 
complex issues involved in converting the enlire Pedcral payment stfilclUrc to eleclronic 
payment, in SeplcmOOr 1998. the Dcp-anmcnt of the Trca~ury issued a rule allowing some 
recipients to be paid by check if electronic payment woulr creme a hardship-_ 

In January 1999, wilh the implementation or the dFT 99 final rcgululion allowing waivers 
from the electronic funds tmnsfer mandate, direct dcposit!growth had returned to the pre-EFT 99 
levels. SSA inlervicwcrs encouraged dircci dcposil for all new applieanls with bank accounts, 
unless they alleged to huvc a hardship in receiving bend! :; electronically, However, there were 
individuals, particularly in the SSl program, who did nol lave a rclutionsbip with a financial 
Institution and, therefore, were not able to usc traditional irert deposit To address the issue of 
the "unbanked," the lI.5, Treasury Department develope electronic al!cl1mtivcs to direct dCJXlsiL 

Direct deposit payments provide advantages to al~patties: SSA, Ihc financial community 
and SSA beneficiaric.<;, Direct deposit gives beneficiaries) quicker access 10 the runds, and, ill the 
unlikely event a problem arosc, it could be corrected much faster. Beneficiaries: no longer had to 
visit a financial inslilution 10 deposit their checks, Dirtet!depoSit also offers cost savings to 
Fedcral agencies. A significant portion of the savings ca1 be attributed to the fact that the cost of 
issuing an electronic payment is only $0.02. compared Wifh $0.43 for a cbeck. Additional 
;;.uving;;. come from a reduction in the workload for handli g payment-related problems, 
including fewer claims of nonreceipt, as well as a rcducti n in overpayments caused by double 
check negotiations, In fact, the U.S. Treasury reported th t an individual paid by direct deposit is: 
20 times less likely to have a payment~related problem compared to individuals paid by check. 

There are economic advantages ofEFf for benefiLaries as well. Benefits are credited 10 

accounts at the opening of business on the scheduled pay~ent date. Beneficiaries can wrile 
checks to pay bills or usc automated teller machine cards LO obtain money immediately without 
the inconvenience of first having to cash a check. Also, ~irect deposit uvoids check cashing fec:i 
and fees for money orders and similar charges. Many fin*ncial institutions offcr free services for 
customers who usc direct deposit. There 11rc also ccono~c advantages to society, Direct 
deposit avoids the costs included in Secret Service investigations and financial institution 
liubility associated with forged checks. Direct deposit is ~Iso more convcnient. Beneficiarics me 
not required to be home to receive their payment, nor do they have to be concerned about their 
check being delivered during an unexpected absence fron{ home, such as a medical emergency 
that requires a hospital stay_ 

INTERNA TIONAL DIREC DEPOSIT 

A s mentioned in the previous section, residing in the United Statc!\ is not a 
condition or receiving benefits. As of Au~ust 2000, 392,000 Social Security 
beneficiaries residing outside the United Srates receive monthly benefits, totaling 

$167 million. Social Security makes paymcnls to benefidaries in 190 countries. 
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SSA', international direct depo,it program began in 1987. Prior to that time, the only 

way to receive a Social Security payment oversell-":; was b~ mail, Foreign mail delivery was a 
costly and delay-prone process. SSA was the first Agendy to implement cross-border payments 
to ies beneficiaries. As of August 2000, 209,000 Social ~ecurhy beneficiaries residing outside 
the United State:" were paid by direct deposit. lntematio~al direct deposit ammgcmcnts have 
heen cSlahli;;.h:cd in 37 countries. ' 

SSA', international direct deposit service was developed when the increased automation 
of international banking services among industrialized c~ntrics 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, es.tablished th9 financial agreements for international 
direct deposit and has worked with Social Security to im~lemcnt and maintain the international 
direct deposil service, Overall, the percentage of benefiCiaries outside the U.S. being paid by 
direct depo.,il to a U,S, or foreign bank increased from 2 percenl in January 1993 to 54 percenl 
in August 2000. 

SSA has long been a proponent of EIT as the pre erred mel hod of payment delivery. 
The Agency has historically encouragcd and promoted ir use bolh from the perspective of 
cff'icicncy, as well as for the convenience and safety of it beneficiaries, SSA has also sought oul 
ways to provide more convenient services for its custom s through forming partnerships with 
other agencies, to provide "one-stop shopping." 

DATA EXCHANGE BETWEEN AGENCIES 

One of the initiatives outlined. in Vice Prcsi cnt Gore's NPR was for agencies to 
develop customer service across agency Ii es so that customers do not needlessly 
go from one agency to another. Early on, SA recognized the henefits of 

following thi;; principle, b01h in terms of Clistomer satisfa tion and opcr:.ltional efnciendcs. SSA 
hu." established numerous working relationship-s with oth r agencies in che Federal sector. Many 
of these relationships help SSA accomplish its mission ar¥i help other agencies accomplish 
theirs, The character of thesc relationships ranges from simple data exchange through program 
t:oordination to the actual processing of each other's work. Many of these punnerships were 
formed prior to the Clinton years, and include examples s~ch as: SSA receiving reports of self
employmcnt income from the Inlernal Revenue Service (IRS); SSA lind the HClIith Care 
Financing Administration (HCFA) exchanging data regar ing Medicaid eligihiHty; und SSA 
laking claims for Black Lung bcncfils for the Department of Labor, 

SSA partnered wHh several Federal, Stale and loe 1 agencies to provide services more 
IranspnfCol to customers and cuhivl:Itc the concept of "on -stop shopping," One partnership that 
SSA formed was with the Immigration "md Naturalizatio Service (INS), Sincc 1993, SSA 
offices in New York harl been operating nnd staffing an enumeration unit designated to expedite 
the processing of Social Security card applications (SS5) from non~imrnigrnnt aliens. 
Individuals who had just received their I-6-88B work auth6rization documents from INS were 
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directed to SSA offices to complete the SS5. This enabl d new immigrants to receive their 
Social Security numbers and begin work more quickly. 

Sincc the passage of welfare reform legislation in 1996, it is important that SSA records 
correctly reflect a person's citizenship status. In Sacram nlo, California, SSA partnered with 
INS to provide enumeration services to new citizens afte, their naturalization ceremony. The 
opportunity to enumerate a large number of new citizens lin one place has contributed to 
improved customer service delivery. Many new citizens bxpressed their appreciation for the 
Administration's presence and concern, as well as makinb a cumbersomc two-agency process 
into one-stop service. The Sacramento enumeration procbss exemplifies a responsive 
government that goes to the people, instead of requiring te people to come to a Social Security 
office to update their records. 

SSA also partnered with IRS to help eliminate so e inconveniences of income tax filing. 
One example is a pilot between IRS and the SSA office i6 Albany, which are co-located in a 
federal building. More and more taxpayers are visiting tHe IRS during tax filing season to use 
the IRS electronic filing procedure. As a prerequisite to Jlectronic filing, IRS requires 
verification of the Social Security number. To improve c~stomer service, SSA and IRS agreed 
to work together in ajoint venture to make tax-filing haS~lle free and eliminate multiple contacts 
with SSA. The Agency benefits from the first point of c ntact because IRS educates taxpayers 
that do not have doeumcntation, which reduces unnecess' ry walk-in traffic during the busiest 
time of the year. While this procedure is limited in scop and nature, it does promote good 
customer service for both agencies by allowing for smoot' , efficient processing of replacement 
cards during the busy tax-filing season. This initiative hl-; been piloted successfully for the past 
two years. 

A successful alliance between SSA and Veterans ffairs (VA) streamlined service to 
people with disabilities who have served in our Armed Frees. Since both SSA and V A spend 
money on making disability determinations and recertific tions, the two agencies worked to join 
forces in order to optimize service to common customers. A joint SSA/V A cooperative 
workgroup met regularly to discuss potential initiatives t at resulted in improvcd processes, 
processing time savings, and better service. Among thes was a joint SSA/V A website aimed at 
providing one-slop service to both veterans and technicians. 

In Los Angeles, SSA working with VA and the C!lifornia State DDS has significantly 
improved the quality of disability applications filed by ho~eless veterans. The partnership to 
improve customer service to this particular community b Igan in 1995 and is ongoing. The re
engineered process significantly reduced the handling an mail time for these applications 
cutting 45 days off the IOO-day average processing time. Veterans receive their first paymcnt in 
a much shorter period of time. The three agencies worki g together have re-invented how 
disability claims are processed for this vulnerable group. 

SSA took particular interest in using innovative c1uims processing techniques and 
partnering with agencies to enhance service delivery to thb HIV/AIDS population. From the 
AIDS Demonstration Project in the Philadelphia Region t the CORE Center in Chicago, one of 
the largest HIV/AIDS treatment centers in the country, S A has been diligent in pursuing 
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partnerships !hroughoul the nation to assist these individuals. In many instances. the Agency 
trained social workers in other agencie~, to take disabilitY, claims for Social SecurilY, SSA 
representatives assisled DDS in obtaining medical evide CC. The claim and expedited medicnl 
evidence were sent to a specialized unil in DDS whcl'c II cccived priority handling. Due 10 !he 
partnership of SSA, DDS. and workers in medicallrcatm '01 facilities, patients received faster 
decisions and payment. In addition, expediting the procc 'sing of these claims. SSA worked 
closely with representatives from other agencies: 10 em-;ur that patients: were receiving all 
possible a.'\sistance, such as financial help. subslnnce abu counseling. and mental health 
screening. 

SSA also formed pat1nerships nationwide 10 reae out to parents of low biflh weighl 
infants. Recognizing that low infant birth weight is ofte~ associated wilh costly. serious health 
problems later in life. SSA saw an urgent need to "reinvent" its lengthy and confusing process 
for providing benefits to children who face disabilities and arc en!itled 10 SSt The Agency ha.~ 
worked with various: hospitals nutionwide to reach out toparenis of low hirth weigh! infunts. As 
u result of th{~se efforts. chi!dren now receive the- support :they need during their critical firs! 
months and years of life. 

One early effort in partnering waS a project called Georgia Common Access, initiated in 
reaction 10 vocal concerns in the Atlanta area relating to the number of agenCies thut u poor 
person. often with limited education, needed 10 contact t9 access services_ The- solution was a 
common application for public asstsumce benefits. Based on this challenge. a coalition of state 
and federal agencies collaborated to improve service deli cry by reducing 64 pages of 
applications, representing six progr-Jms (including SSA '.5 Supplemental Security Income 
program). to eighl pages. 

A pilot program began in March 1994 using a pa ! r application. The piiot was weJl 
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 autom~tc the Georgia Common Access 
application because all partners were incorporating persohal computers into the daily work. 
Unfonunateiy, formidable barriers prevented further imptbmcntation of this project, from the 
impact of the August 1996 welfare reform legislation to 11ck of funding to develop a common 
syslem among the six agencies. While this particular pro eel never fully got off the ground, it 
sparked later partnership projects thai did. 

One of the most successful partnerships in thls er< or aUlomation was SSA's efforts to 
pm1ncr with other OIgcncics to OIccess data online. As the are no legal mandates, participation 
by Stale agencies was completely voluntary. Therefore. aeh online access project depended on 
the trust and good working relationships established bctw cn SSA and State agencies. One 
example was in the Dallas Region where SSA employec.slhad online query access to several 
State agency databases in four Stales. This enabled SSA bmployees to obtain online birth 
verifications. It greatly expedited processing claims for b~enefils and almost completely repluced 
the previous labor-intensive practice of obtaining paper certifications. Other online access: 
projects aJlowed SSA employees to query human servicc~. workers' compenstttion, pri!\oncr. 
child support, wage. and unemployment records maintain~d by the responsible State agencies. 
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This summarizes a few of the many p;utnerships that SSA formed throughout the country 
to improve service to the American public, SSA wilt corllinue to coordinate with other agencies 
to prevent conflicting goals, eliminate any redundancy, ~d find new opportunhies for giving 
better value .md information to the public. 

NOTICES 

I
n 1997, when Vice President Gore asked 32 hIgh impact agencies to make specific 
service improvements, SSA committed to im~vlng the quality and clarity of [he 
notices it sends to its customers. Specifically,ltbe Agency made a commitment to 

send its customers clear. concise notices nnd to respond immediately to questions concerning any 
notices received. These goals would resull in better cust4mer service because notices would be 
more concise, easier to understand, and conscquently. there would be fewer customer inquiries 
aOOm unclear notices. 

Producing clear notices had be~n a priority fol' SSA. for 'iOnic time. 111 19R:5. the Agency 
cSlahlishcd notice standards for producing clear notices, The standards were validated both by 
the Office of the Inspector General and repeatedly by cuslomers through focus group tests. 
Nevertheless, the length of some notices was a continuing concern, While the languuge used in a 
notice may be essential and clearly writ!en,,a lengthy notiCe will negatively affect 
comprehension, 

Under this initiative. SSA tested notice formats with customers to find out if there is a 
more concise presentation of inrormation that will also p4sitively affect comprehension. Based 
on Ihe fe.'\uhs of customer surveys. the future presentation of nmiee information could change, 
All of lhe 250 million notices SSA sends annually had bebn or will be improved in some way by 
lhb: project. either by improved language, faster delivery nd/or increased accuracy of 
infonnation. 

SSt\. <:stimated that approximately 50 million ben ficiaries and recipients will henefit 
from the notice improvement elTort. Notices will be mor responsive 10 their needs due to the 
Agency's ongoing efforts to gel public reaction and sugg stions for improvements. Because of 
incrcuscd uutollllltion, the notices will also be more accur te. 

In November 1998, SSA implemented the Online NOlice Retrieval System, which is a 
"document management" systcm that allows cmployecs 19 quickly and efficiently answer 
questions from customers about nOlices they receive. Be~ore this. cmploycc.'i did not havc access 
to notices that customers received. Now, employees can bring up coples of the notices on their 
computer scft~en electronically within a [ew seconds, and ~respond immedialcly to questions 
about the noticc, The eleclronic archival and retrieval of ~olices help SSA employees serve 
customcrs more quickly when they call with questions rel~led to notices. 
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As part of this initiative, SSA streamlined its noti ...c process by slandardizing, 
consolidating and centralizing the control over nOIre;; language, The Agency eliminated the 
duplicate notice systems thaI existed and made nolice chq,nges more quickly and efficienliy. with 
fewer resources. SSA also has eliminated the mullipurpqse form notices used in some 
applications. As a result, the number of inquiries 10 the leld offices and 800 number about 
overpayment and other types of notices had dropped. 

SSA continues with numerous initimives to imprqvc the content, format and clarity of its 
notices. One initiative involves notices scnt 10 its Spanish-speaking customers, In January 1997. 
the Office of the Inspector General conducted an cxtcnsiJe Hteraturc search and personal and 
telephone interview wilh 46 individu~l!\ at 39 agencies. he purpose was to provide SSA with 
information (:onccrning the appropriate reading level of panish-speuking clients to ensure that 
SSA notices are underslandableY Re,\pondclHs indicalcd that SSA '$ reading level established for 
English language material was appropriale for materials, ent 10 Spanish~speaking individuals, 
The Spanish notices from this initiative helped the lurges non-English speaking group of 
beneficiaries by eliminating the need for them to contact the Agency about English notices. SSA, 
inlcnds to ml"asurc the SUCCC!\S of this initiative by using the Market Measurement Program. as 
well <1-" additional performance measures. 

RESPONSIVE SERVICE T CUSTOMERS 

Social Security is an Agency focused on iner asing customer satisfaction by 
improving the level of servicc provided to its customers. It has endeavored to serve 
the Amcr!c;ifi public and is able to respond ~pproprjatcly to Ihc needs of 

individuals, groups and the nation as a whole. Duting ihe Clinton years. SSA exhibited this 
commitment by providing responsive service to eustoll1cr~ in variom, circumstances. 

,,,,, 

i 
DIVERSE CUSTOMERS 

, The United States is becoming incl~asingly tUlti.cUltllraL In the year 2000, 
African-Americans comprised ahout 12 pertent of the general population~ 
Hispanics, approximately 11 percent; and ~ISjan Americans, abouI4 percencll' 

Within the next half-ccllIury, these percentages will grow in some ways quite dram:.llicaily, 
African-Ame~icans will comprise 13 percent uf the popul tion~ Hispanics. more than 20 percent~ 
and Asian American::>, more than 10 percent. Much of thi . increase in minority populations will 
result from immigration, The Census Burcau cstimates tllat the U.S. population will reach 383 
million by 2050, At that point. more than one-third of thJ population. or 139 million people, will 

9OlO'l! n:porl on Reading Le....eI for Sranish~Spcaking, Clients Reed ,jog Social scruril .... Administration Sp:lnish 

~umYJu.1e Notices, A·O(i·96·62200, Januarv 30. 1997. 

1 U.S. Ci..'nsus Bureau. Popultltlon Es1imates, 20(}0, 
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st majority of these immigrants will be 
rowth raised several issues for SSA, 

sident's Initiative on Race concluded 

l
endations to President Clinton. The 

President's Initiative for One America is devoted to helping bridge the racial and ethnic divides 

inoor_~ 
Although the President's Initiative for One Ameri 'a was not instituted until 1998, the 

Social Security Administration (SSA) has a long history 9f activities supporting the Initiative 

be post-I 970 immigrants and their descendants. II The v 
from Latin America and Asian nHlions. This population 
and particularly for SSA communicators. 

In September 199R, the Advisory Board on the PI' 
its work and presented a report containing its final recom 

that precedes 1998. SSA's customers are a diverse grou 
importance of its workforce being a reflection of the peo 

Upon his appointment, Commissioner Apfel affin 
his commitment to establishing a diverse work force. In 
1997, SSA published its first strategic plan as an Indepen 

and the Agency realizes the 
Ie it serves. 

led 

ent 
Agency. The importance of workforce planning was renJcted, 
in the plan. One of the objectives listed in the strategic plan 
was "to create a workforce to serve SSA's diverse custo ers 
in the 21 sl century.,,12 To accomplish this, SSA develope 
both a short-term and a long-term recruitment strategy to life 
employees from historically underrepresented groups. A 
further discussion of SSA 's recruitment efforts is found i the 
chapter on Workforce Investments. 

In March 2000, SSA hosted an American Indian and 
Alaska Native Service Delivery Conference in Denver, I 
Colorado to explore how to beller serve the American Indian 
and Alaska Native communities. The conference served Js a 
catalyst shifting attention and focus to this group, and 
representativ(~s from over 120 tribes attended. Conferenc 
programs and activities focused on ways to improve outr acn 
and service ddivery to Amcrican Indians and Alaska Nat'vcs and increase their representation in 
the Agency's workforce. 

As a result of the service delivery conference, the ~gcncy established an American 
Indian and Alaska Native Executive Steering Committee to develop and implement projects that 
would achieve the goals of increasing the workforce repr Isentation of American Indians and 
Alaska Natives and improving services to their communit es. Under the Committee's leadership, 
exciting initiatives and projects are already in various sta es of development: 

II U.S. Census Bureau, National Poputation Projections, 2(X){1. 
12 Agency Strategic Plan, Keeping the Promise, 1997-2002, page 28. 
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• 	 SSA established a Cooperative Education PnJgr-am for students of Tribal Colleges 
and Universities. Through this program, will hire 25-50 students each year for 
service delivery positions. 

• 	 SSA entered into an inter-agency agreement the Indian Health Service to 
conduct an Outreach Demonstration Project reservations. Through this 

partnership, the Agency will work withl :t:h~C~~I~:~O~~; Indian Council on Aging. a 
highly respected group that represents P Indian and Alaska Native ciders, to 
inform and educate tribal people, on their . about Social Security 
programs and benefits. 

• 	 SSA established a formal relationship with National Indian Council on Aging. 
Since part of their mission is to educate : about the availability of federal 
programs, we expect our partnership to be The Agency will be able to access 
the Council's extensive database of the publiclilnfc)fnlation needs and demographics 
of American Indians and Alaska Natives. 

• 	 SSA employees increased their level of a-ct;v;t~with trihes. They attended trihal 
meetings and offered in-service training . I security programs and 
procedures. SSA is also exploring solutions to enhance service delivery 
to the remote locations of many tribes. The is committed to serving all of its 
customers. 

SSA was aLso developing activities to ensure cotnrlialncc with the provisions of 
Executive Order 13125, signed by President Clinton on 7,1999. The E.O. was designed to 
improve the quality of life for Asian Americans and J Islanders. SSA established a plan to 
meet the objectives of the E.O., and to improve service its non-English speaking customers. 

I
n May 1992, the Deputy 

Commissioner for Human 

Resources issued a report on 


"SSA's Capability to Accommodate 
the Needs of the NES Public." This 
report concluded that a large gap exists 
hetween the public's need for bilingual 
services and SSA 's capability to meet that need with its resources. It identified the five 
largest language groups requiring field office service as ish, Vietnamese, Russian, Chinese 
and Korean. 

In July 1993, the Deputy Commissioner for O[)er;lf, ilctns: issued an advisory report, 
"Improving Service to the NES Public. This report cited growing concern and interest of 
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udvocacy groups and (he Congress in improving ucce~s ~ r the NES public:' It acknowledged 
that SSA had already taken many steps io improve scrvic lind stalcd that given the predicted 
NES populatlon growth. more needed to be done, Thi~ r POf1'~ recommendations focu!\cd hoth 
on improving service delivery und on providing tclicfto nices and employees involved in direct 
NES service delivery_ 

In 1995, Commissioner Shirley Chater asked for' n Agency-wide position on providing 
service to the limited English proficient (LEP}. SSA ado tcd the vision statemcnt and guiding 
principles that "SSA's policy is to ensure that individualsj have access to SSA's services 
regardless of their ability 10 communicate in English." The Customer Service Pledge and the 
General Business Plan established the standards for 5crvi~c to all thc Agency's customers, The 
polley principl~l\, signed by Commissioner Chatcr on Sc~tcmbcr 20. 1995, did nol eSlahlish u 
different standard, nor a special set of mandates for the Agency 10 serve LEP customers to the 
detriment of the Agency's responsibilities toward the gcn~ml population. Rather, these 
principles articulated SSA's policies toward the LEP pop~lali()n within the overult customer 
service standards the Agency established for providing w~)rld~class service to its customers, 

, 

SSA's policy is to ensure Ihal individuals have <lC!e~s to SSA's services regardles:-. of 
their ability to communicate in English, The Agency rcc6gnizcs that not all of its customers arc 
alike --they are from diverse cultural backgrounds and mdny do not s.peak English. NES/LEP 
customers generally m."ed help in communicating with 5S (e.g" interpreter serviccs for 
interviews and assistance in translating documents). 

In FY 1999, approximately &percent or 1.623,000 customers. preferred to have their 
intcl'views conducted in a language other than English, 'ognizing that there will be continued 
constmints on staffing ~md funding, SSA is committed to 'working smarter" with availnblc 
resourccs 10 c:evelop better ways of serving all its custom ,rs, It is in SSA's best interest to he 
proactive in providing for the special communication nee{ls of its NES customers., SSA henefits 
from more efficiently providing services at the initinl poid, of contact. thereby minimizing 
fol1ow~up contacts, and by obtaining accurate and compl~te information that enhances the 
integrity of its programs. NES customers benefit from having full access to SSA's programs, 

SSA determined that the most effective method 0 providing quality service to its NES 
cuslomcn; is through bilingual field office and teJescrvicc employees. Hiring bilinguul swff ili a 
major conSideration for every hiring decision in POs: and SCs:, Hiring initiatives have foculicd 
on achieving the right mix of employee language skills to serve its NES/LEP customers, Since 
1996, 32 percent of newly hired I1cld office and te1escrvi e employees have been bilingu.tl. 
Seventy-nine percent of the bilingual hires speak Spanish Further. SSA has hired bilingual 
employees giving the Agency the ability to communicate In over 90 additional languages 
including French, Polish. German, Cantonese, Greek, Italian. Korean. Tagalog, Victlulmese, 
Ambie, Portuguese, and Native American languages. 

In the pns!, SSA somctimcs placed the responsibil ty upon the LEP dienl to hring in an 
interpreter. This reliance on outsidc interpreters resultcd n clients' use of family mefnbcrs: who 
were no! themselves skilled in English, were minors:, or i usc of middlemen thUI somelimes 
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affected the integrity of SSA's programs, In 1997, SSA ~evised its policy on providing s.ervice to 
its LEP cuslOmcrs by placing the nurden for providing jn~erprc'er services on ihe Agency, 

l
Social Security's policy strikes a balance between accommodating thc customer':>: wishcs 

and the Agency's need to promote program integrity. Thb Agency recognizes the value of, 
reliable, qualified interpreters to facililale it:>: processes. II aHows for the use of ,I qu.ilified 
interpreter of the customer's own choosing. However. S A will nOI usc minors as interpreters in 
dealing with complex or sensitive matters unJe:>::>: it is cleo r that they also meet Ihe requirements 
of a qualified interpreter. If the NBS customer does not ave a qualified intcq)!'c!el' and bilingual 
staff is not available, Socia] Security will provide one. T e Agency's intent is 10 cnsure that the 
claimant and Agency's interests arc well served. The Ag ncy recognizes thtlt the scrVH::es of a 
qualified interpreter facilitate its processes and deter fmu , Since 1995, SSA ha~ provided 
funding for the use of qualified interpreters in [he followihg amounts; 

1996 S150,000 

1997 $190.945 

1998 5211.396 

1999 5333.238 


Non-English speaking cuSlomers will have access 10 SSA'$ services by phone, fax, mail. 
and other forms of electronic media. SSA ':; effons to fos,cr communications with all of its 
clients, including its non-English speaking clients, helps tp increase their satisfaction and level of 
confidence with SSA. i 

,,, 

DOMESTIC VIOLENCE 

D
omestic violence plagues the lives of milli ns of American.lI. It is a crime that 
<tffccts people from all walks of Jife, Som victims of domestic violence turn to 
SSA for help hy asking lor a new Social S eurily number (SSN) as a way of 

escaping their abuser because domestic abusers s.ometimcr misuse their victim's SSNs to locate 
those in hiding. A determined abuser, using private detecfives or the Internet, can find the 
whereabouts of anyone who doesn't take precautions. Th,s means that an individual seeking to 
escape domestic violence may need [0 change virtually hi~ or her entire identily: name. home, 
job, and Social Security number. i 

Prior to November 1998, before i. would assign a ~cw SSN, Social Securi.y required 
victims of domeslic violence to provide proof that their abusers had misused their numbers. 
Feedback from SSA field perwnnel and ~tdvOcales workirlg with victims indicated thai providing 
such proof was often difficult, if not impossible. For tho: who could not provide proof, only 
those jndividuals who were determined to be "severely ab sed" or in danger of losing their lives 
could be assigned new numbers. 
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(n pruincrship with Ihe Department of Justice andivictim advocates. SSA reexamincd its 
role in the light against domestic violcm;:c, Th~ Agency tcsolvcd 10 tind new ways of 
empowering victims through the polidcs and resources urder its jurisdiction, 

I 
On Novemher 4. 1998, Commissioner Kenneth Apfel joined Vice President At Gore in 

announcing major procedural changes to rl:1akc it casier f?r victims of domcscic violence 10 

secure new SSNs, Under those changes, SSA now assigns new Sodal Security numbers ba~d 
on a written 'Iffirmation of the domestic abuse, supportedlby third~pany evidcnce from sources 
such as police. medical professionals, or locally~rccognjzbd battered victims' shelters, The prior 
requiremenllo provide proof that the abuser had misused the SSN was eliminated. 

Social Security also helps victims hy assisting th in obtaining the information needed 
Lo receive a new SSN. including se~uring the neces~ary a fidavit of ahuM;, SSA employees work 
closely wilh local shelters thaI provide services to victim of domestic violence. and that can 
often provide (he supporting documentation needed. The, Agency also works with police. the 
courts, trearing physkians and psychologists, medical facilities, local battered victims' shelters, 
churches. and olher community suppon organization;.; to blain lhc sllpponing documentation. 

To en;.;ure Ihnt requests for new SSNs arc process d expeditiously and in a uniform, 
consistent manner, all such requests are processed in one entrullocation al headquarter.-;. 
During the first 12 months of processing SSN request>;; u der the change in policy, SSA assigned 
369 new SSNs. This was more than 3.5 limes lhe number, ~,ssigned before the policy change. 
Requests approved for new SSNs for harassment/abuse victims increased fronl approxilmllciy 
eight requests per month under the prior policy to more t~an 30 per month under the new policy. 

Social Security has also taken other sleps 10 impr Ive service to these victims., lis website 
includes information about obtaining new SSNs and its fitld office employees also provide , 
important reft:rral information and advice on further step~ victims can take to protect themselves, , 

As SSA continues to monitor its experience in the~area of domestic violence. it will 
explore ways of increasing public k.nowledge about how 1new SSN cun help break the cycle of 
violence. The Agcncy'~ messuge must continue to reflect the reality that il new Social Security 
number alone cannot offer complete protection to victimsl Recognizing that SSA has a critical 
role in the bailie against domestic violence. the Agency h s continued to work with community 
partners in ongoing discussions in this critical area, 

TRAGEDIES AND NATURA DISASTERS 

See;,,1 Security reaches out 10 support ViClim~ of tragedies and naturnl disasters. On 
Augusi 24, 1992. just prior to President Clinton's election, Hurricane Andrew 
struck South Florida, where 367.000 people ollcet SOclill Security and SSI 
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benefits, In response to coocerns from beneficiaries and recipients. Agency workers took 
nccess~ry steps to ensure that senior citizens would kno how to get their checks dc!->pitc the 
devastation, 

LoeaJ offices used television, radio and Joud:-;pcu er trucks touring the area with 
messages in English, Spanish, and Crcole. The Agency (hm hired an airplane to Iowa banner 
with SSA's toll-free 800 telephone number over the h~u'd hit Homestead area. SSA was 
instrumental in calming the fCilrs of many of its benefida ies,

I 
Social Security uses special procedures to assist viclims of disa"ler in filing for benefits, 

This involves sending an Agency rcprcsen!8Eive to lhe SI~1 of the disaster to take claims, working 
with relief agencies to help idenlify victims, using a pas: nger manifest or newspaper itccount 
listing Ihe identified victims as evidence of death, and cst mating the most recent eal1lings to 
con1putc the highest possihle benefil. , 

I 
011 April 19, 1995, at 9:02 a.m. CST, our nation c~pcricm;ed un unprecedented tragedy in 

the terrorist bomb attack on Ihe Alfred P. MUffith Fedcml:Office Building in Oklahoma City. 
Sixteen SSA employees were among the 168 people whollost their lives, SSA employees across 
the nation joined together to provide .'mpport for families lvho lost loved ones, as well as suppon 
for the American public as a whole, 

World-class scrvice went world-wide following t~c tmgedy of TWA Flight 800, when it 
exploded in lhe sky off Long Island on July 17, 1996, kill og all 230 people aboard. At 11:30 
a.m. the followin.g dity. a message came from Italy across the Internet 10 Social SecurilY 
headquaners in Baltimore. It said simply. "I lost my wif in the TWA flight 800. She was part 
of the working crew, What do I need to do to settle the n i,me:r with Social Security? Plca,<;c give 
me all useful information," The receiving office recogni' d tbe urgency of the messitgc and look 
it to the office responsible for handling international dairas. By 4 p.m" using the Internet, SociaJ 
Security sent the names, {Iddrcsses and phone numbers o~persons to cont<lct at the U.s, Embassy 
in Rome or the American Consulate General in Naples. Both offices: were alened that the 
widower might call. One week Jater, the widower caught a train to the Consulate in Naples and 
applied for the $255 lump sum death benefit. He rctumc 
benefits for the couple '5 lWO children. 

On May 5,1999, the firsI450 resenled refugees 
from Kosovo litnded itt McGuire Air Force base in New 
Jersey, SSA joined fcrees with other federal agencies to 
assist the refugees. Employees took Social Security 
number applications and assessed them for potential SS1 
benefits. The first and youngest refugee- to gel a Social 
Security number was baby Amerikan Karaliju. born just 
days after his parents urrived in the U.S, 

As illlIstrated above. SSA hn,<; a history of 
providing world-class service in a time of tragedy, crisis, 
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or turmoil. One of the greatest challenges to its service r putation occurred in 1995 when there 
was a nationwide shutdown of Federal Government agcn 'ics. 

GOVERNMENT SHUTDOWN 


I n the fall of 1995 as hudgcllalks 
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, hut twice. 
and employees were furloughed for an 
extended period of time. This had a severe 

"I wi! personally not rest unti!all66,OOO,
SSA employees are back where they 
both deserve and wish to be  at their 
duty stations dOing what they have 
alwa~s done in an exemplary manner
serving the American public with both 
effiCirncy and compassion. " 

Commissioner Shirley S. Chater 
November 17, 1995 

Iimpact on many Government agencies, 

particularly those in direct service to the American PUb'iC
 

When the possibility of a lapse in appropriations f rst surfaced in 1995, SSA began fine· 
tuning its contingency plan to ensure the continuity of op rations in the event of an employee 1furlough and Government·wide shutdown. When the posribility of a furlough materialized. SSA 
made a conscious effort to keep all employees fully informed of the status of funding discussions 
and potential outcomes if agreement could not be reached. On September 14, 1995, 
Commissioner Chater sent a leiter to the Office of Manag1ment and Budget (OMS) providing 
the staffing decisions to be implemented in its contingenc plan. The plan provided for 
sufficient staff presence to ensure the continued issuance f Social Security and SS) payments to 
those already entitled to receive them. This included the ,etention of approximately three 
employees per SSA 's 1,300 field offices and an additional 160 employees in other direct service 
positions. A total of 4,780 employees would be needed ahd 61,415 employees would be placed 
in furlough status. I 

Under this plan, the national 800 number would cjase operation and callers would hear a 
recorded mes:;;age advising them of the situation. Applicu:tions for Social Security numbers 
would not be processed, nor would applications for Social Security benefits. SSA would not 
process postentiticment actions. except for critical matterJ that affectcd payments. The entire 
appeals process would shut down and the State Disability Determination Services (DDS) would 
be drastically curtailed. The plan also called for a rcasses 'men! to take place when the funding 
lapse began 10 ensure the provision of basic services to he eficiaries and recipients. 

On November 14, 1995, SSA was advised to begi a shutdown of operations beginning at 
10 a.m. Thc Agency's contingency plan was implemente . Employees were instructed to pay 
close attention to the media to determine when the impassb was resolved and when to return to, 
work. SSA furloughed 61,415 employees and retained 4,780. The majority of the employees 
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retained were in direct service positions 10 ensure the co tinu:mce of benefits to currently 
cnrolled Social Security, 551 and Black Lung beneficiari s, Because appropriations were 
aV<lilable to fund the program costs of paying beneftlli, Ih s implied authority to incur obligations 
for the costs necessary 10 administer {hose benefits. 01h r functions considered csscnlialand 
permitted under applicahle statutes (including the Anti-D flciency Act) during a Japse in 
appropriations related to arcas of health nnd safety, overs ght and coordmatioll of all human 
resources and financial funclions related to the furlough, 

SSA's contingency plan wa.. altered shortly aftcr he shutdown began when the , 
Commissioner approved the recal! of an additional 130 Office of Hearings and Appeals 
employees 10 handle time~sensitivemail in the hearing offices, Without the assistance of these 
employees, this claims-related mail would have been retu~ned to the sender, further delaying 
claims processing. 

White there was u view hy some that Government wasn'l important, and that Americans 
harely noliced the impacllh~!l Government ha"> in their Ii cs, it hecame clear immediately thai 
this wns not the case. The American people who could n I visit the national parks or museums, 
who could not update their passports. and who could not onduct business with Socia~ Security 
are just a few examples of Americans who certainly felt the impact of the Government shutdown. 
Sodal Security serves millions of customers each year, arid each day of the shutdown meant that 
thou:-;ands of American:-; could not visit its offices to cond~ct their business, 

I 
Social Security und ill" customers immedia1ely felt the impact of the shutdown. From Ihe 

vcry firs! day, the Agency received telephone calls from ~u.slomers needing a Social Security 
card to work or who needed to change the address where :hcir check should be mailed for the 
following month. It wus evident to Agency executives after a couple of days that the shutdown 
was not acceptable. and Ihat it was affecting some of its mOSl vulnerable people. namely its 
elderly, disabled. and low-incorne recipients. It becarne v~ry clear that it was imporwnr that SSA 
rcopen ils offices to conduct hllsincss. even during the shrltdown, There was tremendous 
concern internaUy, as well as wilhin the White H;use tha~ SSA not providing service would 
cause harm to too many Americans. I 

Considering the impact of this brief shutdown. it was obvious that an appropriations lapsc 
of one 10 two weeks or longer would cripple SSA's ongoihg ahility to properly administer the 
programs for which it is responsible and could seriously illlpair its capacity to provide acceptable 
puhlic service. Both the ahilily 10 distribute accurate payl~lcIi!S to bencticiaricl'l and to process 
pending claims and appeals would be severely impilctcd and the mL'ision of the org':lnb:ation 
seriously compromised. To guard against such an occurr~ncc. SSA's contingency plan provided 
for a range of appropriate adjustments that could he madel!n the event of a prolonged shutdown. 

In a letter datcd November 16, 1995.13 Commissioner Chater advised OMS thul the 
Agency W()ulti have to implement Phase II of ill'l contingebcy staffing plan on Monday, , 
!"4ovcmber 20, 1995, should the furlough continue. Presi nI Clinton held a press conference 
that afternoon and announced to the public that this shutd wn was unacceptable, thai Americnos. 
needed to be able to conduct husincss, and thaI SSA was 'calling approximntcly 49,715 more 
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employees in direct service positions back to work. This in.volved recalling sufficient staff 10 

effcctively administer its progmms, including processing new claims for Social Security benefits. 
This put field offices, the toll-free 800 number service an State DDS facilities back in hu~incbos, 
Although SSA would tuke ilnd process new applications or benefits and resume processing 
appeuls, it would nol process applications for SSNs, perf nn personal earnings and henelits 
estimtlies or conduct annual wage reporting activities, A IOIaI of 54,495 smff would be retained, 

There was a great deal of discussion and some dL semion internally ovcr which 
employees should return to work, and that if SSA was gOing to recall 54.000 employees, why not 
recall all 66,000. The concern was that by recalling all bht t2,000 empJoyees. what message 
were you sending to them? SSA is an employer that valdes its employees and believes tha1 every 
employee is essential. It requires each employee 10 perfdrnl his or her individual job to make the 
organization work together as a whole, The Commission~r assured employees that tbey were llll 
essential 10 the important mission of SSA. However, un cr Ihe law governing a lapse in funding:, 
the majority of employees nol in direct service positions auld have to be furlougbed, 
Commissioner ChaleT expressed her strong commitment 0 continue working hard to get all 
66.000 employees back on the job. 

The four-dlly furlough severely impacted SSA'5 ability 10 provide the qualily scrvit;:c that 
the American people expect. The following activities arc bxamples of basic services that were 
curtailed or denied during the November shutdown: I 

• 	 About 1 J2,000 claims for retirement arid disa~i1ity benefits were not taken (about 
28,000 per.day): : 

i 

• 	 AboUl21VJOO applications for Social sccurilt numbers were not taken {ahout53.000 
per day); 

• 	 AboUl 800.000 callers were denied service on SSA 's 800 number (about 200.000 per 
day): and, 

• About 5,000 previously scheduled hearings w re canceled and decisions related to 
another'7.000 hearings that had already laken lace were not written. 

The second shutdown was the longest in history a d presented new challenges to Agency 
management. When the threat of a second shutdown .surl teed. SSA determined tIUlI the trust 
funds and benefit programs could not tolerate another iot rruption of claims-taking activitics, 
Bao;cd 00 the experience during the November lapse in appropriations and the loss of four full 
days of production limc, any further interruption in service would have a devastating loog-term 
impaci on SSA's ability 10 process Social Security, SS! a~d Black Lung claims. The Agency 
was still aucmptiog to recover from the effects of the NoJcmocr furlough. Therefore. employees 
in direct service positions would remain operational whil slaff support employees would be 
furloughed. When the partial .hutdown began December 16. 1995, about 55,000 Agency 
employees. most of whom processed claims and/or prov] ed direct public service. were told to 
report for work. A total of approximately 11,000 staff CI rloycc.~ remained furloughed, 
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On January 5, 1996, Commissioner Chaler informed OMS that SSA's contingency plan 
was amended to include the processing of annual wage 1ports (AWR). SSA would be receiving 
nearly 235 million earnings reports for calendar year 19 5 from employers and self-employed 
individuals, If processing was not accomplished timely. he accuracy and reliahility of SSA 
claims processing would be seriously compromised and pel1Hllflent disruption of SSA's abitity 
to administer the trust funds would occur. Timely postin8 of wage 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 rage index for 1997, (f AWR 
processing did no! begin immediately, SSA would not b~ able to aecumlely compute the 1997 
wage base by the statutorily required date. resulting in a rennancnl loss of receipts for the trust 
funds, as well as uOIimcly or inaccurate benefit adjustmcpts for 1997. SSA recalled 
approximately 950 employees. and following past prJcti1e. hired 250 l'C(L',Qnal employec!\. 10 

process this workload. A lotal of 9,255 employee." remained furloughed. 

IOn January 6. 1996, all Government employees returned 10 work. The Government 
opemted under a continuing resolution. pending passage pf a bUdget for FY 1996. On February 
20. J996, CommisSioner Chatcr provided a statement to t;he Committee on Appropriations on the 
adverse effects of the budget turmoiL She indicated that SSA managed to opemte under the 
funding limitations imposed by the continuing rcsolution~ but did!'o at u significant cos\. If 
funding continued to be limited to the rate specified in th~ continuing resolution, the impact on 
SSA would be devastating to employees and the public tJat it serves. 

On April 26, 1996, President Clinton signed legis ation providing appropriations for the 
remainder of FY 1996 for agencies and departments not ~aving regular appropriations bills 
enacted, The- Commissioner advised employees of this a¢rion and thanked ihem for their 
patience during the FY 1996 budget crisis, 

The shutdown had a devastating effect on Ihe Ag ncy and, ill pm1icular, the 11,000 
employees who were deemed nOll-essentiaL During the. hut down, Ihe work piled up in the 
offices, and when employees returned to work, they felt ressure to reduce the backlogs. The 
furlough was followed by a major snowstorm in January ~996. which closed many Federal,
offices in the Baltimore~Washington area for three days. This resulted in even further backlogs, 
which took several months for the Agency to reduce. 

This wa" an unprecedented journey for bOlh SSA lunagcrs and employees, Although it 
was a time of anxiety and stress. there was some comfort in the fact that SSA Was able to provide 
hasic M':rviccs to the public and to provide employees wil up-to-uuiC iniornmtion rn; the long 
hudget proccss unfolded, The professional demeanor pre ented by all employees throughout this 
extremely difficult period in our history reveals their inner strength. sincere dedication to the 
public they serve, and commitment to moving the Agency fOlward. 
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YEAR 2000 TRANSITION (Y2KJ 


I n most instances, when a computer 
cntsncs or experiences problems, it means 
trouble to a user or organization. 

However, in 1989 when SSA experienced an irHernai 
problem in the debt collection system, it was the best 
thing that could have happened to the Agency. 
Why? Because the system that crashed Iracked 
repayments of people who owed the Agency money, 
and when an employee tried 10 project a repayment 
date of 2000, the system came to an abrupt haU 
becausc II could not handle the 2000 date. At this 
point. SSA's Deputy Commissioner for Systems, 

'As Commissioner of Social 
,SecurityI I can assure all Americans 
Illat wilen the new millennium 
~rrives on January 1, 2000, Social 
Security benefits will continue to be 
paid on time and in the right amount, ..... 
!, 
Commissioner Kenneth Apfel 

I 
Dean MC51crharm, realized that the year 2000 was. not til'! far off. This problem would affect 
the Agcncy'~ other systems. and therefore SSA needed 1 begin 10 take steps to ensure that the 
more Ihan 48 million payments to beneficiaries would no be in jeopardy, Because orIh!s 
insight, SSA was althe forcfronl of the Y2K issue and sctvcd as a model for other government 
agencies, The General Accounting Office recognized th~ Agency as a federal leader in 
uddrcs!')ing Y2K readiness.14 I 

In the faU of 1995. the Office of Management and: Budgcl {OM B). recognizing the 
critical natu,,: Qfthe problem and that Social Security ha~ takcn positive steps to address it, 
ilskcd SSA to be the champion for Year 2000 and incrcas~ awareness of the Year 2000 issuc. In 
Ihis role, lhe Agency organized an informal commitlcc th['twas callcd the Year 2000 Interagcncy 
Committee, Assistant Deputy Commissioner for System" Kathleen Adams, was asked to chair 
the Chief Information Officcrs (CIO) Council Sub-Comn incc 00 the Year 2000. Thc purpo!'c of 
the Committee was to raise awareness of the Year 2000, :. ddrcss cross~cuning issues thai 
affected many or all Fcdeml departments and agencies, a !d share best practices, 

Tbe Committee began meeting in November 199 with only a iew representatives 
attending. The number of parlicipants grew steadily with each regular meeting as more and more 
departments (lnd agencies becmne aware of [he Commiue 's purpose, In the spring of 1996, 
Congrcssman Stephen Hom, Chainnan of the Suocommi cc on Government Management, 
Information and Technology. began to hold hearings on I e Y2K is!'ue, and participation in the 
Ycar 2000 Interagency Commillce grew rapidly as a rcsu {, 

In August 1996, the lnformation Technology Management Reform Act, which waS 

enaciCd as part of Public Law 104~106> became effective hod mandated a CIO Council \0 revicw 
and provide guidance on information Icchnology issuc., aJross the Federal Government At {he 
CIO Council's first meeting in August 1996, it decided tn t tne Year 2000 issue was onc of the 
most pressing information lechnology issues facing the g vcmmcnL In l\'ovcmbcr 1996, the 

HSoda! Ell'eurit ' Atlmjolsmniuo: U clale 1m Y<~flr 20no and Olher K II !nrllfm:lltlln T1,'chnnin' InitiatIves. OAorr
AIMD·99·25Y, July 29, !999. 
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Council made the Year 2000 Interagency Committee an fficial subcommittee of the Council, 
and the name became the CIO Council Subcommittee on Year 2000. 

As SSA had alrcady done a lot of the analysis, th Agency preparcd a paper to share with 
the subcommittee members outlining the results of its an lysis, and recommendations for how to 
solve the Y2K problem. Ultimately every CIO and ever agency head was responsible for its 
own software, so these efforts greatly assisted other agenbies because much of the groundwork 
had already been completed. 

When the Y2K problem first surfaced, no one ha a clear definition of what it meant to 
be Year 2000 compliant. The subcommittee addressed t is issue and came up with a definition. 
In January 1997, it was published as an interim rule in th Federal Acquisition Regulation and 
became final in July of that same year. Under these regu ations, government agencies had a 
standard warranty language, which meant that the indust was not dealing with different 
definitions from every federal agency. 

In March 1998, intensity grew on the Hill as Con9ressman Horn continued holding 
hearings on Y2K issues and issuing report cards showingl where each agency stood. There was 
an immense amount of pressure on all agencies, particularly those that did nol fair well. From 
the start, Social Security was one of the few Federal agencies to receive a grade of "A." 

In the months leading up to Year 2000, one of Ihe1primary goals of SSA was to ensure 
that January :WOO Social Security benefit payments were issued and delivered timely. The 
Agency tested its personal computers, network servers, p ripheral devices und software for Y2K 
compliance and took appropriate action to remedy any idtntified compliance problems. SSA's 
systems were tested and certified as Y2K compliant and ~alidated by a panel of independent 
experts. 

Although SSA was confident that its systems wer fully Y2~ compliant, it took measures 
to ensure that payments to beneficiaries would not be int rrupted in the event of unforeseen 
circumstances. A contingency plan was designed to anal ze and review the Agency's payment 
processes in the period affected by the Y2K rollover date identify any payment-related problems 
that might occur and apply contingency strategies to act gn them. To accomplish its Y2K 
transition goal, SSA"partnered with the Department of Treasury and the U.S. Postal Service to 
ensure timely check processing and delivery. With contirigency plans in place, SSA did not 
experience any paymenHelated problems during or after ~he Y2K date change. Together, SSA, 
Treasury and the Postal Service, in cooperation with the ~ederal Reserve Bank, designed and 
implemented an innovative and effective plan. It resulte in staging and processing of benefit 
checks so that they were issued and delivered timely and ithout 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 by the en 
of 1998. Its systems had been tested and certified. From 
that point, the focus was getting information out to the 
public that SSA's systems were ready and that there was 
no need for public hysteria. 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 
2000." 

President Bill Clinton 
12/28/98 

In an interview with Government Com uter New. in 1997, Kathleen Adams was asked if 
SSA was ready for Y2K. She responded, "We have no c~oice but to make it, and we will make 
it. We cannot manually issue 50 million payments." An' SSA did make it. On January 3, 2000, 
Commissioner Apfel announced that Social Security che ks were "signed, sealed and delivered!" 
There was no interruption in hencfit payments or service 
challenge behind it, SSA geared its focus toward other te 
its customers in the new millennium. 

ELECTRONIC SERVIC 

0 the American pUblic. With the Y2K 
hnology challenges including serving 

DELIVERY 

Quickly changing demographics, which caus d substantial increases in the puhlic's 
demand for services, created the need for S cial Security to develop new and 
automated methods of handling workloads. At the same time, the rapid technology 

growth of the Internet made it possible for this medium t become a new channel for transacting 
business with SSA. Public information from the Social Security Administration is part of the 
information superhighway. Electronic service delivery is a key Agency initiative and is the 
cornerstone of SSA's vision for 20 I 0.'5 

INTERNET SERV CES 

Social Sccurity has hecn a participant on thc nternet since 1989, providing statistical 
data to educational facilities and other resea}chers. Several issues and challenges 
faced the Agency as it considered how to d+elop Internet applications that were 

capable of completing the public's business. First, the aging of the baby boom population 
projected large increases in disability and retirement c1ail 
aged. Also, as the personal computer use grew in the nati 
that SSA develop the Internet as an alternate channel for 

I~ Social Security 20tO Vision, SSA Puh. No. 01-017, August. 2000. 
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Other cUlalysts in Internet service delivery were the Government Paperwork Elimination 
Act of 1995, which required SSA 10 provide electronic options to conducting business by 
October 2003 and the Information Technology Managenient ACI of 1996. Tht,:se acts directed 
the Agency to .significantly improve the managcmcnl of its information systems, refocus 
information lechnology management to directly support ~lission strategies, establish dear 
accountability for information management, build a grcafur interagency support structurc, .and 
cooperate in the usc of information technology govcrnm Int~wide, 

On May 17; 1994, SSA announced Social Securit Online to the puhlic at 
http://www,ssa,gov, Since its inception, Social Security nline has established itself as one of 
the premier government online services, It has hccn rceo nt7.cd by such publications as The 
Washington Post. which called Social Security Online "t e ultimate website," PC/Computing 
Magazine, whlch recognized SSA's websitc a,<; onc of "I I Best Net Bers." and the Government 
Executive Mugazine wehsite, which named Social Securi y Online as one of the "Best Feds on 
the web." Team Imemet was also presented witb a Hamtcr Award for it, efforts. 

Silice going live. more than 26.1 million people have visited the site. Public uSc of the 
services has dramillically grown since 1994. The followihg chan depicts the growth of visitors 

r 
curl!y 

taxes. il 

to Soci al Security Online since its launch. 

Growth Rate of Social Security Online By Year 
(service begun 5117!94) 

YEAR # OF VISITOll 

1994 22.212 

1995 171.175 

1996 722.415 

1997 2.700,518 

1998 4.921.218 

1999 9,788,277 

2000 proj. 14,719,607 

SSA issues "certificates of coverage" for cxpatria 
led coverage under U.S. Social Security and their contim 
ll.lCCOIdancc with the terms of international Social 

~ % CHANGE 

· · · , 
• 

671% 

322% 

274% 

82% 

99% 

50% 

U.S. workers to document thci 
xcmplioll from foreign Social Sc 
Security "totalization" agreemcn ts. In 

1995, S SA is~mcd over 26,000 certificates. (This number would grow to 40,000 by the ye;If 2000.) 
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In the past. U.S. employers reques,ted cenificatcs of cove age via fax. telephone or mail, In 1995. 
SSA began a pilot progmm 10 allow employers to also re uesl the certiricates over the Internet. 
thus becoming one of the first U.S. Govemment agencie; to offer web~bascd services. U':iing the 
Internet to request CC11ificalcs of coverage improvcs ace acy by providing automated online d':ltH 

review and speeds up the issuance of certificates. The pi Of proved very succcs;.;ful and a large 
percentage of certificate requests are now processed electronically, 

In response to the fast-growing use of the fnterneJ by the public and m;uor org.anizufions, 
both public and private, in 1994, SSA began investigating an enhancement to put the Personal 
Earnings and Benefit Estimate Statement (PEBES) 00 the Internet. On March 5. 1997, SSA 
began testing a new feature in which Internet users could request a PEBES from Social Security 
and receive the statement immediately at their personal c~mputers, Internet processing of <l 
request for a Social Security Statement saves 9R percent <jif the cost of a statement sent to the 
customer in the traditional manner. This statelhent. which had been availahle from SSA in 
printed form for nine years. has become an important finAncial planning tool for Americ<ltls. 

PEBES gives people rcady access to importanl pelsonal information in Social Security 
records, oamdy a ycar~by~ycar breakout of a worker's ca~nings history and estimates orhis or 
her present and fUHlre S,?cial Security bencfils. It offers n importanl service 10 Ihe public by 
providing wage and benefits information which workers' nd their families can use to help make 
financial plans for retirement 

Despite the Agency's careful preparulions prior t launching (he online PEBES. concerns 
were raised by the public that SSA had nol done enough to protect tbe online PEBES from the 
eyes of other Internet Users. Nothing is more important 16 [he Social Security Administration 
than maintaining public i;:onfidence in the privacy ofthc r}crsonal information that it maintains on 
American citizens. The Agency recognized that the publi,c's perception aboul the online PESES 
could undermine confidence in the safety and sccurilY of the sensitive data SSA mailllains, For 
this reason, on April 9, 1997. Acting Commissioner John:1. Callahan suspended the online 
PEBES until SSA could gel expert advice on what il ncc~ed to do to provide lhj~ scrvice while 
assuring slrict protection ofpcrsonal privacy. In Scptem~cr 1997, SSA issued'l report to 
CUSlOmers entitled Privacv and Customer Service in the Electronic Agc. A further discussion of 
Internet security is found in lhe subs.equent chapter on prtgram Integrity, 

Even with Ihe challenges of electronic service delivery, Commissioner Apfel and Deputy 
CommIssioner Halter shared a vision that called for SSA providing a full~rangc of Internet-based 
services. The Agency adopted and began to implement a~ aggressive schedule for providing 
these services. The Sochll Security website was tmnsfor~ed from a medium for sharing 
information with customer;; to an option that customers c4n usc in transacting some Social 
Security business, Electronic service initiatives implcll1e~ted have jmprovcd customer options 
for contacting Social Security and established the Agenc~ as a Jeadef' in the movement toward it 
more eflicient and effective electronic Government. As of December 20(}(), Socia! Security 
Online maintained approximately 15,000 pages for pubU9 browsing and downloading. Some of 
Ihe Agency's electronic service delivery achievements follow. 
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SSA embraced 1ne National Performance Rcvic\\1's recommendation to expand electronic 
commerce for Federal acquisition by conducting an clccl~onic commerce pilot in 1997, Use of 
the Internet and electronic commerce hus been expandcdiin each suh!'>cqucnt year, SSA posts all 
of its acquisition notices and .solicitations On its Internet home rmgc. allowing interested vendors 
to read and download them. In FY 1999. the SSA discot{tinucd the years-{)Id practice of mailing 
paper copies or these documents to vendors, Contraclin~ opportunities are Instead mmounced 
exclusively by electronic means. All of the requirements arc posted with the Electronic Po:-aing 
Service, which will, in the near future, be the one place a vendor needs 10 go to sec all 
Government requirements, Using electronic commerce elhods is faster and more economical 
for SSA-i.e., sHving the cost of printing paper copies 01 ~olidtation.labeling and I1Hliling them 
and maintaining u hidders mailing list. Beneftt!' to vend rt. who register with the Electronic 
Posting Service include automatic cmut! notification of deml business opportunities of interest 
to them. The address of SSA's Acquisition Home Page if: www,ssa.gov/oagl. 

In April 2000, Social Security launched an onlinc!Rc1ircmcflt Planner Ihal allows workers 
to compute estimates of their future Social Securily reli~eol benefits. This service Hllows 
workers 10 b(:tler prepare and plan for their future financibl security. The Agency enhanced Ihe 
suite of services Hvailable through Ihe online Retirement~'lanner in October 2000 to indude 
important information on disability und survivors' bencf, s.. This. new tool (culled The Benefits 
Planner) now contains a Retirement Planncr, a Disability Planner and a Survivors Planner and 
can be accessed from ihe- home page of Social Security's ebsite, The online calculators have 
been enhanced to add cstimales for disability and survivors benefits. The Agency has uIs.o added 
an "carnings limit'" calculator to the Retirement Planner. trhis feature allows workers to compute 
the effect of (:amings on their Social Security retirement I?cncfiK The Retirement Planner ulso 
links to the American Savings Education Council's "Ball*ark Estimate" worksheet. This link 
lets. individuals combine their estimates of future Social ~ccurity benefits with estimates of 
income from pensions and savings 10 see if their current savings practices will provide for a , 
comfortable retirement. i 

In July 2000, in conjunction with the Health Care Financing Administmlion (HCFA), 
Social Security developed an online application that allO\tS individuals to request u replacement 
Medicare card. A user can go to Social Security'::; wcbsit to access the online application. 
Customers enter the requested information and the rcpJac ment card is mailed (0 the address of 
record. In the first four months this service was available. over 6,000 requests were processed, 

In October 2000, Social Security rolled out an InJrncI Retirement Insurance Benefit 
application. making it possible for individuals to apply fot their Social Security retirement 
benefits over the Internet. Individuals age 61 and 9 months or older, who are ready to apply for 
their benefits and wanl to usc the internet, may usc this n~w service to complete their application 
online. This new service makes it )Jussihlc for individuals 10 complete their application for 
retirement benefits at their convenience and save a visit or telephone call to their Social Security 
office. A user can go to Social Security's website to access the application, directions ror 
completing the application, and an explanation for submi~ting the completed form, The 
application p!lgc providc~ information on security and pri~acy. In the testing phase, with a 
limited universe of pOlcntial filers, an impressive 5 perce t of all filers elected to usc the 
electronic hcllCfil <ipplication. 
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Social Security is working with partncrs in the pu lie and private s.eetor in piloling 
emerging technologies to gain experience in their use an effect on key busines.s proccsses, 
These projects include: 

Electronic Medical Evidence: In anticipation of t c requirements of the He(lllh IrlSUf(WCt! 

Portability (lml ACCOII1lUl/Jility Act (H IPAA) for si>ccial protection of dcctronic medical 
information, the California Medical Association initiated a pilot to test public key 
infmstructurc (PKI) encryption and aUlhcnlicatio~ for tmnsfcrring medical evidence in 
the medical community. SSA was invited to join the pilot. Thc Agency will usc PK} 
certifIcates to exchange digitally signed and cncr pled mcdical evidcnce hetwccn 
selected California healthearc providers and Socit I Security components, The rilo! will 
give SSA experience in implementing and testing PKI technology, as well as ~I promising 
toalto address privacy, security, and authellticati n for medical records. The pilot will 
also position Social Security to bettcr respond to changcs in medical evidence 
requirements brought on by H [PAA. and move thrl Agency forward in the declronie 
disability initiatives. 

Channel Convergence: In luly 2000, Deputy Commissioner Halter announced the 
Agency's partnership with ComrncrceNet, a nonprofll consortium, to lest a val'icty uf 
Internet technologies that have the potential to dramatically enhance customer service, 
Commerce Net member organizations worked with SSA to test a variety of technologies 
and to develop ways to integrate various methods lof providing cuslOmcr service :-.uch as 
the telephone and the Internet. This integration is caUed channel convergence, Social 
Security envisions. using Internet services that wit allow cuStomerS 10 verbally inlcmcl 
with an Agency representative while Ihey are onli c doing various business applications 
This partnership with CommcrccNcl allows SSA (} leam ahout new technologies J!) a 
controlled lahoralory environment, and will help t e Agency determine the viahility of 
these ;:;ustomer service options. 

As of December 2000. at the Social Security Adminislration. teleservice is the preferred 
way for its customers 10 conduct business. However, as Itchnology changes, the Agency retllizes 
that customer preference will also change. The reason is tlear: the Internet is growing faster than 
all olher technologics before it. Radio was around for 38 years before it had 50 million listeners: 
lclevisjon took 13 years IQ attract 50 miHion viewers; the IOlerne! got there in just four years. 
SSA vie\\'s the lnlcroC( as ao integral mcthod of doing bu iness with the American public and 
recognizes that p;,u1iculurly for younger Americans, the ( [erne! will be the information source of 
choice for most of them, 

ELECTRONIC WAGE REPORTING 


I
n 1993, SSA first visualized a system that would accept and process Forms W-2 (Wagc 
and Tax Statement) electronically. The Agendy receives flpproximatcly 250 million 
W-2s annuaily from approximately 6.4 million employers. Approximately 80 percellt 
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of the.;,c W~2s come to SSA on paper, although i1 is cSli~atcd that more than 60 percent arc 
prepared using personal computers, In 1993, SSA rccog~izcd the growing availability ofpcrsonai 
compuiers in ihe private sector and, in particular, their growing use by the small bUsiness 
community, In recognilion of these trends, and to t;:lke tHe opportunity to improve Government 
operations and reduce the reporting burden on the Privat~ sector, the Agency developed the IIrst 
electronic filing option for submiHing W-25 to SSA, Th Online Wage Reporting Bulletin Board 
Service could be accessed by employers utilizing a pcrso aJ computer and modem to vOluntarily 
transmit wage information to SSA electronically, 

The development of a personal computer-based e ectronic filing option for wage 
reponing affords employers with a simple, cost-cffee!ivc~1ternativc thm Hbo provides an 
acknowledgment that SSA received their transmission. lIhi~ dated evidence of their submission 
is not currently uvuilable to paper filers, and many transu\ilters desiring such acknowledgement 
pay addilioonl postage costs 10 iraosmit their repol1s hy c~rtifjed mail or other evidentiary 
methods, i 

, 

In the firM year of the bulletin board service's o~ration. SSA received 21,276 Form 
W~2s from 51 submitters; by the 1995 tax year. this numl?er increased to more than 477,000 rrom 
oyer 200 submillers. This. innovation saved substantial clerical time that the Agency would have 
hud to devote 10 processing these same reports on paper.~BY !996, SSA began a major 
expansion of its elecit'Ooic reporting option5. The Agenc succe.<.;sfully received electronically 
and processed more than six million W~2s in lax year 19 6,13.9 million in tax year 1997, and 
15,8 million in tax year 1998. SSA is currently processing lax year 1999 W-2s. As of 
September 15. 2000. 45 million W-2::. bad been received and processed, SSA '$ electronic filing . , 
process is one year ahead of its goal to "." become operational in tax year 2000 and bave the 
capacity to support tax year 2000 ciectronic submittals in~olving 40 minion Form W-2s." In tax 
year 2000, employers have Ihe oplion of filing over lhe li!ternet or using value-added networks. 
Additionally. SltllC and Federal agencies. can file W-2;;. b) connecting directly with SSA using 
dedicated Iclc'colnmunlcatlons. 

Ohstadc:o; relative to security and electronic Signature issue.<i have been overcome by 
lIsing the higbestlevel of encryPlion for alJ Inlernel applitarions which include secure sockets , 
layer and 128 bit cncryption. A rcgi:O;lralion module was ~evcJoped to enable SSA to 
authenlicale lhc pcrson who is using the system and issue;a Persona} Identification Number and 
Pusscode, which i:.; used in lieu or a wriuen suttemen!, T~e Agency will add an option for tax 
year 200 I that will permit employers 10 utilize publLC key' infrastructure technology to further 
enhance security, 

The new Employer Services Online web page went live on December 1, 2000. This page 
offers employers online regislration and access to Ihe onlihe wage rcporting systcm for, 
uploading and checking status of :-;ubmissions filed over fe lmemet. AdditiooaJJy, Internet 
connection specifications have heen developed and <Irc c cotty being marketed to the software 
community for inclusion in their wage reporting products 

Electronic wage reporting has had and will continue to have a positive impact 00 many 
aspects of SSA 's carnings activities including improved atcuracy, improved cus!orner service 
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and reduced cost. For example, II costs an employer from $12·$26 to report FormsW~2 to SSA 
on magnetic media, verSLlS pennies to send the sante datal electronically. Additionally, this 
project has positioned the Agency to accommodate the b~siness community's growing interest in 
filing wage and tax returns electronicitlly. It is estimated that 70 percent of all W-2s filed in tax 
year 2005 will be electronic. This supported the Agency s efforts to realize workycar s<'lvings hy 
eliminating labor-intensive processes and to provide war d~class service. 

SSA also moved forward in other areas of electronic service delivery, One of the HIA 
initiatives that SSA committed to in 1997 was to provide employers with overnight electronic 
verification of the Social Security numbers of its employes. Currently, SSN verification service 
is available to employers over the telephone for up to liv employees, SSA can also verify larger 
numbers submiHed via magnetic media or paper lislings, SSA will pilot tin electronic Online 
Employee Verification Service to test a process thaI will dlaw employers to use the Interne! with 
online screens to key their information in order to receiv9 immediate feedback. Employers will 
also have the option to use un overnight service. where they will receive feedback Ihc next 
business day. This will greatly streamline the hiring pro ss for employers in the private sector. 

CONCLUSION 

As technology rapidly evolves, the impact 4: customers is increasingly evkient 
Standards of service ate cons.tantly being challenged and improved, Customers 
are experiencing faster, casier, and more cliiciell1 service from private industry 

and expect the same type of service from Social SeCUrilY; Achieving this level of service 
requires the Agency 10 challenge traditional approachc..<; t busincs:-. and to implement new and 
progressive ways for customers to conduct business in!h 21 n century. Social Security is 
committed to providing ··best-in-busincss" customer service to the American people, while 
ensuring Iheir privacy and the integrity of iiS programs. 
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EXHIBIT 1 

STATUS OF TOTALIZATION AGREEMENTS 
I 

SEPTEMBER 29, ; 000 

AGREEMENTS IN cOReE 
I 

Legal citations refoer to the United State!; Treaties.and Other Intcrnatlonal A~rl.'ctmnts Scr:ies (UST) and the 
Treaties: and Other International Acts Series I,TlAS); both published by the U.S. ()epartment Qf Stulc. In the 
case ofagl't'clllents that tun'c not Jd been puhlished in the USl Or' TIAS scri~, citution" arc to the I1w,;,c or 
Representatin-s Ilocumenl number as-o;igned when the a~l"('cmc l" ~'{ rc transmitted to Cotl ress for review. 

, 
DATE OF, EFFECTIVE )'~;GAL, 

COUNTRY AGREEM~;NT 
,, 

SIGNINGI DATE CITATION 
, 

Agreement on Social 
July I~, J99d 

,,, 
H.R. Duc. 1U2~54, Nt)V. L. 199L 

Security 
,,,, 

Administrative Arrangement 

AUSTRIA for the Implementation of the July ]3., 1':19< Nov, I. 1991 H,R, D,lC, 102-54 
Agreement on Social ~ccurily 

Supplementary Agreement , 

Amending the Agreement on OCL 5.1995: Jill'!, I. 1997 H.R. Doc. 104~217 
Social Security 

Agreement on Social I 
I Security, wilh Final Protocol 

Feb. 19.1982 July I. 1984 TIAS 11175 
, . 
Administra1iYe AgrccmclIl for 

23. I98JUELGIUM the Implementation of the N(}.... July I, 19H4 TIAS 11!?5 
Agreement on Social Sccuril}' 

Additional Protocol 10 thc I 
Agreement on Socia! Securily 

No...-. 23,198 luI), {, 1984 TIAS 11175 

Agreement with Respl-"Cltn 
Murch 11, 19R , Aug. L 19R4 TIM; IOH63

Social Security ,,, 

Adlililli~tra(i\'c Arrangement 
,, 

for ih..: Implement,ltion urIbe May 22, 1981 Aug. l, 1984 TIAS IOH63 
CANAOA Agreement on S(lcial Security 

Supplemenlary AgrecmcnI I 
,,, 

Amending the Agreement 
,, 

wlth Rc~pccl to Social 
May 10, 1983; 

I 
Aug. 1. 1984 TlAS 10863 , 

Scturity 
,, 
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COUNTRY AGREEMENT DATE 0 EFFECTIVE LEGAL 
SIGNINC DArn CITATION 

I 

Understanding and I,, 
Adminls!r..uive Arrangement 

, 

March .30,198:- Aug. I, J9X4 TlAS 10863 
with the Government of ,, 

CANA()A Quclkc 

(C!)utinuoo.l 
Second Supplementary 
Agreement Amending the 

May 28,199 Oclobcr 1,1997 K.R, Doc. 105-49 
Agreement with Respect to 
Sodal Security. 

iAgreement on Social Security June 3, )991 Nov. 1, 1992 TIAS 12105 , 

nNLAJ"o/O Administrative Arrangement 
ror the Imp!c.mcnltllion of (he June J, 1991 Nov. L 1992 TIAS 12105 
Agreement on Socia! s.::curilY 

, , , ,
iAgnxmcnt (>1) S(}~i,Il Security March 2, 198; 

, 
July t, 19::;8 TIAS 12106 ,, , 

, , , 
Adminislrallw Arrangement 

, 
FRANCE IConcerning Inc Application of 

the Agreement on SOCial 
Oct. 21. 1981 

1 

luly L 1988 TIAS 12106 

Security 

, 
30 lJST 6099,Agn.'cmcnl on Social , 

Jan. 7,1976: lxc. 1. 1979
Security, with Final PmlncoJ , TIAS 9542 

Administrative AgrJ.:cmcnt for 30 US'!' (\099,
tnc Implementation of the June 21, 197 Ike. 1, 1979 

TIAS 9542 
Agreement on SociaJ Security 

Supplemenlary Agreement 
Alllentlifig the Agr.:cmcnl Oil Oct. 2. [9S6 Mnn:h 1, I ~XH 'rIAS 12115 
Sncial Security 

, , 
GERMANY Supplemcntnry 

, 

AdminL~trati\c Agreement 
Oct. 2, [986 1 March I, 198X TIAS 12115 

Second Supplementary 
Ag(L~mcn! All1entling the March 6, 199 May I. 1996 H.R. Ifi-x:, 11)4~12::t 

Agreement on Soda[ Sc<;urity 

Second Supplementary I 
Administrative Agreement 

March 6, 1995 )'1a), I. !996 H,R, Doc, 104w !23 

~?TE: The ahove illstruments apply tn the territory of the former Getman Democratic Republic 
'fTcelivc October 3, 1990, 
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I 

COUNTRY AGREEMENT DATE 08 EFFECTIVE LEGAL 
SIGNIN DATE CITATION ,- ,, 

AgreemCllt on Social Security June 22. J\i93 
, 

SePl. I. \994 : RR. 001;,10;'-198:,, 

GREECE Administrative Arrangement 
for tht' Implementation of [he June 22, I!): ScpL L J9\;M ;H,R. Due. 103- J98 
Agr..:crnent on SOdHI Security ,, , , 
Agrcemenl on Social Security Apd114, t9~2 Sept. l. 1<)9;\ , TIAS 12117 , 

Administrative ArfungcmClll 
, 

IRi\LANO ,, 
for the ImplcmenuHiofl oflhe April J4, !9:i2 Sept l. 1993 TIAS 12117 
Agreement on Social S,-'{'urity I 

May 23, !97~ 
, 

Agreem<:nl on (he MaUer of , 29 U$T42o;i;
NlW, !, 1979 

,, 
Social Security , TIAS 9058 , 

, 
Administrative Proloc!}\ for 

Nov. 12. 191~ 29 UST 4263; 
the ImpicmenllltiUfl of the Nov. L 1978 

TIAS90SE
Agrccou,'fll 011 Social Security 

ITALY 
Supph,mcmary AgR"<.:mcnt nn 

April 17, 19H Jan, l. 19~(i TIAS 11173Ille Malter jll" S()clal S..::curity 
,,,, 

: NOTE: U.S. and Italian officials have agr~ed to meet in the near future to begin 
negotiatjng a new agreement to conform t c original U.S.~Italian agreement more 

~ closcly to othcr Social Security agrcemcll s the two countries h<.tvc concluded, 

Agf~cmcnt on Soci,,1 
Feb. 12, [9(} Nov, I, 1993 TIAS 12119

Sc~mity 

WXEMUOURG Adnlinlstr;!tive Ammgclllcnt 

12,'99Jfor Ihe Implementation of the 
Fen. Nov. L 199:l TIAS 12119 Agrecmcm on Social 

Security 
, 

Agn~ern.;nl Ofl Suci;!l , 
Dec, 8, t9~?i Nov, L !~Jt)O H.K I)tlC. IDn-1 R2

S\,'Curity ,, 

Adminbarativc Arrangement 

Dec, 8,,9871:.iETllERI,ANDS 
for the Impl;.:rm;ot<llion of the 

Nov, L J'M) RR, Due, 100-182 
Agreement on Social ,, 
Sccurily 

,,, 
Protocol 10 the Agreemcnt on Dei:.7,1989 Nov. I, 1990 

Stale Department 
Social Security Archives' 
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DATE 0 " EH'ECl'IVE U:GALCOUNTRY AGREEMENT SIGNIN DATE CITATION, -
Agreement on Social Sccurily Jan. n 19M3 , July L 1984 TIAS IOgig 

, , 
,\umini;.lIati,,-c AgTl-.;:mcnt for 

,,, 
the- !mplelllcntalion (,f In.: I Jao, I:\. 19~ July 1. 19R4 TIAS W!W{ 
A,sn.·-cmcnt on SocIal SecurilY 

,,, 
NORWAY 

, 

NOTE: ~cgotialiQns have been completed ~n a supplementary agreement to 
improve Norwegian benefit rights under th~ original U.S.-Norway Agreement and to 
update and clarify several of its provisions: It is anticipated tnat the :supplcmcnwry 
greement will be signed later this year. 

Agreement on Sucial Security March 3U, 19 8 Aug.I,19S9 T1AS 1212J 

PORTUGAL Administrative Arrangement 
for lbe Implementation of the March ;\0. 19 8 Aug.l,19S9 1'11\512121 
Agreement on Sucial Security 

Agreement on Social Security Sept. ::{), ['ISh April], 191'l~ TIAS 12123 

SPAIN AiJministrati vc Arrangement I
for lhe lmplcmentation of the Sept. 30. 19 (l April 1, 19l{R TIAS 1212,' 
Agf\-'\!ltlcnt un Social Security 

,
I AgR"Cment on Social Securi!y May 27, 198, Jun. I, 1997 TIAS 11266, , 

, 
SWEDEN Administrativc Arrangromcot 

, 
, 

fm the Implcll1cnlaliOo of the May 27, lYR~ Jan. I, 19K? T1AS 11266 ,, , Agreement 0[1 Sudal Security,, 

f\greCfHl"nt or; So{'ial Security, 
July 18. 197 Nov.!. 1980 

32 UST2165: 
with Finnl Protoco! T1AS 9R30 

: AtlminiSlfative Agreement for 32 L:ST 2165;
: th<.: I mplcmcntation of the Dec. 20, 197 Nov. L 1980 

TIAS9830
: Agtel'ment on Social Security , 

SWITZERLAND' , 
Supplemelllury Agreement 

,,, 
Amending the Agreement on June I. 1998' OcL 1. 191<9 TIAS 12126 
Social Security 

Supplcnwntary A\lminis!rative 
June I. 19R8 (kL I, 19&9 TIAS 12126 

~ Agrel,lnwn! 
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DATE 0 ' EFFECTIVE tEGALCOU:>ITRY AGREEMENT SIGNIN DAn: CITATION 
- Jan, L 1985; 

, provisions on 
Fcb. 13. Hlg~Agreement on Social Security TIAS 11118<\

!(,u.lilation benefil!. 
ffcctivcJan. L 19SII,. 

Administrative Agreement for 

the Implementation of the 
 Fcb. I}, L98h J:.;n. I. !985 TIAS 11086 

UNITED Agreement on Socia! Sccuriw 

KINGDOM 
Surrlementary Agrecm,,;m 

Anwnding the Agn:cmcnl nn 
 June 6. 19Y H.R. l);it. 105-47Scp\0I\1tK'r I. 1Y97 
Social Security 

Supplementary 
June 6. 19~ &ph':ll1hcr 1. 1997 H.R,DQc, 10$-47 ,Administrative Agrccm,;n1 ,, , 
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