CHAPTER FIVE:
CUSTOMER-RESPONSIVE,
WORLD-CLASS SERVICE
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averuge, cuch workday, about 100,000 people visit onc of S8A's 1,300 field

offiees, over 240,000 people call its 800 number, and over 43,000 people visi its
Internet web-site. Daily, the Agency processes an average of 20,000 inidal claims for retirement,
survivors, disability, and 881 benefits and annually it ensures that more than 250 million earnings
ttems are correctly credited 1o workers' accounts. Millions of Americans rely on Social Security.
For many people. the Agency and its employees represent their closest contact with the Federal
government.

‘ 7 irtually cveryone in the nation has been or will become a cuxtomer of S5A. On

Since 1935, S8A has provided relinble and courteous customer service. In fact, in 1999,
public satisfaction was at an all time high with 88 percent of customers rating its service as
excellent, very good or good.' SSA has been recognized as a Government-wide leader in
management, planning, and service to the American public. In 1999, in one of the most
comprehensive studies of management performance ever conducted. the Muxwell School of
Citizenship and Public Affairs of Syracuse Universily ranked SSA at the top of 13 Federal
Government agencies.”

Although the ratings are reflective of SSA's long-term commitment 10 Customer-
responsive world-cluss service, this success did not come without challenges. In an era of rapid
technological advancements and constralned resources, SSA faced many hurdles in meeting
customer demands and expectations, Early on, the Agency recognized the challenges facing its
ahility to delivey imely, high-quality service 1o the American public, SSA revised service
practices and steategics, automated processes, and made technology enhancements to mect more
demanding customer needs, and move SSA into the 21* century.

' Comunissiones Apfel’s Testimony before House Committee on Ways and Means, Subcomminee on Social
Sceurity, March 16, 2000, page 1,

¥ Alan K. Campbel] Public Affairs Institute, Maxwell Schoot of Citizenship and Public Affairs, Syracuse University,
Federal Report 1999, See also Government Executive Magasdine, Fehruary 1948,
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NATIONAL PARTNERSHIP FOR REINVENTING GOVERNMENT

n January 21, 1993 at his inaugural address, President Clinton pledged (o “muke

our Government a Government for our tomorraws, aot our yesterdays.” On

September 7, 1993, Vice President Gore issued his report of the National
Performance Review (NPR), Creating a Government That Works Better and Costs Less. This
report outfined unportant principles and mandated specific imtiatives o guide Federal agencies in
making service ynprovements that the American public would sotice, and made 384 Gavernment-
wide amdd agency-specific recommendations on how operations could be improved. The NPR
later becanme the Nationa] Partnership for Reinventing Government. The Government-wide effort
to imploment and track the hundreds of recommendations made by NPR became known as

REGO LY

At the same time, with Executive Order (.0
12862, “Satting Customer Service Standards,™ President
Clinton called for a revolution in customer service,
mandating that federal agencies deliver services equal to
the best in business. The E.O. estublished the principle
that government must be customer-driven, and outlined
specific actions that cach agency should take. One month
after the release of the NPR report, Shirley Chater was
named Commissioner of Social Security. Under her
leadership, the Agency embarked on a course to achicve
significant and noticeable improvements in service
delivery and to raise the bar on customer service. In
recoghition of SSA's efforts, on June 6, 1994, Vice
President Gore visited SSA to personally present the
Ageney's first Hamner Award. Since then, the Agency
has been bonored with 81 Hammer Awards.

In December 1994, President Clinton asked Vice
President Gore 1o conduct a second review of agencics 10

Commigsioner Shirley Chater with Vice
Fresident Gore ot Mammer Awards
Cerameny

wdentify opporiumities fo improve Government programs. On March 23, 1995, President Clinton
issucd a memorandum o all agencics kicking off “Phase 117 of the Administration’s reinverting
government initintive. In this second phase, or REGO 1, the efforts emanating from E.Q. 12862
and the NPR inititives 1 1993 were 10 be continued and integrated with other restructuring
activities. On September 7, 1995, Vice President Gore released the publication, Common Sense
Government: Works Better & Cosis Lesy. This publication described the impact of reinvention
on the American people and their Government and presented new recommendations for

Ciovernment agencies,

¥ Executive Order 12862, “Seuing Custemer Service Swandards,” Sepcember 11, 1993,
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In 1997, the Adminisiration wanted to define what it expected 10 sccomplish during the
four years of the second torm. In addition to the inttiatives outhned as purt of REGO Tand
REGUO I, Vice President Gore nsked 32 federal agencies (including S8A) with a high degree of
interaction with the American public to underiake an assessment of Agency goals and
commitments. These 32 agencies, called high impact agencies (HIA), employ 1.4 million of the
1.8 million Federal employees and direcily affect 90 percent of Amernicans, HIA leaders were
asked to makc commiiments 1o the American public to achieve some specific, highly visible
customer scrvice improvements by September 2000. The service comnuiments were to be
significant, concrete, measurable, and meaninglul. A tcam of Agency executives colluborated
over the course of a couple monthy and developed 2 package of service commitments 1o the
public that was delivered to the NPR in August 1997, Kenneth Aptel was confirmed as
Commissioner the following month and led the Agency in realizing these service improvements.

While cusiomer service has alwavs been a top priority for SSA, the bmpuct of the NPR
recommendations and the HIA initiatives was the comnerstone of numerous Cusiomer service
improvements that SSA made during the Clinton Admunisteation. §8A’s efforts to hprove
customer service, however, began gven prior to the NPR,

When the NPR was formed in March 1993, SSA was already actively invelved in several
customer service initistives, Foremost among these were the development of 1 Service Delivery
Plan and the solicitation of customwer input to validate the service objectives in SSA’s 1991
Agency Strategic Plan (ASP). When the ASP was released in Septemiber 1991, SSA received
two major criticisms from the General Accounting Office (GAQ) and others. The first was
fatling to define the process and organizational changes needed to achieve the service delivery
vision described in the ASP. The second criticism was failing to solicit direct customer input on
the service objectives in the ASP. The report maintained that these objectives were not based on
what customars expected, but on what SSA hoped could be achieved.

When the NPR report and E.O, 12862 were issued, the Agency knew there was room for
improvement. To comply with NPR’s directive and address GAQ's eriticism of the ASP, in
November 1993, SSA conducied a senies of {ocas group discussions with beneficiaries and the
general public to get direct feedback. SSA conducted 12 focus groups in six cities 10 help
identily the broud choices and level of services that customers expect. Two of these groups
consisted entirely of non-English speaking participanis.

In December 1993, SSA executives dropped proposed organizational changes from the
Service Delivery Plan, deciding that process change should precede organizational change.
Using feedback from the customer service focus groups, the plan evolved into a discussion
paper, “Defining World-Class Service at SSA” SSA used this paper to initiate a dialogue with
stakeholders and employee groups about the definition of world-class service, the barriers that
existed to providing such service and recommendations for overcoming the burriers. SSA began
by surveying internal and external customers, posting service standards, establishing a forow for
custorner complaints and benchmarking standards against the best in business,
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SURVEY FRONT-LINE EMPLOYEES ON BARRIERS

horily after the release of NPR's report, SSA |y o oo tram ofy proud of our

planned a strategy for gathering employee employees, SSA has always

opintons about the barriers that exist had worid-class people and,
achieving world-class service and ideas on how to remove | with their help, we are now in
such barriers. 1o the sprimyg of 1994, a questionnatre wits the process of ensuring world-
given to all employees asking thent to rate cach of 35 class service for the people of

specific characteristics of world-class service identified by | this country.”
beneficiarics and the general public in focus groups. The
maore than 17 300 questionnatres that employees answered
and returned represented a 27 percent response rate.

Commissioner Shirley Chater,
9/2/94 GASIS

About 2,500 employeey all over the country also
participated in cross-component group discussion sessions conducted in collaboration with
SSA’s unions., The purpose of these sessions was 10 obtain more detailed fecdback than was
possible twongh the questionnaires, By providing emiployees a forum to think in non-traditional
ways with individuals from varied parts of the organization, idecas were generated that may aot
have been sdentificd individually,

This effort was imporiant for several reasons. First, it started the Agency tanking about
what world-class service meant and how to get there, It provided valuable insight about bamers
1o world-class service that helped shape subsequent planning eifforts. And finally, it st the stage
for future initiatives that, over time, helped the SSA organization evolve into & culture that
emphasized world-class service and worked to make changes that helped climinute barriers to
such service.

Survey CUSTOMERS

ince 1984, SSA had been using focus groups and surveys o “listen” 1o customers

ubout service ssues. But in working o achicve the goal of providing cusiomer

responsive world-class service to the American public, 8SA realized it could, and
in fact needed to, improve 1ts listening capacity. In 1996, the Agency dectded that expanding the
feedback it collected andd enhancing the way it was collected would provide important
information—iantormation (o better deterntine how well customers were being served and ensure
that 1he Agency was making informed decisions regarding service 1o the public,

Alsg in 1996, the Office of the Inspector General began a study te catalogue SSA's
cfforts to monitor its service to the public and to identify monitoring gaps. In a customer
satisfaction report, released in October 1996,” OIG found that there was no formal progess for
coordinating surveys, focus groups, and other customer feedback mechanisms within SSA. OIG

* Office of the Inspector General Bvatuation Report ~ Test of Satisfaction Scafes, A-02.96-02204, Dewber 23, 1996,
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recommended that SSA take sotion to better eoordinate s data asctivities and to muake sure each
activity had a specific purpose that integrated into a larger scheme.

So in late 1996, SSA hired 4 consultant with expertise in market rescarch and analysis to
advise the Agency about highly efficient and cffccrive data collection techniques. The objective
was 10 develop a belter-coordinated and more comprehensive program based on “statg-of-the-
art” thinking about the collection of nformuation,

The consuliant told S8A that it was not collecting information from all major customer
groups. The consultant ideatified 10 major customer groups on which SSA should gather
information. The consultant also said that there were two other segments that had 4 critical
impact on the Agency’s service delivery, and that information was aiso needed from them—
major stakeholders (such as business partners, the Congress, and advocacy groups) und SSA's
workforce.

An inter-componen! team of senior staff, SSA’s unioas, and management associations
considered the consultant’s recommendations and vsed them to develop a new data collection
program for the Agency. In February 1998, Commissioner Apfel approved thix new program,
catled the Markel Measaremem Progrars (MMP)L

The MMP includes u variety of data collection activities thit, taken together, give SSA
the information it poeds w fully understand #s murket. SSA’s market is8 iis customers,
employees, uand stakeholders. The MMP consists of data collection activities wilored {0 each of
these segments. The informuation that is gathered from all the various data collection activities is
then made available to all employees. SSA has in place an electronic. central repository of all
data collection final reports, called the Market Measurement Program Clearinghouse, locuated on
its Intranct. Employees can instantly access the information using an index or key word search.
Easy accessibility to data helps ensure the Agency considers customer information during
Agency planning and decision-making,

{r March 2000, Commissioner Apfel released the report, Gathering and Using Customer
Information (o Improve Service to the Public. The Agency believes the MMP is a slep in the
right direction and provides a selid foundation {or keeping up-to-date ubout service needs,
expectations, and satisfaction. S8SA is using the duta it collects 10 belp determine the service
enhancements needed to mprove customer satisfaction.  Improvement initiatives and new
service strategies arc discussed and approved as part of the stralegic planning procoss.

POST SERVICE STANDARDS

0. 12862 directed all Federal agencies 10 “'survey customers to determine the kind
and quality of services they want” and to “post service standards.” However, prior
to the release of the E.O., 8SA had already reached agreeinent with NPR 1o post an
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interim set of customer service standards that were published in the September 1993 rcpe}rif

SSA agreed 10 post the standards while it continued 10 we
customer driven service standards.

SS5A and OIG had undertaken a series of custome

ok on 8 more comprehensive set of

r satistaction surveys and special

studies prior to 1993. The Inspector General's repors showed that custoroer satisfaction had

fallen four years in a row due to longer waiting times in ¢
reaching someone on the phone.® However, these survey,
abow “the kind and quakity” of services they wanted, Fo
long customers were willing to wait to be scen by arepre
how long they were willing to wait to gei through to the 8
in a busy signal. Therefore, SSA necded a survey to glex
customer expeciations.

[ Murch 1994, SSA mailed comment cards to 22
additional cards by telephone interviews. The survey inf

ffices and increased probloms in

s decd not specifically ask customers

F example, SSA had no data about how
sentative in onc of the ficld offices or
00 muunber i their Tirst giempt resulted
it more specific information abowt

000 customers and completed 4,000
rmation was gathered to belp validate

the customer service objectives in the ASP and to respond to EO. 12862, This wus 85474 first

g

survey that asked customers directly ahout the levels of s

rvice they expected. 35A asked

customers to define what goad scrvice meant to them for timeliness 1ssues, such as walting in
field offices, claims processing, carnings postings and corrections, SSN applications, and 800
nuniber calls, The resulis were used to help define specific numeric standards such as how soop
after applying could a customer expect to receive a new or replacement Social Security card.

i

i

After feedback from the Executive Staff and dismﬁssigns with NPR, Commissioner
Chater made [inal decisions and the customer service staadards were published in September

1994, The stundards were also widely circulated in g t::w:;:ﬁurc, Putting Customers First. Known
as "Social Security’s Customer Service Pledge,” these standards are still in use today and posted

1 all offices.

The customer service standards published in {994
SSA was doing, or needed to do, 10 provide world-class &
number of specilic commitmenis the Agency was making

were not intended 1o represent all that
prvice. Rather, they were limited to a
1o address some of the important

aspects of service that had been identificd In customer, sidkeholder and employee surveys,

PRrROVIDE A MEANS 70 ADDRESS CUSTOMER COMPLAINTS

n Murch 19946, the National Performance Revil
Consortium Study Report on Best Practices in

pw refeased its Federal Benchmarking
Resolving Customer Compluints. That

sludy examined the complaint systems of eleveén private and public organizations and
found that the systems shared several common charactenistics, Among other things, these

* Creating a Crovernment that Works Better and Costs Less; page 64,
* HHS Report ol the Inspecior General on the Social Security Admin

sirdion' s Services, 1993,
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organizations made it easy for their customers to complain, responded 1o complamis quickly and
courteously, resolved complaints on the first contact whenever possible, and automated their
systems 10 provide uniformity and a rich source of uselul information.

In 1996, S8A began developing « proposal for un Agency-wide cusiomer complant
systent, The initial research effort concluded that a best-fn-business system would mest the
following four goals:

» Make it casy for customiers to complain and for SSA 1o document complaints;

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

» Support resclution of individual customer conterns, and,

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

In November 1997, both Commissioner Apfel and the union agreed that SSA’S system

siiotld capture compliments and suggestions, in addition ko complaints, and it should document
feedback not only on service issues but also on topics ranging from policy to programs and laws.

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

The TLC pilot began on September 18, 2000, in 75 Social Sceurity offices, in
Headquarters and throughout the field. During the pilot, SSA planned 1o conduct & continunus
evaluation o determine whether and how TLC meets the goals that were sei. Using surveys,
focus groups and measutes built into the system itself, the Agency would evaluate the TLC pitot
for, among other things, cost effectiveness and employee and customer reaction.

BENCHMARK CUSTOMER SERVICE STANDARDS AGAINST
THE BEST IN BUSINESS

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

class™ service was coined to define service gqual or superior to that provided
anywhere in the comparable public or private sector. Becpuse the Agency had 10 process in
place to identify and benchmark the best in business, in February 1994, 85A began developing
and bmplementing a benchivarking process that could be ysed by all components.

E,O, 12862 states, “The standard of quality for services provided to the public shall

184




Also in 1994, representatives of nearly twe dozen
cooperative effort 1o benchmark customer calling Govern

Federal agencies met o infliate a
ment-wide. NPR spearheaded the

consortium, the first of many benchmarking conxortia siut{iias that NPR would lead. §8A, the
Burcau of Census, and the IRS were asked to lead the stully, The benchmarking tcans vistted 3
number of “best in business” private compunics, including American Express, AT&T, GE, the
Saturn Corporation, and USAA 1o learn how they manag@é and operated their 800 number call
centers. They spoke with compuny executives, recgived advice and domonstrations of wlephone
and compulter systerns hardware and in-house software, reviewed copies of parformuuce reports,

and saw {irst hand how the best call centers operate.

[n February 1995, the consortium issued its finad report, Serving the American Public:
Best Practices in Telephone Service. The information i!i’!%’ resalis from this study were used 10
secure Agency-level commitments to improve setvice 3{2{} simmplify procedures. SSA parlayed
the telephone benchmarking effort and subscguent service improvements into a real suCcess

SLOrY.

Process CHANGE AND TECHNOLG

4

)GICAL ENHANCEMENTS

SA is faced with g rapid pace in technologic
impact on both its customers” expectations 3
expectations. The technological infrastructy

pace; it will become faster, better, and cheaper. While ad

al change thut will have a profound
nd its ability to meel those

re will continue to evolve at a brisk
Ivancing technology offers SSA a

iromendous opporiunity [0 ingrease access 1o and improve the accuracy, timeliness and

convenience of it8 service to 1he pablic, it also presents ch

business processes to make effective use of new technolo
CUSIOMCHS.

Technology will not replace employees or the in-g

require or prefer more personalized service. Technology
provide the sume high level of service 10 all customers no
business wath 8SA in person, over the telephone, or throu

NATIONAL 800 NUMBER

allenges. SSA began to resteucture
ries in order to meet future needs of

erson service for those customers who
Is the tool that aliows the Agency
matter whether they chooese to conduct
h other electronic means.

} NETWORK

efore the Nutional 800 Number Network ("800 number™) was implemented in
October 1988, public service in the Social Security Administration was
traditionally defivered in person, face-to-faze in its network of ficld offices.

Increasingly, as the public began 10 use the telephone o e

fgfmducz day-to-day business with

private organizations and Goversment agencics, SSA begpa to develop methods to improve the

service to both those who chosc 1o visit an office and thos

1%3

e who chose to use the telephone.
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To improve services to both groups, the Agency gstablished 34 local anywering sites in
large metropolitan areas 1o handie general inguiry telephgne calls. This action served as an
efficient method of providing improved overall wlephong service for field offices on non-
complex issues. Over time, the name for S5A s answering sites changed to teleservice centers
{TSC}. The initisl answering sites provided local 5crviccto approximately 50 percem of the
national population and served as the infrastructure for the national 800 number implenientation,

Teleservice became 2 major vehicle for dcliwcr’ilr‘lgI service (o the public with the
introduction of SSA’s national 800 number, This loll«frci:f system allows one of the nearly 3,900
teleservice representatives in 36 teleservice centers (o ;msiwcr calls from anywhere in the country,
This was a major undertaking because each representative in every site needed to have
telephone and computer workstation that could interface with SSA’s system databuses, In
addition, seftware was developed so that a representative in any part of the nation could schedule
an appointment for a claims interview for a caller at any field office. Since SSA began the 800
number, the public has shown an increasing desire to use the telephone to conduct business with
S5A. As a result, the 800 number became the first line of contact for a large percentage of
SSA’s cuslomers.

Calier reaction to SSA’s 800 number was overwhéimingly positive and from the stast,
S8A reccived high marks for the quality of its 800 numbq‘r service and courtesy of g
representatives. However, SSA found i difficult to maintain sufficient answering resourees {0
meet the call demand. Access to the service was not up (¢ public expectations. Cusiomers
experienced busy signals and long waits on hold: howevef, when they did get through to a
representative, they were pleased with the courtesy and knowledge of the 800 number service
representatives. As a result of the NPR and the benchmarking consortivm, agencies were
directed to provide customer service as good as that provigded by the private sector, In addition,
SSA conducted satisfaction surveys with both the public and its frontline employees.

The results of both the benchmarking stidy and the cusiomer surveys provided the
impetus for implementing major change in 8§A’s puhlic ic‘rvic:‘:. S8A learned thut the pubic
wants better access to the 800 number and wants 1o have their business completed at the time of
their call. Frontline employees want the authority 1o handle more calls ta completion. The
Agency comnitted to improve customer teiephone service by lanuary 1996 through increased
staffing, simplified policies and procedures and enhancedltechnology. An aggressive plan was
put into place 1o implement the short and leng-term customer service improvements identified
through the benchmarking effort. In addition, an Agencyiwmmzmicai%ans plan was put into
effect to inform exlernal and internal customers of its miskion and performance goals.

Public dernand for telephone service steadily inerdased since 800 number
implementation. TSC staff alone was not able 1o handle tpe increasing call volumes, and us a
resull, additional resources from other Agency componenis were needed to assist with answering
800 number calls on busy days, SSA also extended the hours of operation so that the public
could reach a Hive welephone service representative from 7 a.m. through 7 p.m. on normal work
days and provided antomated telephone services to allow the public to conduct some fransactions
with SSA at anylime of the day or night.
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In September 1994, SSA announced its new custo

mer service standards based on input

from the public. Included in these standards was a pledge that calls to the 800 opmber network

would be answered within five minutes of the first try. In
of the people who called the 800 number gol a busy signg
were able to reach an operator within five minutes of thet

1995, however, more than 48 percent
1, and only 72 percent of the callers

T st try.

Clearly, SS5A was a victim of its own success. The public liked the 800 Number and used
it 10 conduct more of their business with SSA. From 1992 w0 1993, the volume of calls increased
from 36 million to 53 million. During this same penod, the pumber of representatives assigned
10 the 800 number network declined by about 460 bccaus% of redoced staffing allocations and
mandated ceilings which drastically limited the amount ol hiring that could be done. Clearly, an

innovative plan that went beyond merely hiring more TS
access. The public demand for expansion and improves
Agency Lo cxamine Hs organizational structure.

REMISSIONING

s was needed 1o improve elephone

it 10 SSATS KO0 number compalied the

S

keystroke data entry terminals to process annual wage refl

SA operated three data eperations centers {DOC) in Wilkes-Barre, Penasylvania,
Albuguergue, New Mexico and Salinas, Cai?f{}mia, These centers poerformed
primarily data entry work using optical chasucter recognition scanners and manual

orts. in May 1993, 55A replaced the

22-year old data entry equipment used in the operation centers, which allowed it 1o consolidate

all DOC workioads into the Witkes-Barre site by the end
mose than 600 people would be left without a mission be

%}f 1995, This meant that a staff of
;f{md 1995, 88A needsd to denl with

ihe changes created by automating the annual wage re;}er]ifzg Process.

$SA initiated a dialogue 1o determine the fate of the Albuquerque and Salinas DOCs that
involved examining thelr mission, assessing the staffing and other resource requirements that

would be available to support that mission, and determint

ng the performance reguirements that

must be met in the future, Input from all sources, including employees, the union, locad
comimunities and management and planning stafl ol SSA was considered,

It was apparent that the greatest Agency need was

for more capacity 1o answer telephone

calls 10 55A’s 800 number. For several vears, SSA had successfully used some 1,600 program

service center employecs as part-time 800 number represg
calling hours. However, these employees were highly ua
programs. It was not clewr whether the program service
thie DOCs, as the data operations center stafl had no progs
recruited for datu entry jobs. Afier considering the allerns
February 1994, Comnissioner Chater announced the dect

and Salinas DOCs 1o become teleservice centers by Janug)
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ned in the technical aspeets of SSA
enfer expertence could be replicated in
ammatic background and had heen
itives and weighing the costs, in

Nion 10 “remission” the Albuguerque
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The decision to restructure rather than downsize d
cmployees, it provided a unique opportunity for SSA, its
together to develop a more competitive work force. Emp
for more interesting, satisfying jobs. And thc communitie
benefit by the retention of two facilitics they had long sug

The missions, structures and basc grade levels of
vastly different. The major difference being that the qu
while the DOC was a paper-processing organization who
experience. When the decision to remission the DOCs 10|
SSA had a relatively short 22 months in which to work ot
decision.

There were very few positions in the DOC that co
that were immediately transferable were primarily positia
processes or facilitics management. Even these positions|
new organizational structure and training on some new du
however, would be moving to very different jobs that wot
dealing with the public. There was a greal deal of anxiety
employees. They were apprehensive about whether they
teleservice representative job, and effectively deal with th

Management met formally with the staff to
outline remissioning plans, provide status on progress,
and train employees on the steps they had Lo take to
move into the new organization. Management also met
informally with the union, small groups of employecs,
and with individuals (o address more specific needs and ¢
visited the site to speak directly to DOC cmployees. Whi
originally intended to benefit the employees, managemen
often provided valuable information and ideas that they c«

Management entered into formal negotiations with

implementation efforts continued during the negotiation p
not directly affect the site preparation, training and work 2
the remissioning cffort forward. All issucs were resolved
SSA to move forward in completing its implementation p
came through on May 15, 1995.

The DOC remissioning effort went smoothly beca
coordination within SSA and between management and th
excellent management decision and greatly improved and
was able to provide to customers who preferred (0 conduc
1o increasing the network’s call answering capacity, the rg
promaotional opportunitics for several hundred employeces
SSA operated five leleservice center mega-sites that empl

188

1d not just save jobs for the DOC

cmployces and the union to work

loyees at the DOCs had an opportunity

es of Albuquerque and Salinas would
yported.

he DOCs and teleservice centers were
was a public contact organization,

se staff had no direct public contact
TSCs was made in February 1994,

1t all of the details for implementing the

uld be transferred to the TSC. Those
ns dealing with administrative

had to have some orientation to the
ities. The vast majority of employees,
uld require extensive training and

y and concern among data center

had the ability to even do the

e public,

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

DOC Emplovee

nncerns. Commissioner Chater also
le these communications were
| soon learned that these interactions
ould use to case the transition.

AFGE in January 1995, The

rocess since areas of disagreement did
1ssignment activities needed to move
and a scttlement was reached allowing
ans. The first calls of the Salinas TSC

use of the excellent cooperation and

e unions. This proved to be an
increased the service that the Agency
t their business by phone. In addition
missioning of these sites provided
Because of the remissioning effort,
Dy 200-600 representatives each.




As a direct result of this effort, 800 number
accessibility significantly improved. Busy rates went
from 48 percent in 1995 (o 7 percent by 1997, afler new
process improvements were put into place. In 1997, as
part of the HIA initiatives, SSA ecstablished an access
rate goal that 95 percent of callers would get through to
the 800 number within five minutes of their first attempt
and that 90 percent of callers would get through on their |

“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

irst attempt. In FY 1999, the Agency

served 95.8 of callers within five minutes. Callers rcached SSA on their first attempt 92.9

percent of the time. That year, 90 percent of callers rated

the courtesy of thec Agency's

lclescrvice representatives as good, very good, or excellent. But becausc ol increasing

workloads and constrained resources, the Agency made a
five-minute access target, as reflected in the Agency’s FY
percent and the first attempt rate from 90 percent to 86 pg

Since the 800 number was implemented, SSA has

decision in carly FY 2000 to reduce the

" 2000 Performance Plan, from 95 to 92

rcent.

made many changes and enhancements

to improve the level of service provided through it. One of the many chalienges 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 1s Monday or the day

llowing a holiday, with the number of

calls decreasing throughout the week. The first week of the month, the week checks are i1ssued
to most beneficiaries, is the busiest, with the number of calls decreasing weckly throughout the
month. While call volumes are heavy throughout the yeal, the network was gencrally busier the
first three months of the calendar year. The public continued to follow this calling pattern,

despite attempts (o encourage them to call at other times.

|[n an cffort to reduce heavy call

volumes at the beginning of the month, in May 1997, SSA implemented payment cycling of

monthly benefits.

PAYMENT CYCL

ING

istorically, recipients of OASDI benefits a
H[fcw days of cach month. Monthly bencefits

on the third day of each month, and to all $

nd SSI payments were paid in the first
s were paid to all OASDI beneficiarics
SST 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

he discretion ol the Commissioner of

Social Security, it was SSA’s longstanding administrativg practice to make payments on these

days.

SSA’s practice of paying 45 million bencficiarics
month resulted in a large surge in the Agency’s work duri

|within the first threc days of each
ng the first week of cach month. This

. " |
surge included a large number of visitors to field offices and 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 ¢
10 3 percent during the rest of the month., SSA was conce
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ncerned payment delivery, compared
rned that, in the next 25 years, with the




prospect of about 75 million beneficiaries all receiving th
would be a serious deterioration in the Agency's Jevel of

The relcase.of all OASDI and SS1 paymenis on si
certain sectors of the cconomy. Based on meetings held ¢
business community, the Department of the Treasury, thd

cir payments on single days, there
vervice to the public,

nple days also had an adverse elffect on
vith representatives of the banking and

Fedorat Reserve Bourd, and the UL,

Postal Seevice, it was clear that the large, once-a-month QASDI and 331 payment files were

creating many problems. These agencies had to bear the
resowrces and processing capacity fo deal with SSA paym
national payment system at the begieniag of cach month,
capacity was not needed throughout the remainder of the

:

Equally significant was the growing operational

cxpense of providing sufficiem

ents, as they flowed through the
This level of resources and processing

manth,

rink that was associated with SSAY

payment pattern, Representatives from several large finshenl institutions indicated thut when

the Social Security direct deposit pavment file became a
Reserve Board, they stopped all other business and devot

file was processed quickly and accurately. Because of the inordinately |
payments involved, these institutions had to ensure that nb

thelr entire operation (o ensuring the
arge number of
thing would go wrong as the file

lééiabie for processing from the Federal

passed through the national payment System and was {icp?siied into individual customer
accounts. Any event that adversely affected the operatioral capacity of Treasury, the Federal
Reserve Board, or a large financial institution in the one (o four-day window prior 10 the third of
ihe month could resuli in the delay or non-receipt of literally millions of Social Security benefit
payrents. In turn, this potentially created a hardship for 5SA beneficiaries.

Prior 1o implementing payment cycling, SSA czzn{iluctcd ten focus group meetings at five
locations around the country 1o solicit comments and obtdin reaction from the public to cycling

paymenis throughout the month. The Agency also condub

ted a series of separate meelings with

stakeholders, including representaitves from the business !community, financial comemunity, other

Government agencies, and advocacy groups. The overwh
public and among all stakeholders who participated was t
of payment cycling.

It order Lo improve service to the public, both now
payment of DASDI benefits throughout the month, rather
payments an single days at the beginning of the month. 1
days {i.e., second, third and fourth Wednesdays) for cach
which a beneficiary is paid generally will not be changed,

elnung consensus of opinion from the
hat S5A should implement some form

v and in the future, SSA spread the

than continuing 1o make ail benefit
established several additiona! payment
month, The payment day, orcycle, on
5o that if you are paid on the second

payment day in one month, you will be paid on the sccond payment day in each succeeding
mamth as well. This approach, SSA termed “eycling of péymcnts," levels the workload peaks

associated with S5A’s past practice of paying all benefils

allevisted 1o the maximum extent possible the Monday wi

800 number and ficld offices when the payment day falis
Maonday, which occurs more than half of the time. Leveli

through cycling helps prevent operational risk and resultic

1490

on the same day. This schedule
arkload pesk expenenced by SSA's
on Friday, Saturday, Sunday or

g the Social Seeurity payment {iles
g hardship.
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SSA implemented payment cycling prospectively
whose ¢laims were filed on or after May 1, 1997, Payme

only for new OGASDI beneficiaries

nis (o current beneficiaries were not

. . H ‘e v .
cycled, as they were already in the established patiern of receiving their benefits on the third of

the month. As of August 2000, there were approkimatel

two million payments being made on

gach of the three Wednesdays and the number of payments on cach Wednesday was growing at
the rate of approxnmately 660,000 payreents annually. By 2010, S8A’s Office of the Actuary
projects there will be 11 million payments being made on each of the Wednesday payment days

{ut that 1ime there will stiil be 20 million being pad o ¢

third of the month). By 2020, when

much of the baby boom generation has retired, the numbgr of beneficiaries being paid at the
beginiing of the month and on each of the three Wednesday payment days will be approximately

caual,

i
H
H
H

The benefits o society of implementing payment tycling are potentially significant.

Cycling will benelit members of the public in that they wi
calling the 800 number, as SSA's

mcluding shorter walting times In field offices and when
workloads increase in the future. Cycling will benefll the
that they will be better able 1o utilize their resources throy
Secunty payments on a weekly basis. Cycling will also r
targe once-a-month files,

H SSA continued to pay all beneliciaries on singlg
he once-a-month payments had on the

public could have deteriorated. The adverse impact that

il have better access 10 SSA services,

business and banking communitics in
ghout the month, processing Social

cduce the risk involved in processing

days once g month, its service to the

business and financial communities would have continued, as would the growing operational risk

that goes along with processing all benefit payments at of
associated with receipt of the monthly benefif payment w
rather than concentrated in a few days, there were shorier

Shorter warting times and completing business &

¢ titne. However, since cally and visits

pre distributed throughout the moath,

waiting times for SSA customers,

sactions at the il point of contact

were two arcas where customers indicated that SSA could improve it service, Pavment cycling

y

greatly reducad the waiting times to customers calling tha 800 number at the beginning of the
manth. An wremediate claims 1sKing process allowed S858A customer 1o complete transactions at

the initial point of contact.

IMMEDIATE CLAIM TAKING

i (ICT) UNiTS

n Novemnber 1998, SSA began to pilot an “im#
Iwrvice option that enabled customers who call

to fike o chwm for retirerment or survivors bene
their call, without having to schedule an appointment or v
ficld offices. SSA had always offered immediate ¢lains ¢
custorners who visit or call a field office, when the offices
capacity to provide immediate service. With ICT, custom
do business with SSA through its national 800 number w

19}

ediate elains”
the 8G0 number
it ot the time of
i5il their local
cking service for
have the
ers who prefer to
re given the




same level of access to its services. The ICT option closed an existing service gap and increased
customer choice.

The original scope of the ICT midative was as follows: To establish a process so that by
September 2000, SSA would be able to take claims for egtirement or survivor benefits
timmediately over the phone, provided the caller bad the information necded and clected that
option, This definition underscored the fact that ICT is aservice option that cusiomess can
voluntarily clect or decline. The ICT option was not inrepded 1o eliminate alterastive methods of
Aling an RS1 claim, but to supplement them,

The ICT initiative supported SSA’s goal of delivering customer-responsive, world-cluss
service. It also supported the Agency Stmchc Plan and Gmemm&ni Performance and Results
Act performuance objectives. As outlined in the ASP, SSA determined the general preferences of
customers through extensive Customoer survey activities, Two major themes that emerged
through this process were: (1} customer satisfaction 15 higher when customers are able 10 reach
SSA by icfc?hi}m ogt thelr first try, and (2} customers want their business to be completed in one
call or visit.

The project objective was to make the ICT servicg available to all SSA customers by
September 2000, SSA decided to meet this commitment theough an incremental approach in
order to gauge public demand for the service and to deterinine the resource implications. The
incremental approach included pilots designed to gather data for use in determining the public
demand, best process, and technology required to mecet the project objective.

The overwhelming success of the ICT pilot supported SSA s decision to exiend the
service (o all its customers by the end of Sceptember 76{3{}1 During the pilot, 87.3 peroent of the
customers who had an opportunity to file an imamediate ciazm elected 1o do so. After extonsive
laborfmanagement pegotiations, 8 Memorandum of Undel standing was signed s April 2000 that
opened the way for national rollout of the ICT service.

The KT service increased customer choice and supported SSA's goal of completing
transactions ot the first point of contact. After piloting ICT successfully in selected locations,
SSA implementad a phased expuansion of the new process] On Septemiber 23, 2000, the Agency
comploted the final phase of the expansion and begun offering the ICT service natioowide.

, tn d‘zi@&f(}ﬁ ‘1011%;;: ICT;{?{I?‘. mg ) Ef Segl.}m Social tiene servicio telefonico
automated services platform has also been gratis Pam proveerle a usted con una

expanded and improved, impacting positively manera facil y conveniente de tramitar su
on customer access and satisfaction because asunto de Seguro Social,

it reduces the number of calls that have to be
handled by an agent and increases the number of calls [hai can be handled to completion, Over
the years, S5A has continuously updated and added more|services through its sutomated
platiorm. The use of automation allows 8SA to provide customer service 24 hours a day, seven
davs a week. In 1997, S8A added aulomaled services in hzg?zi} populated Spanish-speaking

7 Keeping e Prowmise, Agency Strategic Flan, 1997-2002, page %
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communities. Callers from these parts of the country can conduct business in Spanish via
agtomation,

SSA also capitalized on technological advancements to improve service (o 800 pumber
customers. la 1998, 8SA implemented “next available agent” call routing software, which
allows for more efficient routing of calis and use of siaff %'esourcas. Prior to the implementation
of this software, if no agents were available, the caller received a busy signal. Now, mstead of
receiving i busy signal, callers are routed to the next avaiéiabic agent anywhere in the country, In
addition 10 the new software, SSA also implemented o Customer Help and Information Program.
This iniliative helped the Agency achieve its payment and service accuracy goals as deseribed in
the Agency Strategic Plan, Experience has demonsiraiedithat using the computer based help
sereens inereases agent efficiency as well as response aecuracy.

SSA is commitied to being a customer-responsive agency. It continuously strives to find
ways 1o improve service 1o customers through enhanced éecknafﬁgy and automated processes.
SSA s comunitted 1o meeting customer needs and serving its customers both in the United States
and abroad,

TOTALIZATION AGREEMENTS

L L =R AN =

SA maintains interaational Social Security dgreements with several foreign

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

main purposes. First, they climinate dual S{f;ciai Security taxation, the situation that
occurs when a worker from one country works in another country and must pay Social Security
taxes 1o both countries on the same carnings. Dual Social Security tax liability is a widespread
prohlem for (LS. multinational companics and their employees because the U8, Social Security
program generally covers expatriate workers. This exirat crritorial 1.8, coverage frequently
results in dual tax lability for the eployer and worker sipce most countri¢s imposc Social
Sccurity contributions o5 anyone working in their country, The same situation exists for workers
from other countries who are working in the United Stated for their forcign employers, Under
these agreements, responsibility for Social Sceurity coveri:ge and taxes i3 assigned to one
country or the other depending on the employment circumistances. The aim of the agrecments is
to maintain the coverage of as many workers as possible under the systems of the country where
they are bkely 1o have the greaier atiachment, both while working and after retirement.

The second main purpose of the agreements is 1o help people who have worked in both
the United Sintes and one of the agreement countries, but who have not worked long enough in
one country or the ather to qualify for Social Sccurity benefits, Waorkers who have divided their
careers between the United Siates and a foreign country semetimes full to gualify for retirement,
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survivors or disahility benefits from onc or both countrics
or recently enough to meet minimum eligibility requirem
both countries can be eounted 10 meet those minimum
aboui $12 million in meonthly benefits 1o about 80,000 in
without the agreements. SSA’s agreement partners wore
who would not have otherwise gualified.

Prior to 1993, SSA had toialization agreements w

Cunada, Finland, France, Germany, Haly, The Netherlunds,

Switzeriand and the United Kingdom). In 1993, two nev

entered into force: the US —Ireland agreement on September |

agreement on November 1.

President Clinton transmilted the U.8.~Greece So
January 26, 1994, The sgreement was signed on June 22

, because they didn’t work long enough

ents. Under an agreement, gredits in

4

uirernents. The United Stutes pays
tviduals who would not have qualificd

paying simtlar amounts to individuals

th 14 countries {Austria, Belgium,
Norway, Portugal, Spuin, Sweden,
U.S. Social Secunity agreements
and the U.S~Luxembourg

cial Security agreement 1o Congress on

|

1993, by the Deputy Chief of Mission

of the U.S. Embassy in Athens, James Williams, and the Greek Minister of Health, Welfare, and
Social Security, Dimitrios Sioufas. All U.S. Social Sccumy agreements must be sent to
Congress for a review period of 60 session days before thcv can become effective. The U5~
1904, was the 17" wialization

Greece agreement, which entered into force on Septembet |
agreement for the United States.,

Although the last new agreement was
imptemented in 1994, SSA continued to be active i the
international agreement arena. From 1993 through 2000,
SSA hosted or attended 10 post-tmplementation nwetings
with its agreement partners. The purpose of these
meetings was (o assess how well arrangements made at
the inttial implementation meeting were working, to
discuss issues of mutual concern and, in general, to reach
agreement on the most efficient and practical methods for
exchanging information and processing claims from s
shared clientele. SSA also implemented supplementary
agreements, revising the previously concluded
agreements with Austria, Canada, the United Kingdom an
agreements simplify the administraton of the agreoments
under the foreign Social Security systems to U.S, citizens

d Germany. T?me supplementary
and exiend additiona! benefit rights
and residents,

sident Clinton and Tormer Chilean

In April 1998, following a State visit o Chile, Pre

President Edoardo Pret issued a joint communiqué committing both countries 10 explore the
mutual benefits of a iotalization agreemeni. This served as the impetus for the subsequent
suceessful aegotintion of un ugreement with Chile, the ﬁrfst such agreement with a South
American couniry. On &bma& 16, 2000, the U.S. Ambaﬂsador 1o Chile, John O’ Leary, and the
Chilean Acting Poreign Minister, Mariano Ferndndez, sagped the U.S.~Chile Social Security
Agreement and a related administrative arrangement for implementation of the agreement. The

following month on Masch |
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Dreputy Commnisstoner of Social Security William A. Halter and Korean Embassy Economie
Minister Hyuck Chol signed the related administrative arrangement at the same ceremony.,

President Chinton transmitted both the U.S ~Chile and U8 ~Kovea agresments to the U.S.
Congress for a 60-session-day review period on May 22, 2000, with implementation of both
expected in the first haif of 2001. The signing of these agreements was paramount in that they
marked the beginning of expansion of rotalization into South Americs and Asia, Until that time,
with the exception of the agreement with Canada, all agreements had been with European
countries,

$SA cstimated (hat, under the 17 agreements in force at the end of 2000.% some 39,000
U.S. workers assigned abroad were exenipl, afong with theie emplovers, from $700-750 million
in foreign Social Security taxes. The estimated smount of U8, Soctal Security tax from which
foreign workers and companies are exempt was \ubszamiaiiy less, about $165 million a year. In
addition, these same 17 agrecments permit nearly 80 %ﬁlperwm to receive s wtal of about $144
miflion per year in partial U.S. Social Security benefits for which they would not otherwise
qualify. With the increase in avtomation both in the United States and world-wide, S8A delivers
many of these payments through electronic funds transfers.

DiReCT DEPOSIT OF BENEFIT PAYMENTS
DOMESTIC AND INTERNATIONAL

heneficiaries who filed a “power of attorney” with financial institutions allowing

them 1o depaosit the benefictary’s check that was mailed 10 the institution, In {972,
legistation eliminating the need for the power of attorney allowed Federal agencies (o draw
checks direety o financial institutions. The same lcgislation also authorized the issuance of
comgosite chacks by Federal agencies to financial institutjons, These changes streamlbined the
benefit dishursetnent process, clearing the way for the prjsem direct deposit program.

Pr%or 1o 1972, only a rudimentary {orm of dirgct deposit existed, available only 10

In 1975, the Treasury Department and SSA introduced the direct deposit program for the
payment of benefits. For the first time, an electronic funds transfer puyment, commonly known
as direct deposit, originated by the Treasury Departiment on SSA’s behalf, could be sent to an
account at a financial institution designated by the benefigiary. The electronic credit is
transmitted through the automated clearinghouse systeas, which is a secure computer network
operated mainly by the Federal Reserve System.

Whale the development of direct deposit by the Government and the financial community
camie quickly, there were some challenges to gaining acceptance by the general public. In 1985,
Social Security divect deposit participation was about 40 gercent: by 1990, it had reached almost
50 percent. In the aaely 19905, 58A developed g two-part strategy (0 increase the growth of Hs

® A complete list of Agrecments and thelr effective dutes s attached gs Exhibit b.
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direct deposit program. The first part involved developiment of a public information campaign to
inform beneficiaries of the advantages of direct deposit. The second part involved simplifying
the enrollment process (0 make it easy for people to sign up, In developing its sirategy, SSA
asked check receivers why they chose a check over direet deposit, and the most common
response was a general preference {or a “paper check.” For 881 check receivers, the most
common reason for not using direct deposit was nof having a bank account. There were also
general concerns expressed about the difficulties of opening and maintaining a bank sccount.

In 1993, to change customer prefercnee for u chedk, S8A began to market direct deposit
andd streamlived the enrolieent process. To address the sjtuation of those wha woere unable or
unwilling to open a traditional bank account, SSA participated in the development of an
alternative 1o traditional direct deposit by creating an éic&mmc account that is low-cost and
simple 1o use. '

Beginning in 1993, the foundation of SSA's pubil information activities was the creation
of a strategic alliance with the financial community to pr Imote the use of dircet deposit by Social
Security beneficiaries. SSA produced printed pmmotionji material on direct deposit, such as
inserts, available o financial instifutions for their customars who receive Social Securily
benefits, The partnership worked well with the financial community committing #ts own
marketing rescurces in support of SSA’s efforts. As a result, all parties benefit—SSA and the
financial community and, in particular, their mutual cusiomer, the beneficiary.

Another measure SSA took was to simplify the enpollment process. When S8A s direct
deposit service began in 1976, the only way to sign up was to have the customer and his/her
financial institution complete the paper direct deposit signup form and then bring or mail the
form to SSA. While this worked well, it was an ofien sla s and cumbersome process for the
person wanting direct deposit. With the advent of SSA'S ndzzz}nai toll-free number service, 85A
representatives were trained o determine the direct depmzz information from documenis in the
customer’s possession and process the direct deposit overjthe phone. This was a glant step in
simplifying the enroliment process.

In 1996, S5 A wotally automated the direct deposit enroliment process through Hs
QuickStart program. This program allowed s customer 1 enroll for direct deposit at a
participating financial institution—with no form 1o mail (}I call 1o make 10 SSA. Not only was
this a fast and casy way for the cusiomer to sign up for ditect deposit, but it also freed SSA
cmnplovees to process other work.

On Apnl 26, 1996, President Clinton signed into 1w the Debt Collection Improvement
Act of 1996--Public Law 104-134 (EFT 99). This law required all Federal payments, ¢xeept tax
refunds, 1o be issued electronically by January 2, 1999, thhs beginning a new era in direct
deposit. The initial impact of the legislation was evident in the accelerated growth rates of direct
deposit. Prior to Social Security’s implementation of EFT 99 in August 1996, there was a net
direct deposit growth rate of between 1-2 percent per year. With the implementation of EFT 99,
however, the direct deposit growth rate increased three-fold.
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In December 1996, 63 percent of Social Security payments were being made by direat
deposit. By December 1998, the rate had risen (o 753 percent. However, because of the muny
complex issues involved in converting the entire Federal payment structure to electronic
payment, in Scptember 1998, the Department of the Treasury tssued a rule allowing some
recipients to be paid by cheek if electronic payment would create a hardship,

In January 1999, with the implemcnrtation of the BEFT 99 final regulution allowing walvers
from the electronic funds transfer mandaie, direct deposit growth had returned (o the pre-EFT 99
levels. SSA interviewers encouriged dicect deposit for all new applicants with bank accounts,
unless they alleged to have a hardship in receiving benefits electronically. However, there were
individuals, particularly in the SS81 program, who did not have a relutionsbip with a financial
institution and, therefore, were not able 1o use traditional direct deposit. To address the 1ssue of
the “unbanked,” the U.S. Treasury Department developed electronic alicrmatives to direct deposit,

Direct deposit payments provide advantages o ztill partics: SSA, the financial community
and SSA beneficiarics. Direct deposit gives beneficiaries quicker access to the funds, and, in the
unlikely event a problcm arose, it could be corrected owuch faster, Beneficiaries no longer had o
visit # financial institution to deposit their checks, Directideposit also offers cost savings (o
Federal agencies. A significant portion of the savings can be attribuied to the fact that the cost of
issuing an clectronic payment is only $0.02, compared with $0.43 for a check. Additional
sgvings come from a reduction in the workload for handling payment-related problems,
including fower claims of nonreceipt, as well as u reduction in overpaymenls caused by double
¢check negotiations. In fact, the US. Treasury reported that an individual paid by dircet deposit is
20 times less likely to have a payment-related problem compared to individuals paid by check,

There arc economic advantages of EFT for beneﬁlzanes as well, Benefits are credited 1o
gccounts at the opening of business on the scheduied pa'ymeni date. Beneficiaries can wrile
checks to pay bills or use antomated teller machine cards | io obtain money immediately withont
the inconvenience of first having to cash a check, Also, dgrect deposit avoids check cashing feex
and fees for money orders and similar charges, Many financial institutions offer free services for
customers who use direct deposit, There are also ccononw?c advantages to society, Direct
deposit avoids the costs included in Secret Service investigations and financial institution
liability associated with forged checks. Direct deposit is dlso more convenient. Beneficiaries are
not required to be home 1 receive their payment, nor do they have to be concerned about their
check being delivered during an unexpected absence from home, such as & medical emergency
that requires o hospital stay.

INTERNATIONAL DIRECT DEPOSIT

s mentioned in the previous seciien, residing in the Uniled States s not a

condition of receiving beneftts. As of August 2000, 392,000 Social Scourity

beneficiarics residing outside the United Siates receive monthly benefits, totaling
$167 million. Social Security makes payments 10 beneficiaries in 190 countries,
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SSA’s international direct deposit prograny began
way o receive a Soclal Securlty payment overseas was b

in 1987, Prior 1o that time, the only

v mail, Foreign mail delivery was a

costly and delay-prone process, SSA was the first Agency to implement cross-border payments
to its beneficiaries. As of August 2000, 209,000 Social Security beneficiuries residing outside

the Uimited States were paid by direct deposit. Internations

been cstablished in 37 cauntrics.

F,

SSA’s international direct depostl service was developed when the inereased antomation

I direct deposit arrangements have

of international banking services among industrialized countries offered an opportunity to

provide better payment services to foreign-resident benef]
New York, acting as fiscal agent for SSA, established th
divect deposit and has worked with Social Security to im
direct deposit service. Overall, the percentage of benefici
direct deposit 1o 2 US, or forcign bank increased from 26
i August 2000,

3SA has long been a propanent of EFT as the pred
The Agency has historically encouraged and promoted iy
efficiency, as well as {or the convenience and safety of i
ways to pravide more convenient services for its custome
other agenciey, {0 provide “one-stap shopping.”

ciarics, The Federal Reserve Bank of
financial agreements for international
lement and maintain the international
aries outside the U.S, being paid by

pereent iy Junuary 1993 10 54 percent

erred method of payment delivery.

use hoth frons the perspective of
beneficiaries, $SA has also sought out
rs through forming parinerships with

DATA EXCHANGE BETWEEN AGENCIES

ne of the initistives outlined in Vice Presig
develop cusiomer service across agency li
go from one agency to another. Early on,
following this principle, both in ferms of customer satista

lent Gore's NPR was for agencies to
nes so that customiers do not needlessly
BSA recognized the benefits of

ction and operstional efficiencies. SSA

has established numerows working relationships with othg

ragencies in the Federal sector. Many

of these relationships help SSA accomplish its mission and help other agencies accomplish
theirs. The character of these relationships ranges frotn nmp ¢ data exchange through program
coordination to the actual processing ol euach other’s Woric, Many of these ;mrmemths were
formed prior to the Clinton years, and include examples wcﬁ as: SSA receiving reponts of self-
emplayment income from the Inlernal Revenue Service (IRS); SSA ond the Health Care
Financing Adminsstration (HCFA) exchanging data regarding Medicaid eligihility; and 33A
taking claims for Black Lung benefits for the Department of Labor,

SSA partnered with several Federal, State and locgl agencies (o provide services more
iransparcat 1o customers and cultivaie the concept of “ong-stop shopping.” One partnership that
SSA formed was with the Immigration and Naturalizatiord Scrvice (INS). Since 1993, §SA
offices in New York had been operating and staffing an epameration unit designaied to expediic

the processing of Social Security card applications (S55)
Individuals who had just received their [-688B work auth
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directed to SSA offices 1o complete the SS5. This enabled new immigrants to receive their
Social Security numbers and begin work more quickly.

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

SSA also purtnered with IRS to help eliminate some inconveniences ol income tax filing,
One example is a pilot between IRS and the SSA office lt!1 Albany, which are co-located in a
federal building. More and more taxpayers are visiting lhe IRS during tax filing season to use
the IRS electronic filing procedure. As a prerequisite to electronic filing, IRS requires
verification of the Social Security number. To improve customer service, SSA and IRS agreed
to work together in a joint venture to make tax-filing hasdle free and eliminate multiple contacts
with SSA. The Agency benefits from the first point of cantact because IRS educates taxpayers

that do not have documentation, which reduces unnecess:
time of the year. While this procedure is limited in scop
customer service for both agencies by allowing for smoot]
cards during the busy tax-filing season. This initiative ha;
two years.

A successful alliance between SSA and Velerans |
people with disabilities who have served in our Armed Fd
money on making disability determinations and recertific
forces in order to oplimize service to common Customers.
workgroup met regularly to discuss potential initiatives th
processing time savings, and better service. Among thesg
providing one-stop service to both veterans and techniciar

In Los Angcles, SSA working with VA and the C:
improved the quality of disability applications filed by ho

tmprove customer service to this particular community be
cnginecred process significantly reduced the handling and

cutting 45 days off the 100-day average processing time.
a much shorter period of time. The three agencies workir
disability claims are processed for this vulnerable group.

SSA took particular interest in using innovative cl
partnering with agencies to enhance service delivery to th
AIDS Demonstration Projcct in the Philadelphia Region t

the largest HIV/AIDS treatment centers in the country, 8§
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ry walk-in traffic during the busiest
and nature, it does promote good
, efficient processing of replacement

S been piloted successfully for the past

Affairs (VA) streamlined service to
rces. Since both SSA and VA spend
htions, the two agencies worked to join
A joint SSA/V A cooperative

at resulted in improved processes,
was a joint SSA/VA website aimed at
1S

tlifornia State DDS has significantly
meless veterans. The partnership to
gan in 1995 and is ongoing. The re-
mail time for these applications
Veterans reccive their first payment in
g together have re-invented how

pims processing techniques and

e HIV/AIDS population. From the

b the CORE Center in Chicago, onc of
A has been diligent in pursuing




partnerships throughout the nation 10 assist these individy
trained social workers in other agencies, o take disability
representatives assisted DIIS in obtaining medical eviden
cvidence were sent 1o a spectalized unit in DDS where it
parinership of SSA, DDS, and workers 10 medical treatny
decisions and payment. In addition, expediting the proce]
closely with representatives from other agencies (o ensurg
possible assistance, such as financial help, substance abas
screening.

SSA also formed partnerships nationwide 1o reack
infants. Recognizing thai low infant birth weight is ofte
problems later in life, SSA saw an vrgent need to “reinve
for providing benefits to children who face disabilities an
worked with various hospitals nationwide to reach out to
a result of these efforts, children now receive the suppori
months and years of life.

s, Inomany instances, the Agency
claims for Social Security, S8SA

ce. The claim and expedited medical
received priority haodling. Due fothe
ot facilities, patients reeeived fasier
kaing of these claines, SSA worked

¢ that patienis were receiving all

o caunseling, and mental boalth

out (o parents of fow birth weight
associated with costly, serfous health
tt it lengihy and confusing process

d arc entitled 1o SSI. The Agency has
parcats of low birth weight infunts. As
they need during their eritical first

One early effort in partnering was a project called
reaction 1o vocal concerns in the Atlanta area relating to !

[Georgia Common Access, initiated in
he number of agencies that a poor

R . i . .
person, often with limited education, needed to contact tg access services. The solution was i
common application for public assistunce benefits. Based on this challenge, a coalition of sute

and federal agencies collaborated to improve service deli
applications, representing six programs (including SSA's
program}, to eight pages.

A pilot program began in March 1994 using u paps

ery by reducing 64 pages of
Supplemental Security Income

r application. The pilot was well

received. i fact, in June 1994, the initiative received a Hammcz‘ Award from Vice President
Gore. Afler the paper pilot, an effort was made to automdte the Georgia Common Access
application because all pariners were incorporating pez‘.sotixai computers into the daily work,
Unforunately, formidabic barriers prevented further implementation of this project, from the

impact of the August 1996 wclfare reform kegislation to

system ammong the six agencies. While this particular proj

sparked later partnership projects that did.

Ome of the most successful partnerships in this on

purtner with other agencics to access data online. As ther
by State agencies was completely voluntary. Therefore, ¢
the trust and good working relationships established betw

exampie was in the Dallas Region where SSA employees
State agency databases in four States. This enabled §5A

ck of funding to develop a commion
cct never fully got off the ground, i

of autemation was SSA’s offorts to

= are no legal mandates, participation
ach online access project depended on
cen SSA and State agencies. One

had online query access to several
mployees to obtain online birth

£

verifications. It greatly expedited processing claims for benefits and almost completely replaced
the previous labor-intensive practice of obtaining paper certifications. Other online access

projects allowed §SA employees 1o guery human services,
child support. wage, and uncmployment records maintain
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workers’ compensation, prisoner,
ed by the responsible Stute agencies.




This summarizes a few of the many partnerships that SSA formed throughout the country

: . . . ‘ i
10 improve service to the American public. SSA wilt con
to prevent conflicting goals, eliminate apy redundancy, &
better value and information 1o the public.

NOTICES

1 1997, when Viece President Gore asked 32 hi

timue o coordinate with other agencies

e find new opportunitics for giving

gh imipact agencies to make speaific

service unprovements, SSA commitied to improving the quality and clurity of the

notices §f sends 10 its customers. Specifically,
send s customers clear, concise notices and to respond i

the Agency made a commitment to
mimediately (o questions concerning any

notices received. These goals would result in better customer service because notices would be
move concise, easier (0 understand, and consequently, there would be fewer customer ingquiries

about uaclesr notices,

Producing clear notices had been a priotity for 88
cstablished notice standards for produciag clear notices.
the Office of the Inspector General and sepeatedly by cus

A for some timie. In 1985, the Agency
Fhe standards were validated both by
ommers through foous group ests.

Nevertheless, the length of some notices was a continuing concern. While the language used in o
notice may be essential and clearly writien, i lengthy notice will negatively affect

comprehension.

Under this mitiative, SSA tested notice {formats w

th custonters to find out if there is a

more concise preseniation of information that will also pasitively affect comprchension, Based
an the resulis of customer surveys, the future presentation of notice information could change.

All of the 250 million notices SSA sends annoally had be
thix project, either by improved language, faster delivery
information.

SSA estimated that approximately 50 million beng
from the notice improvement effort. Notices will be morg
Agency's ongoing cfforts to get public reaction and sugge
increased automation, the notices will also be more accur;

en or will be improved in some way by
and/or increased accuracy of

ficiaries and reeipicnts will benefit

> responsive 10 their needs due 10 the
stions for improvemients. Because of
nte.

In November 1998, SSA implemented the Oaline
“documient management” system that allows ecmployees ¢

Notice Retricval System, which s a
%} quickly and efficiently answer

guestions {rom customers about notices they receive. Bcﬁerc this, employees did not have aocess

1o notices that customers recetved. Now, employees can
computer screen electronically within a few seconds, and
about the notice. The electronic archival and retrieval of

customers more guickly when they call with questions rel
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bring up copies of the notices on their
respond immediately to questions
notices help SSA cmployees serve
aied to notiges,




As part of this initiative, SSA streamlined 115 noti
consolidating and centralizing the control over notice lan
duplicale notice systems thal existed and made notice cha
fewer resources. SSA also has ehiminated the muitipuepe
applications. As a result, the number of inquiries to the ]
overpayment and other types of notices had dropped.

SSA contipues with numerons initiatives 1o mprg
notices. One inttiative invelves nosices sent 1o I8 Spanis
the Office of the Inspector General conducted an exiensiy
telephone interview with 46 individusls at 39 agencies. 1
information concerning the appropriste reading fevel of 8
SSA notices are understandable.” Respondents indicated
English language material was appropriate for materials s
The Spanish notices from this initiative helped the largest
beneficiaries by climinating the need for them o contact

e process by siandardizing,

guage. The Agcocy climinated the
inges more quickly and efficiently, with
se form noticss used in some

eld offices und 800 number ubout

ve the content, format and clarity of s
h-speaking customers, In January 1997,
¢ lterature search und personal and

'he purposc was o provide SSA with
panish-speaking clients 10 ensure that
that S8A s readding level established for
ent 10 Spanish-speaking individuals,
non-English speaking group of

he Agency about Bnglish notices, SSA

+ F + - + + !
intends to measure the success of this initiative by using the Market Measurement Program. as

weil as additional performance measures.

RESPONSIVE SERVICE T¢

y CUSTOMERS

ccial Security is an Agency focused on Encn{:xsing customer satisfaction by
improving the level of service provided to it{.‘s customers. It has endeavored to serve
the American public and is able to respond appropriately to the needs of

mdividuals, groups and the nation a3 & whoie. Daring the
commitment by providing responsive scrvice to customer

Clinton years, SSA cxhibited this
K in various circumstances.

DIVERSE CUSTOMERS

he Uniled States is becoming increasingly rpulti—cullural, Ini the year 2000,
African-Americans comprised about 12 percent of the generat population;

Hispanics, approximalely 11 percent; and A

Within the next half~century, these percentages will grow
African-Americans will comprise 13 percent of the popul
and Asian Americans, morc than [0 percent. Much of thi

result from immigration. The Census Bureau estimates tF
miilion by 2030, At that point, more than onc-third of the

® (1G"s report on Reading Level for Spanish-Spesking Clicnts Recei

sian Americans, ahout 4 percer&t‘w

L in some ways guite dramaticaliy,
ation; Hispanics, mare than 20 percent;
S Increasc in manorily populations will
at the U.S. population wiil reach 383
population. or 139 mitlion people, will

Hine Social Secariiy Adminisieation Spanish

Language Notieos, A-06-96-62200, January 30, 1997
¥41.8. Census Burcan, Population Estimates, 2000,

02
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be post-1970 immigrants and their descendants.!” The v4
from Latin America and Asian nations. This population §
and particularly for SSA communicators,

In September 1998, the Advisory Board on the Pr:
its work and presented a report containing its final recom
President’s Initiative for One America is devoted to helpi
in our society.

Although the President’s Initiative for One Ameri

st majority of these immigrants will be

zrowth raised several issucs for SSA,

csident’s Initiative on Race concluded
mendations to President Clinton. The
ng bridge the racial and cthnic divides

ca was not instituted until 1998, the

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

that precedes 1998. SSA’'s customers are a diverse group
importance of its workforce being a reflection of the peop

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

in the plan. One of the objectives listed in the strategic pl
was “to create a workforee to serve SSA’s diverse custon|
in the 21% cemury.”lz To accomplish this, SSA developee
both a short-term and a long-term recruitment strategy to
employees from historically underrepresented groups. A
further discussion of SSA’s recruitment efforts is found i
chapter on Workforce Invesiments.

In March 2000, SSA hosted an American Indian a
Alaska Native Service Delivery Conference in Denver,

Colorado to explore how o better serve the American Indian

and Alaska Native communitics. The conference served
catalyst shifting attention and focus to this group, and

representatives from over 120 tribes attended. Conferenco
programs and activitics focuscd on ways to improve outrg
and service delivery to American Indians and Alaska Natj
the Agency’s workforce.

As a result of the service delivery conference, the

[

ent
Agency. The importance of workforce planning was reflected

and the Agency realizes the
le it serves.

ned

il
hire
1 the

nd

54

ach
ves and increase their representation in

IAgcncy established an American

Indian and Alaska Native Executive Steering Commitice to develop and implement projects that
would achieve the goals of increasing the workforce reprgsentation of American Indians and

Alaska Natives and improving services to their communit

exciling initiatives and projects are already in various stag

"' U.S. Census Bureau, National Population Projections, 2000.
‘2 Agency Strategic Plan, Keeping the Promise, 1997-2002, page 28.
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ies. Under the Commiltee’s leadership,
es of development:




SSA was also developing activities Lo ensure com
Exccutive Order 13125, signed by President Clinton on J

SSA cstablished a Cooperative Education Pro
and Universities. Through this program, SSA
service delivery positions.

S5 A entered into an inter-agency agreement

pram for students of Tribal Colleges

will hire 25-50 students cach year for

ith the Indian Health Service to

conduct an Outreach Demonstration Project on reservations. Through this

partnership, the Agency will work with the Na

tional Indian Council on Aging, a

highly respected group that represents _Amcriclan Indian and Alaska Native elders, to

inform and educate tribal pcople, on their rese;
programs and benefits.

SSA established a formal relationship with the
Since part of their mission is to educate Indian
programs, we cxpect our partnership to be frui
the Council’s cxtensive database of the public
of American Indians and Alaska Natives.

SA employees increased their level of activig
mectings and offered in-service training about
procedures. SSA is also exploring technology
to the remote locations of many tribes. The A
customers.

rvations, about Social Security

National Indian Council on Aging.
people about the availability of federal
tful. The Agency will be able to access
information needs and demographics

y with tribes. They attended tribal

social sccurtty programs and
solutions to enhance service delivery
pency is committed to serving all of its

pliance with the provisions ol

ne 7, 1999. The E.O. was designed to

improve the cuality of life for Asian Amcricans and Pacific Islanders. SSA cstablished a plan to
meet the objectives of the E.O., and to improve service to|its non-English speaking customers.

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

|

“SSA’s Capability to Accommodate
the Needs of the NES Public.” This
report concluded that a large gap exists
between the public's need for bilingual
services and SSA's capability to meet that need with its o

n May 1992, the Deputy
Commissioner for Human
Resources issued a report on

largest language groups requiring field office service as 8
and Korean.

In July 1993, the Deputy Commissioner for Opera
“Improving Service to the NES Public. This report cited t
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wn resources. It identified the five

panish, Victnamese, Russian, Chinese

tions issued an advisory report,
he growing concern and interest of




advocacy groups and the Congress in improving uccess &
that S5 A had already taken many sieps (0 Improve servic
NES population growth, more needed to be done, This 1¢
on lmproviog service delivery and on providing relief to 4
NES service delivery,

In 1995, Commissioner Shirley Chater asked for 4
service to the limited English proficient (LEP). S5A adoj

e the NES public,” It acknowledged

e and stated that given the predicted
port's recommendations focused both
sifices and employees involved in direct

n Agency-wide position on providing
pted the vision staternent and guiding

principles that "S5A°s policy is to ensure that i;rz::iir..fiimale;J

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 servi

+e to all the Agency’s customers. The

policy principles, signed by Commissioner Chater on September 20, 1995, did not establish a

different siandard, por a special set of mandates for the A
detriment of the Agency’s responsibilities toward the gen

gency 1o serve LEP costomers te the
| 3
pral population, Rather, these

principies articulated SSA’s policies toward the LEP population within the overult custonmer
service standards the Agency established for providing wirld-clugs service to s customers.

SSA’s policy is to ensure that individuals have ;u:lcss to SSA's services regardiess of

their ability to coramunicate in English, The Agency reed
alike -~they are from diverse cultural backgrounds and mg

customers generally need help in commumnicating with S8
islerviews and assistance in transhaling documents).

In FY 1599, approximately 8 percent or 1,623,000

mterviews conducied in a language other than English. R

constraints on staffing and funding, SSA s commitied (o

resourecs 10 cevelop betier ways of secving all 18 customy

o

proactive in providing for the special communication o

gnizes that not all of its customers are
ny do not speak Enghish. NES/ALEP
A {e.g., interpreter services for

customers preferred to have their
ccognizing that there will be contimued
‘working smarter” with available

ek, His i SSATs best interest 1o he

s of its NES customers. S8SA henelis

from more efficiently providiag services at the initial point of contact, thereby minimizing

follow-up comtacts, and by obtaining accurate and compl

ie information that (ﬁi‘ii’ldi‘i(ﬁ{:’\ the

integrity of its programs, NES customers benefit from having full access 1o SSA’s programs.

S5A determined that the most effective method of
customers 18 through bilingual field office and teleservice

maijor consideration for every hiring decision in FOs and

on achieving the right mix of employee langoage skills io
1596, 32 percent of newly hired field office and teleservig

3(:%’{21’%2}3"!}2?16 percent of the bilingual hires speak Spanish
gmployees giving the Agency the ability to communicate
including French, Polish, German, Cantonese, Greek, Itali
Arabic, Portuguese, and Native American languages.

I the past, SSA sometimes placed the responsibil
imerpreter. This reliance on ouiside interprelers resulted

were not thesiselves skilled in English, were minors, or it
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providing quality service 1o its NES

cmployees. Hiring bilingual staff is a

I'SCs. Hiring initiatives have focused

serve its NES/LEP customers, Since

e emiployees have been bilingual,
Further, SSA has hired bilingoal

In over 90 additional languages

un Korean, Tagalog. Vietnamese,

ty upon the LEP clienl 1o bring in an
n clients’ use of family members who
use of middlemen that someiimes
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affected the integrity of SSA’s programs. In 1997, 88A revised its policy on providing service 1o

its LEP customers by placing the burden {or providing i

Social Security’s policy strikes a balance between

erpreter services on the Agency.

accommadating the customer’s wishes

and the Agency's need to promote program integrity. The Agency recognizes the value of
reliable, qualified interpreters io facilitate ils processes. [t allows for the use of 4 qualified

interpreter of the customer’s own choosing. However, §
dealing with complex or sensitive matters unless it is ¢le
of a qualified interpreter. 1{ the NES customer does not B
staff is not avatlable, Social Security will provide one. T
claimant and Agency’s interests are well served. The Ay
quahified interpreter facilitate i1s processes and deter fraug
funding for the use of qualified interpreters in the followi

1996
1997
1998
1999

150,600
$190,945
5211,396
$333.238

Non-English speaking customers will have access
and other forms of electronic media, S8A's effonts to fos
clients, including its non-English speaking clients, helps t
confidence with SSA.

i‘

ave a qualified mteeproter and bilinguad
he Agency ) wlent s 1o ensure that the
ey recognizes thut the services of o

1. Since 1995, 88A has provided

g amounts;

A will not use miinors as interproters in
that they also meet the requirements

10 SSA s services by phone, fax, mail,
or communications with all of s
o increase their satisfaction and level of

DOMESTIC VIOLENCE

D

those in hiding. A determined abuser, using private detec

whercabouts of anvone who doesn't take precautions. Th

escape domestic violence may nced to change virtually hi
job, and Socid Security number.

Prior 10 November 1998, before 4 would assign a

victims of domesiic viclence to provide proof that their ab
Feedback from 38A field personnel and advocates workin
such proof was often difficuly, if not impossible. For thos;
those individuals who were determined (0 be “severely ab

could be assigned new numbers,

omestic violence plagucs the Tives of millig
affects people from all walks of hife. Somy
SSA for help by asking for a new Social S
escaping their abuser because donestic abusers sometime;

has of Americans, I is 2 ¢rime that

E viciims of domestic violence turn to
ecurtty number (SSN) as a way of

5 misuse their victim's S8Ns to locate
ives or the Internet, can find the

s means that an individual seeking to
s of her entire identity: name, home,

tew SSN, Social Security required
users had misused their numbers.

g with victimns indicated that providing
c who could not provide proof, only
psed™ or in danger of losing thelr lives
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In partnership with the Department of Justice and
role in the fight against domestic violence, The Agency

victim advocates, SSA reexamined its

resolved 1o find new ways of

empowering viclims through the policies and resources under its junisdiction,

On November 4, 1998, Commissioncr Kenneth Apfel joined Vice President Al Gore in

announcing major procedural changes to make it casier fi
secure new SSNK,
on g written affirmation of the domestic abuse, :;uppm‘ten:lt
such as police, medical professionals, or locully-recogriz
requirement 1o provide proof that the abuser had misused

Social Security also helps victins by assisting thel
to receive 4 new SSN, including securing the necessary a
closely with local shelters that provide services to victims
often provide the supporting documentation nceded. Th
courts, treating physicians and psychologists, medical fac
churches, and other commuaity support organizations 10

To ensure that requests for new SSNs are process
consistent manner, all such requests are processed in one
During the {irst 12 mounths of processing SSN requesis u

369 sew S8Nx. This was more than 3.5 times the number

Requests approved for new SSNs for harassment/abuse vi
eight requests per month under the prior policy to more th

Social Security has also taken other steps 10 impro
mcludes information about obtaining new SSNs and ity fi
important referral mformation and advice on further steps

As SSA continucs to monitor its experience in the
explore ways of increasing public knowledge about how &

r victims of domestic violence to

Under those changes, SSA now assigns new Social Security numbers based

by third-party evidence from sources
bd battered victims” shelers. The prior
the SSN was elimnnated.

i i obtaining the information needed
fidavit of abuse. SSA employees work

s of domestic violence, and that can

Agency also works with police, the
ilities, local batiored victims' shelters,
blain the supporting documentation.

entral location at headquarters.
der the change in policy, 8SA assigned

§}(§ expeditiously and in a uniform,

assigned before the policy change.
ctims inereased from approximately
an 30 per month under the new policy.

ve service Lo these victims, [ts websile

cld office employees also provide

victims can take (o protect themseives,

area of domestic violence, i will
3 new SSN cun help break the eyele of

violence. The Agency's message must continue to reflect the reality that a new Social Security

number alone cannot offer complete protection to vicinns

Recognizing that S8A has a criticul

rake in the baitle against domestic violence, the Agency has continued to work with community

partners in ongoing discussions in this critical area.

TRAGEDIES AND NATURAL DISASTERS

ocial Security reaches out 10 support victim

of tragedies und natural disasters. On

August 24, 1992, just prior to President Clinton's election, Hurricane Andrew

struck South Florida, where 367,000 people
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coliect Social Sccurity and SSI




benefits, In response (o concerns from bencficiaries and

recipients, Agency workers Look

necessary steps (o ensure that sentor citizens would know
devastation.

Local offices used television, radio and loudspealy

how 10 get their checks despite the

cr trucks touring the area with

messages in Boglish, Spanish, and Creole. The Agency dlso hired an airplane to tow a banner

with SSA's toli-free 300 telephone number over the hard
instrumental in calming the fears of many of its beneficia

Social Security uses special procedures to assist v
This involves sending an Agency representative 1o the sit

with rehiefl agencies to helpy identifly victims, using a passe

Hsting the identified victin as evidence of death, and ¢st
compule the highest possible benefit,

O April 19, 1995, 0l 9:02 am. CST, our nation ¢
the terronist bomb altack on the Alfred P Murrah Federal
Sixtcen SSA employess were umong the 168 people who
the nation joined topether {o provide support for families
for the American public as 2 whole.

hit Homestead area. SSA was
res,

ictin of disaster in filing for benefis.

s of the disaster to take clatms, working
nger manifest or newspaper account
pmating the most recent camings (©

perienced an unprecedented tragedy in
Office Building in Oklahoma City.

lost their lives, SSA employces across
who lost loved ones, as well as support

World-clags serviee went world-wide following !I1e tragedy of TWA Flight 800, when it
explotded in the sky off Long Island on July 17, 1996, killing all 230 people aboard. At 11:30
a.m. the following day, a message came from Italy acrossithe Internet to Soctal Security

headquarters in Baltimore. It said simply, “1 lost my wifs
of the working crew. What do 1 need te do to settle the n
me al} useful information.” The receiving office recogni:

ity the TWA flight 804 She was part
atter with Social Security? Please give
d the urgency of the mexsage and ook

it 1o the office responsible for handling International claims. By 4 pun., using the Internet, Social
Security seni the names, sddresses and phone numbers {}fl;}ez‘saﬁx to contact at the ULS, Embassy

in Rome or the American Consulate General in Naples, B
widower might call. One week later, the widower caught
applied for the 3235 lump sum death benefit. He returned
benefits for the couple’s two children.

On May 5, 1999, the first 430 resettled refugees
from Kosovo landed at McCuaire Alr Foree base in New
Jersey. SSA joined forces with other federal agencies to
assisi the refugees. Employees took Social Security
number applications and assessed thern for potential §51
benefiis. The first and youngest refugee to get a Social
Security number was baby Amerikan Karaliju, born just
days after his parents arrived in the U8,

As Hlusirated shove, SSA has g history of
providing world-class service in o time of tragedy, crisis,

oth offices were alened that the
a frain 10 the Consulale in Naples and
fater ta file claims for survivor's




or turmoil. Onc of the greatest challenges to its service reputation occurred in 1995 when there
was a nationwide shutdown of Federal Government agengies,

GOVERNMENT SHUTDOWN

“1 wm personally not rest until all 66,000

55A empr‘oyees are back where they

n the fall of 1995 as budget talks
between President Clinton and

members of Congress intensified, both deserve and wish to be - at their
Federal agencies were instructed to prepare for | duty stations doing what they have
a possible lapsc in appropriations and a afwaj%s done in an exemplary manner —
Government-wide shutdown. Between serving the American public with both

November 1995 and January 1996, the Federal efficiency and compassion.”

Government shut down not once, but twice, o )
and employees were furloughed for an Commissioner Shirley S. Chater

extended period of time. This had a severe November 17, 1995

impact on many Government agencies,
particularly thosc in direct service to the American public

When the possibility of a lapsc in appropriations fjrst surfaced in 1995, SSA began finc-
tuning its contingency plan to ensure the continuity of opérations in the event of an employee
furlough and Government-wide shutdown. When the possibility of a furlough materialized, SSA
made a conscious effort to keep all employees fully 1nformed of the status of funding discussions
and potential outcomes if agreement could not be reached. On September 14, 1995,
Commissioner Chater sent a letter to the Office of Managpment and Budget (OMB) providing
the staffing decisions to be implemented in its contingency plan. The plan provided for
sufficient statf presence to ensure the continued issvance pf Social Security and SSI payments 1o
those already entitled to receive them. This included the tetention of approximately threc
employees per SSA’s 1,300 held offices and an additional 160 employees in other direct service
positions. A tolal of 4,780 employecs would be needed and 61,415 employees would be placed
in furlough status.

Under this plan, the national 800 number would cgase operation and callers would hear a
recorded message advising them of the situation. Applications for Social Security numbers
would not be processed, nor would applications for Social Sccurity benefits. SSA would not
process postentitlement actions, except for critical matterd that affected 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 reassessment to take place when the funding
lapse began to ensure the provision of basic services to bepeficiaries and recipients.

On November 14, 1995, SSA was advised (o begin a shutdown of operations beginning at
10 a.m. The Agency’s contingency plan was implemented. Employees were instructed to pay
close attention to the media to determine when the impasse 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 to ensure the ¢o

tinuance of benefis (o currently

envolled Social Security, $S1 and Black Lung beneﬁciari’ls, Because appropriations were

available 10 fund the program costs of paying benefis, th
for the costs necessary (o adnvinister those benefits. Othe
permitied under applicable statutes (including the Ant-D
appropriations related to urcas of health and safety, ovors
resources and financial functions related to the furlough.

s implied authority to incur obligations
r functions considered cssential and
sfictency Act) during & %zzps;c in

ght and coordination of all human

SSA’s contingency plan was altered shortly after

he shutdown began when the

Commissioner approved the recall of an additional 130 Office of Hearings and Appeals

employees 1o handle tine-seasitive mail in the hearing o

zws Without the assistance of these

employees, this claims-related mail would have been returned to (he sender, further delaying

claims processing.

While there was o view by some that Government) wasn 't Important, and that Americans
harely noticed the impact that Government has in their livey, it became clear immediately that
this was not the case. The American people who could not visit the national parks or museums,
who could not update their passports, and who could not ¢onduct business with Sociat Security

are just a few examples of Americans who certainly felt tPc impact of the Government shutdown.
Social Security serves nullions of customers each year, and cach day of the shutdown meant that

thousands of Americans coudd not visit its offices to conduct their busingss,

Social Security and its customers immediately felt
very first day, the Agency received telephone calls (rom ¢
card to work or who needed to change the address where
folowing month, It was evident (o Agency executives ol

the impact of the shutdown, From the
ustoniers needing a Social Security
heir check should be mailed for the

er 1 couple of days that the shutdown

was not acceptable, and that i was affccting some of its most vulnerable people, namely its
elderly, disabded, and low-income recipients. It became very clear that i was nporwnt that $8A
reopen its offices o conduct business, even duriag the Shéidi)%’ﬁ There was wemendous
concern internally, as well as within the White House that SSA not providing service would
cause harm o too nmany Americans.

Considering the mz;w:i of this brief shutdown, it wus obvious that an appropriations lapse
of one 0 two weeks or longer would cripple S5As Qng{;zmp ab;lﬁy te properly administer the
programs for which it is responsible and could serionsly impalr its capacity to provide acceptable
public service. Both the ability to distribute accurate payinents 1o beneficiarics and to process
pending claims and appeals would be severely impacted andd the mission of the organization
seriously compromised, To guard against such an occurrgnee, SSA’S contingency plan provided
for a rapge of appropriate adjusiments that could be madelin the event of 4 prolonged shutdown.

In a letter dated November 16, 1995, Commmuonc: Chater advised OMB thut the
Ageney would have to implement Phase 1T of its commgcncy staffing plan on Monday,
November 20, 1995, should the furlough continue. Presnicnt Clinton held a press conference
that afternoon and announced (o the public that this shutdown was unaceeptable, that Anernicans
needed 0 be able 10 conduct business, and that SSA was fecalling approximately 49,715 more

 See letier to Alice Riviin, Diegetor OMB front Shirley Chater, Compmissionee 8SA, dated Novensber 16, 1995,
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employees in direct sgrvice positions back o work. This
effectively administer its programs, including processing
This put field offices, the 1oll-frec 800 number service an
Although SSA would take and process new applications

appeals, 1t would not process applications for SSNs, perft
estimates of conduct annual wage reporting activities, A

There was a greal deal of discussion and some dis
employees should return to work, and that if SSA was go

involved recalling sufficient stafi to
new claims for Social Sceurity beaefits.
d State DS facHities back in busingss,
far benefits and resume. processing

mrn personal earpings and benefits

total of 54,495 sl would be retained.

sention internally over which
i 1o recall 54,000 employees, why not

recall alt 66,000. The concern was that by recalling all bt 12,000 employees, what messuge

were you sending to them? SSA is an employer that &fzziuies its employees and belicves that every
employee is essential, It requires each employee 1o perfopns his or her individual job to make the
organization work together as a whole, The Commissioner assured employees that they were all

essential to the important mission of SSA, However, under the law governing a lapse in funding,

the majority of emmplayees not in direct service positions
Commissioner Chater expressed her strong commitment |
66,000 emplovees back on the job.

The four-day furlough scverely impacted SS8A's 2

the American people expect. The following activities are b

curtailed or denied during the November shutdown:

»  Ahout 112,000 claims for retirement and disal
2R.000 perxéay};

»  About 212,000 applications for Social Securiy
per day);

+  About 800,000 callers were denied service on
day); and,

e About 5,000 previously scheduled hearings wi

another 7,000 hearings that had already wken

ould have 1o be furloughed.
o continue working hard to get all

hility 10 provide the qualily service that
xamgples of basic services that were

Hlity benefits were not taken {about

y numbers were not taken (ebout 533,000

SSA's 800 nurnber (about 200,000 per

e canceled and decisions reluted 1o
hlace wore aot writien.

The sccond shutdown was the longest in history witd presented new challenges to Agency

management. When the threat of a second shutdown suri]
funds and benefit programs could not tolerate another inte

wed, S8A determined that the trost
rruption of claims-laking activities,

Based on the experience during the November lapse in appropristions and the loss of four full
days of praduction time, any funther interruption in service would have a devastating long-term
bmpact on SSA s ability to process Social Security, 881 and Bluack Lung claims, The Agency
was still attempting to recover from the effects of the November furlough. Therefore, employees

in direct service positions would romain operational, whil
furloughed. When the partial shutdown began December

employees, most of whom processed claims and/or provic
report for work. A total of approximately 11,000 staff em

= staff support employees would be
6, 1993, abowt 35,000 Ageoey

ed direot public service, werne told to
ployees remained furloughed,




On January 8, 1996, Commissioner Chater informed OMB that SSA’s contingency plan
was amended to include the processing of annual wage reports (AWR), S8A would be receiving
nearly 235 mitlion carnings reports for calendar year 1995 from employers and seif-employed
individuals, If processing was not accomplished timely, the accuracy and reliability of 384
claims processing would be seriously compromised and 3 permanent distuption of S8SA”s ability
to admunister the trust funds would occur. Timely pes{irtg of wage informalion was essential to

enable 8SA 10 recompute the benefit paymems of three r{n Hion working Social Security
beneficiaries, as well as 1o compute the national average wagc index for 1997, If AWR

processing did not begin immediately, SSA would not be
wage base by the statutorily required date, resulting in a

able 1o acourately compute the 1997

permaneni loss of receipis for the trust

funds, as well as untiniely or inaccurate benefit adjustments for 1997, 884 recalled
approximately 950 emiplovees, and following past pructice, hired 230 seasonal employees 1o
process this workload, A total of 9,233 employees remained fudoughed.

On January 6, 1996, all Government employees returned 10 work, The Government

operated under a continuing resolution, pending passage %}

f a budget for FY 1996, On Februury

20, 1996, Commissioner Chater provided a statement to the Commitiee on Appropriations on the
adverse effects of the budget turmoil. She indicated that SSA managed 1o operate under the

funding Iimitations imposed by the continuing resolution

but did so at a significant cost. If

funding continued to be limited (o the rate specified in the continuing resolution, the impact oo

&SA woulkd be devastating to employees and the public tf

On April 26, 1996, President Clinton signed legis

at it serves.

ation providing appropriations for the

remainder of FY 1996 for agencies and departments not I}:aving regular appropristions bills
enacled, The Commissioner advised employees of this agtion and thanked them for their

paticace during the FY 1996 budget crisis,

The shutdown had a devastating effect on the Age

ncy and, i particular, the 11,000

gmployees who were deemed non-essential. During the shutdown, the work piled up in the

offices, and when employees returned to work, they telt o

ressure 1o reduce the backlogs, The

furtough was followed hy a4 mgjor snowstorm in January 1996, which closed many Federal

offices in the Baltimore-Waushington arca for three days.
which took several months for the Agency to reduce,

This was an unprecedented journey for both SSA
was @ ime ol anxicly und stress, there wax some comfort
hasie services to the public and to provide employees wil
budget process unfolded. The professional demeanor pre
extremely difficult period in our history reveals their inne

(This resulted in cven further backt ngs,

managors and employees, Although it
in the fact that SSA was able 1o provide
h up-to-date information as the long
sented by all cmployees throughout this
¢ strength, sincere dedication to the

public they serve, and commitment 10 moving the Agency forward.

pa







YEAR 2000 TRANSITION (Y2K)

n most instances, when a computer
Icra&hcs or expericnces problems, it means

trouble to a user or organization.
However, in 1989 when 8SA experienced an internal
problem in the debi collection system, it was the best
thing that could bave happened to the Agency.
Why? Because the sysicm that crashed tracked
repayments of people who owed the Agency money,
and when an employee tricd (o preject 3 repayment
date of 2000, the system came 10 an abrupt halt
because H could not handle the 2000 dute. At this

"As Commissioner of Social
Security, | can assure all Americans
Ithat when the new millennium
arrives on January 1, 2000, Social
Security benefits will continue to be

'_paid on time and in the right amount
{

oo

i

H

%ommissianer Kenneth Apfel

il

point, SSA's Deputy Commissioner for Systems,

Dcan Mesterharm, realized that the year 2000 was not that fur off. This problem woudd affect

the Agency’s other sysiems, and therefore SSA needed 0
more than 48 million payments to beneficiaries would no
insight, SSA was at the forefront of the Y2K issue and s¢
agencies. The General Accounting Office recognized the
addressing ¥ 2K readiness.”

begin 1o take steps 10 ensure that the
be in jeapardy. Because of this

rved as a model for other government
Agency as a federal leader in

In the fall of 1995, the Office of Management and
critical nature of the problem and that Social Security had
asked S8A to he the chumpion for Year 2000 and increase
this role, the Agency organired an informal commitiee th
Committee, Assistant Deputy Commissioner for Systems
the Chicef Information Officers (CIO) Council Sub-Comm
the Committec was to raise awareness of the Year 2000, ¢

affected many or all Federal departments and agencies, an

The Cormitteg began mecting in Noverber 1995

attending. The number of participants grew sicadily with
departments and agencies became aware of the Commitie
Congressman Stephen Hom, Chairman of the Subcommi
Information and Technology, began (o hold hearings on
Year 2000 Interagency Commiifice grew rapidly as a resu

Budget {OMB), recognizing the

taken positive steps to address i,

s awitreness of the Year 2000 issue. In
it was called the Year 2000 Interagency
, Kathleen Adams. was asked to chair
ittee on the Year 2000, The purpose of
ddress cross-cutting issues that

1d share best practicgs.,

with only a few representatives
cach regular meeting as more and more
b's purpose. In the spring of 1996,

¢ YK issue, and participalion in the
1.

?cc an Government Manugement,

In August 1996, the laformation Technology Management Reform Act, which was
enacted as pait of Public Luw 104-106, became effective bind mandated 2 C10 Council to roview
and provide guidance on information technology issues across the Federal Government, At the

CIO Council’s first meeting in August 1996 it decided the
most pressing information techaology issues facing the gd

M ookt Security Administradon: Update on Yoear 2000 and Other K

2\ the Year 2000 iszue was ong of the
wvernmen!, I Novemnber 1996, the

by fnloenuton Techoddogy Initintives, OAQH T

AMD-99. 258 July 20, 1595,
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Council made the Year 2000 Interagency Commitiee an ¢
and the name became the CIO Council Subcommillee on

As SSA had already done a lot of the analysis, the
the subcommittee members outlining the results of its ang
solve the Y2K problem. Ultimately every CIO and every
own software, so these efforts greatly assisted other agen
had already been completed.

When the Y2K problem first surfaced, no one had
be Ycar 2000 compliant. The subcommittee addressed th
In January 1997, it was published as an intcrim rule in the
became final in July of that same year. Under these regu
standard warranty language, which meant that the industry
definitions from every federal agency.

In March 1998, intcnsity grew on the Hill as Con
hearings on YZK issues and issuing report cards showin

.

hfficial subcommitlee of the Council,
Year 2000.

t Agency preparced a paper to share with
alysis, and recommendations for how 10
agency head was responsible for its
cies because much of the groundwork

a clear definition of what it meant to
1s issuc and came up with a definition.
> Federal Acquisition Regulation and
ations, government agencies had a

y was not dealing with different

rressman Horn continued holding
where each agency stood. There was

an immense amount of pressure on all agencics, particul
the start, Social Security was one of the few Federal age

Llf‘

ncies

ly those that did not fair well. From
1e$ o receive a grade of “A.”

[n the months lcading up to Year 2000, one of thejprimary goals of SSA was to ensure
that January 2000 Social Sccurity benefit payments were issued and delivered timely. The
Agency tested its personal computers, network servers, peripheral devices and software for Y2K
compliance and took appropriate action to remedy any idéntified compliance problems. SSA’s
systems were tested and certified as Y2K compliant and validated by a panel of independent

experts.

Although SSA was confident that its systems were fully Y2K compliant, it took measures
1o ensure that payments to beneficiaries would not be intdrrupted in the cvent of unforeseen
circumstances. A contingency plan was designed to analyze and review the Agency's payment
processes in the period affected by the Y2K rollover date, identify any payment-refated problems
that might occur and apply contingency strategies to act gn them. To accomplish its Y2K
transition goal, SSA partnered with the Department of TrI asury and the U.S. Postal Service to
ensure timely check processing and delivery. With contingency plans in place, SSA did not

experience any paymeni-related problems during or after

Treasury and the Postal Service, in cooperation with the H
implemented an innovative and effective plan. It resulted

checks so that they were issued and delivered timely and
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the Y2K date change. Together, SSA,
rederal Reserve Bank, designed and

in staging and processing of benefit
without incident.




The Y2K problem evolved {rom a technology
problem to a business problem to a public relations
problem. SSA’s systems were Y2K compliant by the end
of 1998. Its systems had been tested and certiflied. From
that point, the focus was getting informatton out 1o the
public that S5A’s systems were ready and that there was
no nced for public hysteria. The Agency reassured the
nation and the public by keeping them informed on its
progress.

In an interview with Government Computer Newy

“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 1997, Kathleen Adams was asked if

SSA was ready for Y2K. She responded, “We have no cpoicc but to make it, and we will make
it. We cannot manually issue 50 million payments.” And SSA did make it. On January 3, 2000,

Commissioner Apfel announced that Social Securily cheg
There was neo interruption in benefit payments or service
challenge behind it, SSA geared its focus toward other teq
its customers in the new millennium.

ELECTRONIC SERVICE

~

ks were “signed, sealed and delivered!”

lo the American public. With the Y2K

hnology challenges including scrving

DELIVERY

uickly changing demographics, which causq
Qdcmand for services, created the need for S¢

automated methods of handling workloads.
growth of the Internet made it possible for this medium 1g
business with SSA. Public information from the Social §
information superhighway. Electronic service delivery is
cornerstone of SSA’s vision for 2010."

INTERNET SERVI

]
b

d substantial increascs in the public’s

pcial Security to develop new and

At the same time, the rapid technology

} become a new channel for transacting
ecurity Administration is part of the

a key Agency initiative and is the

CES

ocial Sccurity has been a participant on the
S data to educalional facilities and other resea

faced the Agency as it considered how 1o dg;
capable of completing the public's business. First, the ag
projected large increases in disability and retirement clain
aged. Also, as the personal computer use grew in the nati
that SSA develop the Internct as an alternate channel for ¢

¥ Social Security 2010 Vision, SSA Pub. No. 01-017, August, 2000,
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nternet since 1989, providing statistical
rchers. Several issues and challenges
velop Internet applications that were
ng of the baby boom population

ns, as this segment of the population
on, the public expected and demanded
ronducting busincss.




Other catalysts in Internet service delivery were the Government Paperwork Elimination
Act of 1995, which required SSA to provide electronic oplions to conducting business by
October 2000 and the Information Technology Manugen'{ent Actof 1996, These acis directed
the Agency 1o significantly improve the management of its information systems, refocus
mformation iechnology management to directly support thission strategies, establish clear
accountability for information management, build a greater interagency support structure, and
cooperate in the use of information techaology governmant-wide.

On May 17, 1994, 8SA announced Social Sccurity Online to the public at
htip:/iwww.ssagov, Since its inception, Social Sccurity Unline has cstablished itself as one of
the premier government online services. It has been recognized by such publications as The
Washington Post, which called Social Security Ontine “the ultimate website,” PC/Computing
Magazing, which recognized SSA's website as onc of "1} Best Net Bets,” nod the Governnent
Exceutive Magazine website, which named Social Security Online s one of the “Best Feds on
the web,” Team Internet was also presented with a Hammer Award for its efforts,

Since going live, more than 26.1 million people have visited the site, Public use of the
services has dramatically grown since 1994, The following chart depicts the growih of visitors
tr Sactal Security Online since #s launch.

Growth Rate of Social Security Online By Year
(service begun 5/17/94)
YEAR # OF VISITORS % CHANGE

1994 22,212
{995 171,175 671%
1996 722415 322%
1997 2,700,518 274%
1998 4921218 R2%
1999 9,788,277 99%

2000 proj. 14,719,607 50%

SSA issues “certilicates of coverage” for expatriate U.S. workers to document their
continued coverage under ULS, Social Securily and their dxemption from foreign Social Scourity
tuxes it aecordunce with the terms of internationul Social|Security “totalization” agreements. In
1995, 854 issued over 26000 certificates. {This numberiwould grow to 40,000 by the year 2000, 5
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In the past, U.S. employers requested certificates of coverage via fax, telephone or mail. In 1995,
SSA began a pilol program to allow employers to also request the certificates over the Internet,
thus becoming one of the first U.S. Government agencies to offer web-based services. Using the
Internet to request certificates of coverage improves accuracy by providing antomated online data
review and speeds up the issuance of certificates. The pilot proved very successlul and a large
percentage of certificate requests are now processed electronically,

in response to the {ast-growing use of the iniemeg by the public and major organizations,
both public and private, in 1994, 8SA hegan investigating an enhancement to put the Personal
Earnings and Beneflit Estimate Statement (PEBES) on i?‘aé; Internet. On March 8, 1997, 8SA
begun testing a new feature in which Internet users could request s PEBES from Social Security
and receive the statoment immediately at their personal c{;:-mpuiers, Internet processing of a
reguest for a Social Sceurity Statement saves 98 percent of the cost of a statement sent to the
customer in the traditional manner. This statement, which had been available from SSA in
printed form for nine years, has become an important findneial planning tool for Americans,

PEBES gives poople ready access to imporiant pereonal information in Social Security
records, namely a year-by-year breakout of a worker’s eafnin s history and estimates of his or
her present and future Sgcial Security benefits. [t offers gn important service (o the public by
providing wage and benefits information which workers gnd their famities can use to help make
financial plans for retirement.

Despite the Agency’s careful preparations prior t launching the online PEBES, concerns
were raised by the public that SSA had not done enough to protect the onling PEBES from the
eves of other Internet Users. Nothing is more important t the Social Security Administration
than maintaining public confidence in the privacy of the personal information that it smaintains on
American citizens. The Agency recognized that the public’s perception about the online PEBES
could undermine confidence in the safety and sccurity of i?m sensitive data SSA pwintains. For
this reasor, on April 9, 1997, Acting Commissioner Jobm J. Callahan suspended the onling
PEBES until SSA could get expert advice or what mcdpd ti do to provide this service while
assuring strict protection of personal privacy. In September 1997, 88A issued a report 1o
customers entitled Privacy und Customer Service in the Electranic Age. A further discussion of
Internet security is found in the subsequent chapler cn Préfgzam Integrity,

Even with the chalienges of electronic service delivery, Commissioner Apfel and Deputy
Conmmussioner Hulier shared a vision that called for SSA providing a fullrange of Infernet-based
services. The Agency adoptod and began to implement an aggressive schedule for providing
these services. The Social Security website was transformed from a medium for sharing
information with customers 1o an option that customers o4n use in {ransacting sonw Social
Security business, Electronic service initiatives imp%emeéwd have Improved cusiomer options
for contacting Sociul Security and established the Agen{:yl as a feader in the movement toward i
more ¢fficient and effective electronic Government. As of December 2000, Social Security
Online muaintained ‘z;z;}r{}izm‘zzciy 5,000 pages for publi Jq browsing and dowrloading. Some of
the Agency’s electronic service delivery achicvements follow,




$SA embraced the National Perlormance Review!

commerce for Federal acquisition by conducting an cleet
the Internet and clectromic commerce has been expanded

s recommendation to expand electronic
ronic commerce pilot in 1997, Use of
in euch subsequent year, SSA posts all

of its acquisition notices and solicitations on its Internct home page, allowing interested vendors

to read and download them. In FY 1999, the S5A discon
paper copies of these documents to vendors, Coatractin
exclusively by electronic means. All of the requirements
Service, which will, in the near future, be the one place a

Government requirements, Using electronic commerce ¢
for SSA—i.c., saving the cost of printing paper copies off
and maintaining a bidders mailing list. Benefits to vendg
Posting Service include automatic cmatl notification of F

to them. The address of SSA’s Acquisition Home Page i

In April 2000, Social Security launched an onling

to compute estimates of their future Social Security retire

workers 1o better prepuare and plan foe theie future finanet
sude of services available through the online Retirement

important information on disability and survivors” beneld

Planner) now contains a Retirement Planner, a Disabddity
can be accessed from the home page of Social Security’s

)

tinued the years-old practice of mailing
opportunities gre mstead annovaced

s are posted with the Electronic Posting
vendor needs o go to see all

nethods is faster and more economical
solicitation, labeling tnd muailing them
rs who repister with the Electronic
cderal business opportunities of interest
R Www. s govioagl

Restroment Planner that allows workers
ment benefits. Thig service allows

ul security. The Agency enhanced the
Planner in October 2000 1o include

5. This new ool {called The Benefits
Planner and a Survivors Planser and
website, The online calculstors have

been enhanced 10 add estimates for disability and survivors benefits. The Agency has also added

an “carnings limit™ calculator to the Ketirement Planner

This feature allows workers (o compute

the effect of carnings on their Social Security retirement benefits. The Retirement Planner also
links to the American Savings Education Council’s “Ballpark Estimate” worksheet, This link
lets individuals combine their estimates of future Social Sccurity benefits with estimates of
income from pensiom and savings 1o see it thelr current savings practices will provide for a

comfortable retircment.

In July 2000, in conjunction with the Health Care

Sacial Security developed an online application that allo
Medicare curd. A user can go to Scocial Security’s websit

Custormers enter the requested information and the replac

Financing Administration (HCFA),

y8 individuals to request a replacement
= 10 access the online application.
inent card is matled 10 the address of

record. In the first four months this service was available, over 6,000 reguests were processed,

In October 2000, Social Sceurity rolled out an Internct Retirement Insurance Benefit
application, making it possible for individuals to apply fei‘ their Social Secunity retirement

benefits over the Internet. Individuals age 61 and 9 momhs ot older, who are ready to apply for
their benefits and want to use the Internet, may use this néw service to complete their application
anline. This now service makes it pmszble for mdmduaic 1o complete their application for
retiremient benefits at their convenience and save a visit of lelephone call to their Social Security
office. A user can go to Social Security’s website to 4CCesy the application, directions lor
completing the application, and an explunation for xubnutting the completed form, The
apphication page provides information on security and privacy. In the testing phase, with a
limited universe of potential filers, un impressive 5 percent of all filers elected to vse the
electronic beneflt application.




Social Security is working with partiers in the public and privaie sector in piloting
emerging technologies to gain expericnce in their use and effect on key business processes.

These prejects include:

Electronic Medical Evidence: T anticipation of the requirements of the Health Inyurance
Portabitity and Accountability Act (HIPAA) for special pratcction of clectronic medical
information, the California Medical Association ipitiated a pilot to st public key

infrastructure {PK1) encryption and authentication

for transferring medical evidence in

the medical community, SSA was invited to join the pilat. The Agency will use PK]
certificaics to exchange digitally signed and enceypicd medical evidence between
selected California healthcare providers and Socigh Sceurity components. The pilot will
give 55A experience in implementing and testing(PK] technology, us well as a promising
tool ks address privacy, security, and authentication for medical recosds. The pilot will
also position Social Security to better respond to changes in medical evidence

requirements brought on by HIPAA, and move th
disability initiatives.

Channel Convergence: In July 2000, f)c;}u[ y Con
Agency's partnership with CommerceNet, & nonp
Internet tcchnologies that have the potential to dra

e Agency forward in the elecironic

umissipner Halter announced the
ofit consoetium, (o fest u varicty of
mautically enbance customer service,

ComrnerceNet member organizations worked with S5A to test g variety of technologies

and to develop ways to integrate various methods
the telephone and the Internet. This integration is
Security envisions using Internct services that wil
with an Agency representative whiie they are onli
This puartnership with CommerceNet allows SSA
controlied laboratory environment, and will helpt
these custormer service options.

i s s X
of providing customer service such as

called channel convergence. Social
allow customers 10 verbally inforact
e doing various business applications.
o leatn aboul few iechasiogios in g

he Agency determine the viabilily of

As of December 2000, at the Social Securily Admiaisiration, teleservice is the preferred

way for i1s castomers 1o conduct business. However, as echnology changes, the Ageney realizes
thal customer preference will also change. The reason is ¢lear: the Internet is growing faster than

all other technologies before 1t

Rado was around for 38 yeurs before i had 50 mullion listeners;

wlevision took I3 yeuars to attract 50 million viewers; the loternet got there in just four years,
SSA views the Intornet as an integral methad of doing business with the American public und
recognizes that particularly for younger Americans, the Injternet will be the information source of

choice for most of them,

ELECTRONIC WAGE REPORTING

1993, S8 A first visualized a system that wauid accept and process Forms W-2 (Wage
&ﬁzi Tax Statement) electronically, The Agency receives approximately 250 million
W.2g annually from approximately 6.4 million employers. Approximately 80 percent




of these W25 come 16 S8A on paper, although it is estintated that more than 60 percent arc
prepared using personal computers, In 1993, SSA recognized the growing availability of personal
computers in the private sector and, in particular, their growing use by the small business
communily. In recognition of these trends, and to take [he oppostunity 1o improve Government
operations and reduce the reporting burden on the pmatci secior, the Agency developed the first
elecironic filing option for submitling W25 to 55A. The Online Wage Reponing Bulletin Board
Service could be accessed by employers ulilizing a personial computer and modem to voluntarily
transmit wage information 1o SSA elecironically.

The development of a personal computer-based electronic filing option for wage
reporting affords employers with o simple, cost-effective alternative that also provides an
acknowledgment that §8A received thelr transmission. This dated evidence of their submission
i3 not corrently available 1o paper filers, and many transiiitters desiring such acknowledgement
pay additional postage costs to ransmit their reports by c;mf ed mai} or other evidentiary
methods. ‘.

I the first yvear of the bulletin board service’™s oparation, $SA received 21,276 Form
W25 from 51 submitters; by the 1993 tax year, this number increased to more than 477,000 from
over 200 submivers. This innovation saved substantial clerical time that the Agency would have
had to devoie 1o processing these same reports on paper. By 1996, S8A began a major
expansion of its electronic reporting options. The Agency successfully received electronically
and processed more than six mitiion W-2s in tax year 1996, 13.9 million in tax year 1997, and
15.8 midlion in tax year 1998, SSA is currently processing tax year 1999 Wa2s, Asof
Septemnber 15, 2000, 45 million W-ds had been received ézzé pracessed. SSA's electronic filing
process is one year shead of s goal w0 . become opcrzzz;omi in tax year 2000 and have the
capacity 1o support tax year 2000 eicc{z‘omc submittals infoiving 40 nuilion Form W-28." Inux
year 2000, employers have the optian of filing over the Internet or using valuc-added networks.
Additionally, State and Federal agencies can file W-2s by connecting directly with SSA using
dedicated telecommunications.

Obsticles relative to securnity and electronwe signa{lure issues have been overcome by
using the highest level of encryption for all Internet applications which include secure sockets
Jayer and 128 bit eneryption. A registration module was developed to enable SSA t©
authenticate the person who is using the system and issue a Personal Identification Number and
Pusscode, which is used in liew of a writlen stalement. The Agency will add an option for tax
year 2001 that will permit employers to utilize public keyjinfrastructure techaology to further
enhance security.

The new Employer Services Online web page went live on December 1, 2000, This page
offers employers online registration and access to the online wage reporting system for
uploading and checking status of submissions filed over ir;. Internet. Additionally, Internet
connection specifications have been developed and are currently being marketed to the software
community for inclusion in their wage reporting products

Electronic wage reporting has had and will continue to have a posiiive impact on many
aspects of 55A’s earnings activitics including improved accuracy, improved customer service
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and reduced cost. For example, it costs an employer from $12-826 to report FormsW.2 10 SSA
on muagnetic media, versus penaies to send the same dalaiclectmnically‘ Additionally, this
project has positioned the Agency 1o accommodate the business community’s growing interest in
filing wage and tax returns electromically. It 1s estimated|that 70 percent of all W2y filed in tax

vear 2005 will be electronic. This supported the Agency

s efforts to realize workyear savings by

eliminating labor-intensive processes and to provide worjd-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 Sceurity numbers of its employees. Currently, SSN vertfication service
is available to employers over the telephone for up to live employees, SSA can also verily larger

numbers submitted via magnetic media or paper listings,

SEA will pilot an ¢lectronic Online

Employee Verification Service to test a process that will aHow employers (o use the Internet with
online screens to key their information in order to receivei immediate feedback, Employers will
also have the option (o use an overnight serviee, where they will receive feedback the next
business day. This will greatly streamline the hiring prodess for employers in the private sector,

Concws;ogﬂ

s technology rapidly evolves, the impact

custoniers is increasingly evident,

Standards of service are constantly being ghai!enged and improved, Customers
are expericncing faster, casier, and mmore efficient service from private industry

and expect the same type of service from Social Security.

Achieving this level of service

requires the Agency to challenge traditional approuches @ husiness and to implement new and

progressive ways for customers to conduct business in thy

21" century. Social Seeurity is

committed to providing “best-in-busingss” customer service to the American people, while

ensuring their privacy and the integrity of its programs.
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ExHiBiT 1

STATUS OF TOTALIZATION AGREEMENTS

|
SEPTEMBER 29, 2000

AGREEMENTS IN FORCE

i.egal eitations refer to the United States Treaties and Other International Agreemers Series (UST) and the
Treaties and 3ther Internaticnal Acts Sevries i TIAS); both published by the U.S. Departinent of State. ln the
case of agrecinents that have not yet been published in the UST or TIAS series, citations are to the House of
Representatives Document numiber asvigned when the apreemepts were transmiticd to Congress for review,

. R o ATt DATE OF EFFECTIVE LEGAL
COUNTRY | AGREEMENT SIGNING DATE CITATION
Agreement on Social Tuly 13, 199 Nov. 11991 | FLR. Doc. 102-54

Security

Administrative Arrangement
AUSTRIA  |tor the Implementation of the Tuly 13, 19% Mo, |, 1991 HR. D, 1602-54
Agreement on Social Security

Supplementary Agreement
Amending the Agreement on O 5, 1988 dun. 1, 1997 HER Doe, 183217
Social Security

Apreement on Soctal

I
Security, with Final Protocol Feb. 19, 1982 Fuly 1984 TIAR 11178

Administrative Agreement for
BELGIUM  {the Implementaiion of the Nov, 23, 1987 Fuly &, 1954 TIAR 1178
Agreeme on Social Security

Additzonal Protacol io the

r. 23 . ¢ i
Asrecment on Social Sceurity Moy, 23, 1982 July {, 1984 TIAR 11475

Agreemen with Respect o

. . Muarch 11, 98I Aug. 1. 1984 TIAS 10863
Socinl Security

Administrative Arrangement
for the Implementation of the May 22, 1981 Aug 1, 1934 TIAS 1863
CANADA  Agreement on Social Security

Supplementary Agreament
Amending the Agresmen
witk Respest to Soial
Separily

Muy 1, 1983 Ang. 1, 1984 TIAR HI862
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DATE OF EFFECTIVE LEGAL
Y GREEMENT \ .

COUNTR AGREEME? SIGNING DATE CITATION
tinderstanding and
Administrative Arrangement March 30, 1942 Aug. T, 1984 TIAS 10862
with e Governnen of

CANADA | Quebec
{Continued) Second Supplementary
Agreement Amending the May 28, 1996 October 1,1997 | HLR. Doe. 105-49
Agreement with Respect to
Bocial Sccurity
Agreement on Social Security Jumis 3, 1991 Nov. t, 1992 TIAR 12105
FINLAND  [Administrative Arrangement
for the bnplemenation of the June 3, 1991 Nov, 1. 1942 TIAS 12105
Agreement o Social Security
Agreement on Sociad Sceurity Muarch 2, 19RY July 1, 1088 TIAS 12186
Administrative Arsungement
FRANCE . ) . =
Cancerning the Applicaionof | 1 5y jgas Tuly 1, 1988 TIAS 12106
the Agreement on Social
Kecurity
Agreement on Soctal . - IO UST 6099,
Seeurity, with Final Protocol Jap. 7, 1976 Dee. 1. 1978 TIAS 9542
Administrative Agroement for pearps
the fmplomentation of the June 21, 1972 Des. 1, 1979 30 UST 6093,
. . TIAS 9542

Agreemant on Social Securhly
Supplemeatary Agreemend
Amending the Agreoment on QOct. 2. 1986 March 1, 1Y8Y TIAS 12118
Kovial Security

CERMANY  Supplementary Oct. 2, 1986

Administrative Agreement

March 1, 1988

TIAS 12115

Seconud Supplomentary
Agresment Amending the
Agreement on Sedial Security

March 6, 1994

May [, 1948

H.E oo, His-123

Second Suppleinentary
Administrative Agreement

March 6, 1994

May 1. 1986

H.R. Do, H4-123

:(Tective Oetoher 3, 19490,

INOTE: The: above instrmnens apply lo the RTritory

of e former Germun Democratic Republic
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COUNTRY

AGREEMENT

-

DATE OF
SIGNING

EFFECTIVE
DATE

LEGAL
CITATION

GREECE

Agreement on Social Security

June 22, 1995

Sepr. ], 1994

HE Do, 1032-198

Administrative Arrangement
Tor the Implementation of the
Agreement on Social Securily

June 22, 19903

Seps. 1, 1994

H.R. Dog, 133198

IRELAND

Agreernent on Social Securty

April 14, (942

Sept. 1, 1993

TIAS 12117

Administralive Arangemen!
for (he Implesicausion of the
Aprcement on Social Security

F ]

April 14, 14

Sept, 11993

TIAY 12117

FEALY

Agroument on the Mater of
Socal Security

Moy 23,1973

Nov. |, 197

26 URT 4265
TIAS 038

Administrative Projocat {or
the fmplemeniation of the
Agreemest on Social Security

Nov. 12, 1977

Nov, {1974

20 UST 4203,
TIAS YO58

Supplomentary Agreoment oo
the Matter of Social Security

April 17, 198

Jan. i, 1986

TIAS 11173

NOQTE: U.S. and Italian officials have agreed to mect in the near future to begin

negotiating & now agreement 1o conform ti
¢losely to other Social Security agreement

he original U.S.-Italian agreement more
s the two countries have concluded,

LUXEMBOURG

Agreement un Social
Security

Feb. 12, 199

N, 1, 1993

TIAS 12118

Administrative Arrangenient
for the Implementation of the
Agreement oa Secial
Security

Feh, 12, 1993

Nov, |, 1803

TIAR 12118

NEFHERLANDS

Agregment ot Sagial
Seeurity

Duac, 8, 19N7?

Moy, 1, 19

HLR Doc, HIRIR2Z

Administrative Arraageoient
for the implemuatidion of the

L Dee, 8, 1987 Nov, 1, 1990 MR, Do, HG-182
Agreemeni on Sopial
Sepuriy
Protteol 1o the Agreement on Dec. 7. 1986 Nov. . 1590 State Depactment

Socsal Securhty

Archives




+ DATE OF EFFECTIVE LEGAL
COUNTRY AGREEMENT X e
SIGNING DATE CITATION
Agrecment on Social Security lan. 130 TUR3 aly 1 1984 TIAS OR1E
Adrministrative Agreement or
the fmplementution of the Jan, 13, 1983 haly 3, 1984 TIAS HIR
Agrepment on Sccial Security
NORWAY
{OTE: Negotiattons have been compleied on a supplementary agreement 10
improve Norwegian benefit rights under the original US-Norway Agreement and o
uipdate and clarify several of its provisions. It ix anticipated that the supplomeniary
wgreement wall be signed later this year.
Ageeement on Social Security Sarch 3, 1928 Aug 1, 1989 TIAS 12121
PORTUGAL | Administeative Arrangement
for the Ioplementation of the March 30, {988 Apg. 1, 1989 TIAS 1212
Agreement on Social Security
Agreement on Social Securlty Sept. 30, 1986 April 1, 1988 TIAS 12123
SPAIN Administrative Arrangement
for the Implementation of the Sep. 3 1986 April 1, 1988 TIAS 12123
Agreement on Social Security
Agreement on Social Security May 27, 19853 Jun. 1, 1987 TIAS | 1366
SWEDEN | Administrative Artangement

for the Implementition of the
Agreement on Seclsl Security

May Z7, 1985

Joan, 1, 1987

TIAS 11266

SWITZERLAND

Agreement on Social Secority,
with Final Protovod

July 18. 1979

Nov, 1, 1980

31 UST 2165
TIAS 9R30

Administngive Agreement for
the Tmplemeniation of the
Ageenment on Socixl Security

Dec. 263, IQT‘L

Neov. §, 148}

J2UST 28%
TIAS 9833

Supplementary Agreement
Amending the Agrecment on
Social Security

Junc 1. J9HE

Get 1, 1989

TIAS 12126

supplementary Administrative

Agreement

Jumc 1, 19RE

iz, 3, 1984

TIAR 121326




T SEMENT DATE QF EEVECTIVE LEGAL
Jan. ‘Z,. 1G85,
Agreement on Social Security Fob. 13, 1984 PIOVISIONS of TIAS 11086

UNITED
KINGDOM

soialization heaeflis
ciizctive fan, |, 198K,

Administrative Agreement for
the Implementation of the
Agreement on Social Security

Peh, 13, lQSL

Jan, 1, 1083

TIAS 11088

Supplementary Agreement

Anwending the Agreement an Jurw 6. 1994 S@%&icztzh&t POVRFT D HR D, 10547
Sociul Security
Supplementary June 6, 1994 Sepemher 11897 1 HE. Do, 10547

Admitnistrative Agreenmeni
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