CHAPTER SEVEN: -
PuBLIC UNDERSTANDING
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the Agency's mission. From 1993 theu 2000, the Social Security Administration

(SSA) continued its conwmitment to providing information 1o the public, This
responsibility spanned from providing basic information to bencficiaries (o entering the public
policy arena by promoting an interest and knowledge of issues such a8 Social Security’s long-
range fiscal health, The significance of public understanding s reflected not only in the
Agency’s strategic plaas, but also in the major change that has occurred within the Agency el
namely that of Independent Agency.

[E ducating the public on Social Security issues has always been an hmportant part of

Independence in 1993 provided an atmosphere that significantly changed the manner in
which, and hence the cffectiveness, of the Agency’s efforts 1o rcach the American public,
Increased external visibility 1o Social Security's stakeholders! and intemal reorganization
necessitated by independence required the Agency (o change its focus, vision, and emphasis,
The Agency embarked on a number of initiatives to educate the American public, and 10 give its
own employees the tools to become individual representatives for Social Security,

' The main externa) stukeholders are the American Public, the Congress, the White House, and the media,
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For 63 years, the Agency has delivered service (o the American public in a manner that
has fostered confidence and trost in the quality of its programs and employces. But this
confidence and trust are premised upon both outstanding service and a public understanding of
what Social Security is and means to the American public. Millions of Amertcans are directly
benefited by the Agency and take a more active and personal interest in Social Security. Many
more millions, however, are not directly affected by the Agency, and they ofien do not
understand how Social Security works, how it will benefit them in the future, and how best 1o
protect its imtegrity, Without this broader public undersianding, the Agency cannot build the
trust and confidence of the American public in the hmportance of Social Security. Also, the
Agency would not be able to fulfill its mundate to serve the public in an effective and
compassionate manner.

SSA has the responsibility to conununicate in an authoritative, credible, accuraie, and
accessihle manner with the 200 mullion Americans, o of calondar yvear 1999, who are affecied by
and/or benefit trom #s many programs. These include the 48 million individuals who are
receiving Socil Securdy benafits, and the 133 nillion workers who pay the faxes that finance
the ;}mgmmz The Agency has a special obligation to mform these workers about the benefil
protcctions, the fimancing of beoefils, and the operations of the Trust Fund. Public confidence in
the Agency is directly linked to public understanding of the programs, and the American public
has a vitad need and interest in information about Secial Security, a program that has become a
part of the {abric of our society.

INDEPENDENT AGENCY

1993-1995: PRE-INDEPENDENT AGENCY
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Protected by the Department of Health and Human Services (HHS) from public

serutiny, and more importantly, Congressional attention, the Agency’s self
prescribed mandate did not extend beyond the straightforward: 1o provide basie, programmatic
inforaation to those who inguire about it. However, the iden was born that the Agency should
do more to promote a broader enderstanding of the public policy isspes surrounding Social
Security, and increase ciforts 1o educawe the broader American public about Social Security.
This idea expanded with new leadenship, and was acknowledged as part of the fundamental
mission of the Ageney.

The Agency in 1993 was relatively passive and reactive in cducating the public,

HISTORICAL BACKGROUND

In 1936, when the Social Security Board began operation, an Ofifice of Information was
created with dircet aceess 1o the agency’s top administrator. The secd for and value of public
information were clear, First, there was a nationwide effort 1o explain the differcnce between the
new concept of “social insurapce” and to create a distinction between this government program
and the widely accepied though stigmatized notion of “public relief.” On a praciical level, wide
publicity was needed to register people with Social Security numbers and o respond (o privacy
concerns about that numbaer,

BDuring 1937, 50 million leaflets explaining the usc of the Social Securnity number were
printed and distributed to workers at factory gates and offices throughout the country, These
workers also nceded ©© be informed about their nghis and responsibilitics under the Social
Security program, such as tax coniribution rates, benefit formulas and eligibility criteria. In
1936, for exampile, the Bourd said “if the public is fully informed about eligibility requirernents,
the agency is saved mach trouble and expense since few ineligibles apply.”™

By the post World War 1l years, the program was maturing and quickly becoming part of
she fabric of American life. Public information responsibilities of the Agency, while important,
now played a subordinate role. Public education and public information offorts increasingly
focused on program eligibility requirements, with comparatively lesser attention given o basic
program philosophy and finnacing structure. This fack of priority was reflected in the
institutional placement of the Office of Communications (OCOMM) within the Agency.

Until 1996, OCOMM {and s predecessors) functioned as a stalt component headed by
an Associate Commissionet. For example, in 1990, the Office of Public Affairs was a
subcomponont of the Office of the Deputy Commissioner for Palicy and External Affuirs. The
Associate Commissioner for Public Affairs was one of five associate commissioners reporting 10
a Deputy Conunissioner, and one of 33 associaie commissioners within the ageney.

Access 1o the Commissioner and the Executive Staff was limited. Professionul advice
about communications issucs and vital communications concerns on policy issues was filtered
thraugh other components, as were questions from the Executive Staftf about appropriate
communications policies. Broad issues about national public affairs policy were ofien deferred



to the Agency’s then parent agency, HHS, mueh like most other issues within the Agency at the
fime,

More significantly, this arrangement kept the Agency from the glare of public scrutiny
and Congressional atiention, and there was fittle direct pressure for the Agency 1o go beyond the
baste responsibility of providing programwnatic information to the public. Throughout most of
the pust 25 yeors, and uatil ¥ became an independent agency in 1595, the Agency's
communications aclivities were oflen scattered, unfocused, and uncoordinated. For example:

s The Press Office was pait of the Office of the Commussioner;
+« Employee communications were located within the Office of Human Resources,

»  Speechwriting was first a fonction of the Office of Policy, and then swiiched to the
Gttice of the Commissioner;

e Regional communications efforts were directed by the Office of Operations; and,

» Internet public information responsibilities were primarily under the Office of
Systems, but a number of other componeais also had control over other aspects of i,
leading to an unfocused and Inefficient use of resources.

The result of a now-centradized communications policy was an inahility to define or
cffectively present core Social Scourity public information messages. Communications efforts
were often duplicative and wasteful of limited agency resources.

In shori, the Agency’s emphasis on public education and public information efforts was
comparatively less than in the early years, and OCOMM often did not have a “seat at the table”
when important communications policy decisions about SSA and its programs were being made.

Moreover, other collatera! issues had an impact upon how the Agency carried out its
mandate o edacate the American public. For instance, one of the legacies of downsizing in the
1980s was a decreasing workforce with increosing workload. This never ending “teimming of
the fat” led to less and less time and energy devoied by the Agency to educale its own workforce
on program philosophy and financial structure, and an increase in focus oe workload
mapnagement, resulting in many field office Managers unable or unwilling 1o grant much time for
the long term investment of workforce development ar the expense of short term workload
product. The unfortunate and unforescen result of this shortsighied course of action hus been
that the Agency's own employees, arguably #s greatest public education tool, have become fess
effective as representatives of their own employer, the Social Sccurity Administration, to the
American pubiic.

These institutional and collateral forces mude Agency efforts to cducate the public less
than effective. Because of the insularity afforded by HHS, 8SA could not achieve the full scope
of its mission, causing the appearance of « lack of initistive in the Agency’s education efforts,
The lack of cohesion and focus in communications efforts cnsurcd that any initiatives undertaken



by the OCOMM were going 1o be less than successful. And with its actions usually below the
radar of the Exccutive Stalf {not to mention the leadership of HHS), there was often a lack of
interest and support from the leadership.

However, new leadership under Commissioner Chater sought to change some of these
systemic problems, Whereas the strategic goals set in 1991 did not directly address the issue of
public understunding,” ane of the three strategic goals articulated by Commissioner Chater in
1994 specifically addressed communication issues — Rebuild Public Confidence in Social
Sceurity.” Rebuilding and revitalizing the communications function of the Agency was one of
her highest prionities, To do so, Cammissioner Chater brought in outside expertise to help
develop this function within the newly independent Agency.

Commissioner Chater understood that public confidence was predicated upon a public
that understands the issues surrounding Social Security, Maore sigrificantly, she understood that
while not dircetly related 1o the actual work of Social Security, the confidence of the American
pubhc was critical (o maintaining public backing, public involvement, and thus Congressional
supporl for Social Security, She recognized that her standing with the White House was crucial
tor these efforts, and that proper handling of the media was critical. Her farsightedness would
serve the Agency well through the changes 1o come, and the theme of public confidence was
soon 1o be echoed by Congress tn the most significant change to 8SA during the Ciinton
Administration - its independence.

1995: SSA BECOMES AN INDEPENDENT AGENCY
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cstablished the Social Security Adminisiration as an independent agency within the

Executive Branch of government. The reasons given by the Congress for establishing
the $SA a5 an independent agency were 1o stengthen the public’s confidence in Social Security
by giving it more visibility and accountability, by promoting administrative efficiency, and by
streambining the operations of the Agency so that it conid better serve the American public,

En August 1994, the Congress passed and the President signed into law fegislation that

Independence changed the Agency in fur morg significant ways both externally and
internally than the simple word would suggest. Externally, the Congressional goal to strengthen
public confidence by promoting visibility and accountability was quickly achieved by the
Agency’s elevation to the center stage for both the public and the Congress. Internally, the
advent of independence resulted in major organizational changes necessitated by the Agency
separating from HHS; components and departments of SSA formerly underdeveloped or
underutilized because of the protective shadow of HHS were forced 1o muture.

External visibility and internal reorgunization began 1o reverse many of the roadblocks in
the way of an effective Agency communications plan. Without the cover of HHS, the Agency
was foreed to deal directly with the American public, the Congress, the White House, and the
media. Internal reorganization resulted in a much more consolidated communications team,
leading 10 smore cohesion and focus. And the elevation of OCOMM to the Deputy
Commissioner fevel brought communication issues 10 the attention of the Excoutive Staff,
GCOMM now had direct access to and full suppon of the entire leadership of the Agency,

EXTERNAL PRESSURE: INCREASED VisiBILITY

External visibility increased significantly with independence. The Agency would
henceforth deal dicectly with 8 main external stakcholders — the Amenicun pubiic, the Congress,
the White House, and the media. Heightened attontion given 1o Social Security public policy
issues during this time peniod, especially around the issue of solvency after President Clinton’s
199K State of the Unton Address, guaraniced that the Agency's voice would he heard.

Moreover, the Agency would have o respond to public inquiries on Hs own.

Alter legislation making SSA independent became effective in March 1995, the Agency
quickly gained a more prominent profile. For example:

o  Muoedia contacts became more frequent:

» The Agency set up a physical presence in Washington DC;
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» The Commissioner made more public appearances and testified more often before
?
Congress,” and

»  Agency employees began (o participate more frequently in focad discussions regardiag
Soctal Security,

These actions were a direct result of the increased visibility of the Agency to the
American public,

Then, through his 1998 Stte of the Union Address, President Clinton further thrust the
Agency into the public spotiight when be ackoowledged the longerm financing problems that
were facing the Socud Security program. To “Save Social Sccurity First,” the President stated
that educating the American public so that they understand the issues facing Social Security
programs was crucial. Thus began a full year of dislogue with the American public. The
Agency was commitied to talking with and listening to the American public.

The Agency also placed u new emphasis upon laison with, and outreach cfforts to
national advocacy groups und major civic organizations. Periodic “brown-bag lunches” with
stakeholders and others interesied in Social Securily issues were begun. These efforts promoted
an informal discussion of issues and Agency initiatives, and efforts were also made to ensure that
the Agency had a presence af every major convention across the couniry,

The Social Secunity Advisory Board noted at the time that S5A should take the icad in
educuting workers and their families about reticoment planning. This will be especially
important in the coming decudes. There are as of 2000 roughly 80 million members of the “baby
boom” generation i middie age, and 1n 2008 the first of these individuals will begin to retire.
Many are just now starting 16 prepare financial plans for their retirement years,

INTERNAL PRESSURE: ORGANIZATIONAL CTHANGE

Internal organizational change was required by independence because certain
components were anderutilized while the Agency was a component of HHS. For example, the
pre-independence OCOMM was less than proactive because institutionally it was not given the
responsibility beyond narrowly defined goals of providing specific program information.
Typically, public and {especially) Congresstonal inquires were dealt with by HHS: the Agency
did not develop the struciures necessary to respond 10 such requests. Independence changed al
of this.

The elevation of OCOMM (0 a Deputy Commissioner level component resulted in
bringing communication issues to the forefront of the Agency’s leadershipy and in allowing i to
focus and consolidate formerly disjoinied communication eiforts. OCOMM began 1o slowly

7 For example, under the Personal Responsibility snd Waork Oppattunity Kecongiliation Act of 1996 (Public Law
1041 93), Congress required the Commissioner (o report anatably 16 the Prosideat sml e Hic Cangress on the status
of the 881 progsam. The first such report was issaed g May 1997, and have heen Bssued annually since.
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consolidute the formerly scattered communication efforts of the Agency, providing @ foundation
for developing a comprehensive, focused, and eohesive communications plan. The Press Office,
internal communication efforts, speechwriting, and eventually the running of the Agency’s
Internet website would come under its purview, Communication initiatives that were once
unfocused and unrealized were given the focus and support that was previously missing,

While both Commissioner Chater and Commissioner Apfel have championed the cause
of SSA being a force for public education in Social Security issues, they both realized that real
change could only occur with institutional change. Without an nstitutional component
advocating the communication perspective, the Agency could not provide the focused and
cohesive leadership in education thal was envisiongd by the Commissioners and demanded by
the President and the American public, But this chunge was not always easy or necessarily
smooth.

Conununications is not an explicit business process of the Social Security
Administration, and the Agency’s leadership sometimes had to work hard to convince others (o
understand the necd for and value of communications. The linkage hetween effective
communications, public and hence Congressional support, and the future stability of the Social
Secunity program was not always cleur. Morcover, the concept that public confidence is dircetly
Hed to un informed and educated public was sometinies lost to those who saw the Agency as just
a techinical program service provider rathier than an integral part of Americans” lives. However,
teadership dircedly from the Commissioners spearhméc{i both the elevation cfu}mmumuzmm
within the institutional structure of the Agency, and also as a strategic goal.

One of the first challenges of the newly established OCOMM was finding z£\ place within
the strategic plans for the newly independent S8A. Under both new strategic plans.” public
understanding was recognized as one of five Agency-wide strategic goals: both plans defined the
goal as: [ Tlo strongthen public understanding of the social security programs.”™ The inclusion
of public understanding as g strategic goal of the Agency was not a forgene conclusion, but
required the strong sponsorship of Commissioner Apfel. Only throngh his personal advocacy did
the full Executive Staff become convineed of the necd Tor commuanications as one of five
strategic gouls for the Agency.

In addition to OCOMM, the Office of Legislation and Congressional Affairs (OLCA)
also went through significant changes as a result af independence. OLUA was forced to
establish a physical presence in Washington DC,™ increase its staff substantially to take on all
the responsibilitics of a “full fledged” ageney, and develop the institutional and human resource
skills 1o become effective communicators with ong of the Agency’s most important external
stakeholders ~ the Congroess,

The appoiatment of the Agency's first confirmed Deputy Commissioner in November
1999 was u key component of improved Congressional relations. As the Chief Operating Officer

# “Keoping the Promise™: Steategic Plan 1997.2002, Office of Sirategic Management, Sepienther, 1997; and
™ Masiumg the Chatlenge”; Swategic Plan 20K30-2005, Office of Siemegic Management, September, 2000,
Stratepic Plan 1997-2007 ne 31 Steatepic Plan 2000-2005, pg 44,

B Under HHS, the Agency did ool have an actaal physical presence in Washington, D.C.
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and working closely with the Commissioner, the Deputy Commissioner made a number of visis
to members of Congress. These visits emphasized Social Security’s appropriations and
budgetary needs, the Agency’s efforts to enhance service to the public through electronic service
delivery initiatives, the impact of the repeal of the Retirement Eurnings Test, and issues affecting
Social Secunity’s tuture,

The higher visibility of the Agency on the Hill helped facilitue such things as securing
$35 million in supplemental funding for the Agency in June 2000, In addition, Congressional
awareness of the challenges facing Social Securily increased, and the Agency’s working
relationship with Congress and numerous subcommittees was strengthened.

The Deputy Commissioner's Office also speacheaded the creation of an Agency task
force to inform Congressional Members and their staffs about Social Security’s Fiscal Year 2001
resource needs and to develop support for a proposal to take Social Security’s administrative
expenses out of the discretionary spending caps. As o result of this effort, on October 11, 2000,
Congressman Clay Shaw and Congressman Ben Cardin introduced The Social Secuerity
Administration Preparedness Act of 2000, This Icgislation would exempt Social Sccurity's
administrative expenses from current budget caps and classifies these expenses under a new
separate cap only for Social Security’s administrative costst' I enacted, Social Securify will no
longer compete with health research, education, and other important programs for resources to
admanister the nation’s social insurance programs, plucing the Agency in a much better position
1o deal with the substantial workload increases anticipated as the baby boom generation moves
toward their disability prone years and retiement.

These two forees, the prossure of public sorutiny and imemal reorganization, provided the
wnpetus for the Ageney to grow and mature quickly., Thexe changes coupled with dynamic new
teadership helped forge now indtiatives and pushed the Agency to go Turther in educating the
public. The lcadership came from the Commissioner and his Executive Staff. Assistance also
came from the Social Security Advisery Boand, who noted that the Agency should go beyond
providing basic information abowt Social Security and should take the lead in cducating workers
and their families about retirement planning. " During the nations! dislogue associated with
solvency, the newly developed skills in communicating with the American public and the
Congrexs would serve the Agency well.

UThe fegislation would afso enable the Agency (o reernit and hire pursoanet in anticipation of the “retivemea
wave” of large suinbers of Socia) Seearity employees in the coming decade,
12 ey Ve gk w4 H v 3 " } TPLTTrT Pra) y \ j 1IN - Ly v =

Thits will becoie especially important in the coming decade as nore Ui 88 mitlion mgmbes of the “haby
Boom” gencraion rench middle sge. In 2008 the fust of these individualy will begia w retire, wad paay are just now
siarting 1o prepare financial plans for their retivemuet yours,
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MAJOR INITIATIVES
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concluded that new initiatives were needed in three separate but related areas: 1)

reliably measuring communications performance; 2) creating new public information
products to address topical Social Security issues; and 3) training SSA executives and employees
to communicate cffectively with the public in a new communications environment. Additional
emphasis by Vice President Gore, in the National Partnership for Reinventing Government, was
given when he noted that the Federal government has a special responsibility to communicate
concisely and understandably.

In asscssing communications needs soon after becoming independent, the Agency

SSA committed itself (o an aggressive, proactive public education outreach campaign.
The campaign included the following: 1) public events and media campaigns; 2) the
development of new brochures and printed materials; 3) the Social Security Statement; and 4)
making maximum use of new technology, including the Internet.

From 1998 thru 2000, Agency ecmployces participated in more than 10,000 public events
and media opportunities on Social Sccurity and issues affecting its future. These events
included, for example, community events co-sponsored by such organizations as the Junior
Chamber of Commerce and Americans Discuss Social Security, community forums held in
conjunction with U.S. Congressional representatives, newspaper editorial board interviews, and
Internet forums.

MEASURING COMMUNICATIONS PERFORMANCE

government is evaluated, making every Federal program responsible for producing

measurable results. In 1997, SSA established a Strategic Plan with five key
strategic goals, with one of the goals being *to strengthen public understanding of the Social
Security programs.” In response to the GPRA’s mandate to demonstrate tangible results,

Thc Government Performance and Results Act (GPRA) of 1993 redefined how

" Increasing Public Understanding of Social Security, Social Security Advisory Board, September, 1997, pg 3.
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quantitative objectives were cstablished for each of the five goals. For the public understanding
goal, the Agency’s objective was to have 90 percent of the American public knowledgeable
about the Social Security program in five critical areas by 2005. Those areas are:

(1) Basic program facts;

(2) Financial value of the program to individuals;
(3) Economic and social impact of the program;
(4) Social Security’s currcnt financing; and

(5) Financing issues.

As noted in the Agency’s Strategic Plan, “the achievement of this goal [of strengthened
public understanding] supports cvery other goal of the organization. It helps people
knowledgeubly debate the issues facing Social Security; it supports SSA’s ability to provide
world-class customer service; it helps customers undcerstand their responsibilities under law,
leading to payment accuracy and reduction of fraud; and it raises the level of public respect for
SSA employees.”

When the goal was established in 1997, available measures of public knowledge about
Social Security were unsatisfactory, and the Agency was unable to determine if progress was
being made toward achicving the objectives. It needed to identify the effcctiveness of
implemented programs among different segments of the national audience and program
information areas that needed more emphasis. At the time, the best data available on public
knowledge regarding Social Security were survey data on the degree 10 which individuals
personally claimed to have knowledge about Social Security. These data were inadequate to
answer the specific questions the Agency identified, and better measurement tools had to be
devised.

In late 1997, SSA, with the help of the Gallup Organization, developed the Public
Understanding Mcasurement System (PUMS) as a process (o measure the public’s baseline level
of knowledge of Social Security programs. A series of 19 questions related o Social Security
was created, and in 1998 a nationwide survey of 4,000 adults was conducted. The Agency
determined that individuals who had 13 correct answers would be considered “knowledgeable.'?

The 1998 results indicated that 55 percent of the public was knowledgeable about Social
Security programs, and had an understanding of the basic programs and concepts. The results
also indicated that the public was not as knowledgeable about the more technical features of
Social Security, such as the average benefit amount. A statistical analysis showed that
knowledge vartance was chiefly due to demographic factors such as age, education, and income,
with older, more educated, and high-income individuals showing the highest degree of
knowledge.

M See Exhibil 1,
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A second survey was completed in January 2000, and i showed a slightly higher overall
knowledge level. In addition, the results showed an increase in the public’s knowledge about
several guestions refated to an individual's own retirement planning. For exampile, knowledge
that an individual can receive some retirement bencfits before full wetirement age rose from 62
percent 10 65 percent, while knowledge that there will be an increase in the age for receipt of full
retiremcnt benefits rase from 63 percent 1o 72 percent. One pivotal factor in increasing the
overall 2{2*«2:5 of public knowledge: about Social Security was receipt of the Social Security
Statement.”

The PUMS sorvey was designed to answer both guestions initialty identified by S88A as
important o further the strategic goal of educating the public on Social Sccurity. It provides a
viduable guide for identifying basic Social Security information not gencrally known by the
public, and identifying subseis of the population in which an understanding of Social Security
was lower than the general population. This knowledge will help faciliate focused
communication efforts to target under informed segments of society,

The Agency has set performance targets for FY 2000 and FY 2001, Dam and other
analysis from the PUMS will be the primary method used (o measure progress in achieving the
straiegic education obiective. A national survey of 4,000 people will be conducted each October
through the year 2008, and @ series of quarterly surveys in several regions will help delenmine
the effectiveness of specific public cducation initiatives.

THE SOCIAL SECURITY STATEMENT

plnelSociallSecuritlStatementiistalvaluableltoolittalivillihelpfAmericans]
peps elienieiglontiiermifinancialisecurity fputsiibieliuturelnitners
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customized mailing ever undenaken by a Federal agency when it began to send

an annual Social Security Statement {(a redesigned Personal Earings and Benefit
Estimate Statminent) 10128 million workers. Designed to increase the overall level of public
knowledge about Social Security, the Social Security Statement potentialty represents one of the
Agency's most valuable public information and education ools. The 4-page statement helps
workers with financial planning by providing estimates of their retirement, disability, and

On October 1, 1999, the Social Sccurity Administration launched the largest

B The January 20017 survey results indicate that while 57 pescent of the public was considered knowledgeable, 68
pereent of those who reevived g Staenmient were found 10 be so,
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survivors” benefits. The statement also provides workers an easy way to determine whether their
carnings are accurately posted on their Social Security records.

The annual Social Security Statement was the result of efforts by Senator Daniel Putrick
Moynihan to establish in law the requirement that all Americans receive an annual statement of
potential Socral Security benefits, By law, the Agency will send the annual statements to
workers who are ages 25 and older and not recciving Social Security bencefits. The Agency
stagpers the mailing of the staternents throughout the year, with approximately 506,000
statements delivered each day (abowt 190 raillion per month). Weorkers automatically reccive their
statemeants about three months before their birthday.

The Omnibus Budget and Reconciliation Acts of 1989 and 1990 required the Agency to
begin providing the public with annual statements about cach individual's Social Security
carnings record and estimates of the amount of benefits individuals may receive. These
Stuterments had been avaitable to the public upon request since 1988, However, the legislation
required the Agency 1o start sending these Statements automatically in FY 1995 o workers
reaching age 60 (and older), and tn FY 1996 through FY 1999 1o those attaining age 60 in those
years, The legisiation further required that beginning in FY 2000, the Agency would issuc the
Statements annually to all workers age 25 and over, an estinmated 133 million people. The intent
of this provision was to assure that cach worker is aware of the protection provided by Social
Security and is periodicadly afforded the opportenity 1o review the accuracy of the hisfher
garnings record.

The results of the January 2000 PUMS survey undertaken with help by the Gallup
Qrganization showed that receipt of the Statement played a significant role in increasing
Anericans’ understanding of Soctal Security. The survey showed that Individuals who have
received o Social Security Statement have o significantly greater understanding of Social
Securtty than those who did not reeeive a statement. The January 2000 survey results indicated
that while about 57 percent of the public is knowledgeable, 68 percent of those who received a
Statement were found to be knowledgeable. Those who have reccived a statiement werc
significuntly more lkely to know!

{1} The amount of Social Security benefits depends on how much they carned:

{2} Social Security pays benefli 10 workers who boecome disabled;

{3} Social Sccurity provides benefiis to dependents of workers who die; and,

{4} Soctal Sccurity was designed only to provide part of ol relirement income,

Beginning October 2000, workers age 55 vears und older began receiving a special insert
in their annual Social Security Sitatement providing important information on retirement options
that will help workers make important retirement planning decisions before reaching retirement
age. The insert highlights the vanous factors workers nearing relitement need to consider, such

as the long-term effects of taking « reduced benefit or the impuct work would have on their
benefit,
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A deeision was made to modify the mail-out schedule to accelerale the FY 2000
muilings. Rather than mail Statements to approximaiely 1.6 mallion people turning 60 cach year
between 1996 and 1999 and then jump to mailing to 133 million Statements, it was decided to
phase in the FY 2000 mailings by adding to each of the scheduled annual mailings. Therefore,
the following schedule was put into place:

Legistmed Accelerated Actugl
1995 7.2 million
1996 1.6 mutlion 5 miflion 5.6 miilion
1997 1.7 million 1} million 12.4 mullion
1998 1.8 mithion 26 niillion 20.6 million
1959 1.8 million 36 mullion 26.5 million

Thixs schedule allowed the Agency 10 handic the two primary fallout workloads, inquirics
and earnings corrections (both of which are considered 10 be one-time workloads), in advance of
the annual mailing of 133 million Statements. By phasing in the additional recipients, when the
annual mailings began in FY 2000, over 70 million of the 133 million scheduled recipients had
already received one Statcment.

The Agency began sending the Statements automatically 1o individuals age 60 and over
in 1995, As of FY 2000, nearty 73 million statements have been mailed to individuals 40 and
older. In addition, individuals have beern able to request statements from the Agency since 1988,
with roughly 37 millien requests for statements over the past 12 years processed.

Along with working 1o assure that the Statement would be as comprehensive and
undcrsiandable as possible, the Agency faced the additional challenge of planning for the falloul
worklouads associated with the Siatemenis. Based on expertence with the fallowl workloads from
the on-request Statements, the Agency focused iis aitention on two major workloads, inquirics
and earnings corrections. For first time Statement recipients, it was projected thal inguiries
would occur at a rate of § percent and earnings corrections would occur at a rate of 0.19 percent.
While every effort was made o encourage the public to contact us by telephone, plans were
developed for handling these workloads in the field offices,

fn the on-request Staterment process, atl faHout workloads were handled by a single-site
component, the Olfice of Earnings Operations {OEQ}. To support the on-request inguiry
workload, OEQ had its own toli-free number. OEQ was the anly component witly access to the
various microfibim {iles with carnings information and therefore was the only site with the
capahility to correct carnings errors. I a field office received an carnings correction, they sent it
to OEQ for hundling,

" With the impending Statement workioads it was recognized that this single-site operation
would not have sufficient stafl to handle the workloads. Rather than staff-up OEO for what
would be a limited period of peak workloads from 19935 through 2000, alternative processes were
developed.



The first change was to expand the capability (o correct carnings errors 1o other
comporents beyond OEO, Software that supported OEG s processing of carnings correction
actions was expanded 1o include ficld offices, program sorvice centers, and teleservice centers.
This software enabled any Agency processing siie 1o cstnblish carnings correction actions,
perform searches of its on-line Suspense file, and cffcctumte eaming corrections, This software
also contained communication {unctionality so that siies could contact OEO for assistance, such
as scouting to microfilm, a8 necessary. National training was conducied through “train-the-
trainer” and Phoenix lessons. The training was provided to all claims technicians (claims
representatives and service representatives), ieleservice representatives, and program service
center techaicians (claims authorizers, benefit suthonizers, technical support staff).

The sccond change necessary was 1o prepare for the Inquiry workload. For the first year
of mailing Statements, the Statemients coniained the OEQ toll-(ree number, However, OEC did
ot huve adegquate staff or telecommunication hardware sufficient (o handle the anticipated call
valumes that were cxpecied in later years as the mail-out volumes grew. Thus after the first
year, 11 was decided that the SSA National 800 Number Network (1-806-772-1213) would be
used as the telephone contact point for the Statement Inquiries. Commueication links were
established to connect the OEQ 800 number staff into the national 800 number call routing paths.
Call routing plans and Statentent specific menu prompts were developed to direct the Statemeat
related traffic to OEO personnel as the first call location, with routing of overflow calls (o other
sites. Training was provided to all teleservice representatives, including program service center
personncl who served as "spike” staff to assist the nationa! 800 number staff durioag peak calling
periods,

In later years, when the annual mailings reached 133 milhion Statements, other services
were developed o handle more of the Inquiry workload, Studics and surveys were conducted to
asceriain the nature of the inquiries, and the 800 number menu was expanded 1o allow the
selection of various recorded informational messages on the topics that people called for most
ofien, For examplc, answers to questions like why did I get this Statement, where did you get
my address, ete. were dealt with in an auromated menu so as 1o not require use of precious
personnel resources. In addition, automated response soripts were developed to process such
requests as for forms 10 request a new Statement and o correet g Social Security card, A
website™ was developed specifically to handle questions from the Statement, containing
responses 1o the most frequently asked questions and hinks 1o other gites among other things.

From the time of the fiest mailings in FY 1995, as changes occusred either in the
Sudement or in the software supporting the production of the Statement, instructional matenialy
were updated and refresher training was conducted. The fallout workloads have always been
closely monitored 10 assure that the public received the very best service from the Agencey,
beginning with the receipt of an accurale Statement 1o the satisfactory resolution of any questions
or carnings cosrection actions,

Because the Statement is the Agency’s most useful ool for increasing public
understanding sbout Social Security and the need for personal financial rettrement planning,
SSA has developed a multi-media campaign to alert the public to the annual mailings. The

if i
VW RS, govimivsialement.

280


www.~sa,gov/myslatcmcot

office huy also distributed a package of employee informational materials on the Statement, and
the Agency's Internet website offers further information about the Stalement o recipicnis or
other individaals who have questions,

The Social Secarity Statement has received recognition from many oulside organizations,
The National Academy of Socia! Insurance has suid that, “the Statement is SSA’s most effective
[public information) tool. The tangibility of this form, which includes carmings for every vear in
which that individual was employed by a job covered by Social Security, may help make this
program more real to people. Gietting a benefit staterent oo o regular basis is going to have a
pronounced impact on people’s expectations and attitudes about Social Sceurity.”

As Commissioner Apfel has noted, "I The results clearly demonstrate that Social Security
Statements are increasing the public’s understanding of the basic featores of Social Security” In
addition, he has stated that, “{ Thhe Statement is not only providing information that is useful and
casy (o understand, H is also prompling millions of Americans 1o lake action (o betier prepare for
retirement.” And 1o help the American public do so, the Agency has used other outreach
products and technological twols to aid their endeavors.

TECHNOLOGY

ke Clinton Administration has overseen great advances in technology,

enhancements io information sharing, more open systems, online access, and the

emergence of a strong Intemnet presence theoughout Government. In an
increasingly complex and fust-mioving society, techoology has become synonymous with
effective and efficient service. The new Information Highway has left the familiar
communications landmarks of the past behind, and information now doubles every iwe (o three
years; available virtually everywhere, almost instantly. For example, the Library of Congress’
entire collection of books could now be transmitted over optic transinission lines in less thun {0
minutes. These new developments have greatly improved Government efficiency, public accesy,
and employce job enrichment via advanced technology.

At the same time, these changes have made it difficult {or many people 1o work through
the flood of information available (o find what is really useful, The increase in information
vehicles that has made i casier for communicators to get messages out has also made it more
difficult to get those messages through 1o their audicnces. The Agency recognizes that in the 21%
gentury. the Information Age, changes would confinue and accelerate, and have embraced
wechnology as an effective ol to reach and educate the American public.

In January 1994, Team Internet was assembled by the Office of Systems to begin the
SSA Online inttistive, Their purpose was to create an Internet service including Internet gopher,
file~transfer protocol, and World Wide Web servers. Its success has been recognized by other
agencies and other parts of the Adminisiration who have used this system as a model to get on to
the "Information Super Highway”. The improved services have received positive media reviews
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in WIRED magazine and The Washington Post, and PC Computing magazine honored SSA
Online as one of “101 Best Internet Sites” in the May 19935 issuc.

The Agency's Internet home page, Social Security Online (htip//www ssa.gov/1 has
been recopnized as among the most innovative and information-rich in government, The Inlernet
site provides visttors with program information, downloadable versions of the forms used by the
public, and other new interaciive services that are being adopied and added 1 the web siie, I is
continually undergoing major redesigns to allow the Agency to better manage future growth,
prepare for the high volume of anticipated on line {ransactions, and increase the overall
satisfaction and usability of visitors. The tremendous surge In visitors to the sile is testament to
HS SUCCEsS:

SSA Home Page Visits
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The site has grown since s start=up in 1994 {22,212 visitors), with almost 13 million projected
visitors in 2000."

The Agency has continually worked to further expand the use of the Internet as an
information source, The sites providing general public information and press information have
seen increased usage since 1996, and the phenomenal growth of the Internet a5 an information
source is expected to continue to accelerate in the sexe several years. The sites also offer both
English and Spanish'® language versions of most information pamphlets and fact sheots that the
Agency publishes. In addition, they also provide information about the Social Seeurity
Statement for individuals who may have quostions afier receiving thelr Statement. And they also
provide information 1o those individuals whe may notice discrepancics in their name, date of
birth, or earnings information.

¥ Sovial Security: Pedormance and Accounlabitity Report for Fisesd Year 2000, Office of Financial Policy and
Operations, SSA Pub, No. 31-231, Decembey, 2000, pg. 18,
B www RRa. goviespanal/
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In looking to the Tulure, a recent survey reporned that 64 percent of respondents said that
“information provided on a web page on the Internet” was either very or somewhat useful,
When the survey was conducted, only 30 percent of American households had a personul
computer, and only 38 million houscholds were using the Internet. Both of these nunthers are
expected (o grow dramatically in the next five vears.

The challenge now for the Agenoy’s communicators is to market the Internet site
effectively. Al agency publications and publie service announcements carry its web address {or
ingdividuals sceking additional information. n addition, SSA Online has linked with other
government organizations such as the Administration on Aging and the FirstGov Initiative'® and
non-governmental organizations sach as the American Savings Education Council and the
American Association of Retired Porsons.

The biggest potential audience for the Socal Sccurity’s Intetnet site 18 younger
Amgericans, who are most comforiable with and the most freguent users of this mediom. In 1998,
approxtmately 8.6 million children aged 8-12 and 8.4 million teenagers were online, Asthey
reach adulthood, the Internet will be the information source of choice for most of them. The
Agency ts working to fet younger Americans know now that there is mf{}z‘maizm about ity
programs on the web. The Agency’s website includes a “YouthLink™ page®™ with age-
appropriate material thut teachers, in particular, may find useful in helping their students learn
about the nation’s sociul msurance program,

PuBLIC INFORMATION AND EDUCATIONAL SERVICES ON SSA ONLINE

SSA History Site: !

The SSA History Page made its debut in October 1996, It has since been rated by an
independent research service as one of the best sties on the Internet fi.e.. top 3%). Among
Exccutive Branch agencies, the SSA History Page is sccond only to the National Archives in
making historical material available over the Internet. The S5A Histary Page coz’ziams a large
volume of materials, including several unique collections not available anywhere else, # The site
also makes many documents accessible that would otherwise be rare and difficult o find ouwside
of farge university libraries. [n addition 1o writlen materials, the History Page also provides
many avdio and video recordings of individuals who were prominent in the Agency's past and
who have made signilicant coniributions ¢ shaping the programs of today.

*® PirstGov was a Clinton Administration initiative (Y 2000) 1o combioe ali online federal services into ong site for
the Americas pablic’s convenionce {Le., © booome the porial site for government services), 15 oo wis: “Your
First Tliek o the U5, Govarnment™,

www firstgov.goy

i‘} www ss8. gov/RIds/

# www.ssa govibistoey/

# The History Page posted the first Social Security Trustees Report from 1942 and the Repoet on Health Insurance
from the 1934 Committee on Beouonie Secority, netther of which had becn previcusly aveilable,
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Emplover Site:

This site was created 1 April 1998 to provide the employer community a single source
for employer-related information, publications, and forms, along with wage reporting tips and
howo instructions. This site has proven to be a very popular souree of information; many
employer-related web sites, both in the privaie and public seciors, have established direct links o
this site.

Work Site:™!

In May 2000, the Work Site, designed to improve service to people with disabilities who
want {o work, was created. This siie contains important informution for Social Security and 881
disability beneficiaries, and 1t provides specific and reliable information for employers, service
providers, zdvocates, and others that help individuals with disabilities find work. Visitors will
find & wide range of information on the site, from training programs for people with disabilities
to tax incentives for employers who hire them. In addition, the Work Siie is fully accessible by
those with disabilities.

Vendor Site:™

Laanched in October 1998, this site provides divect deposit information and an
enrollment form to vendors and the sdministrative payments commuaity. Thesitcalsohasa
quick link to the Payment Advice Internet Delivery system that allows vendors to register on the
web and 1ook up payment information when a direct deposit has been made to their account.

Rettrement Planner:™

In April 2000, the Agency premicred the “Retirement Planner™ to help the public assess
what income they will need in retirement, and what sources they can count on. The Planners
gontain valuable Information about reiircment, disability, and survivors benefits, and factors that
can affect them. It provides {inks 1o important information on factors that can affect a worker's
retirement benefit, such as military service or federal cmployment, And it provides links fo the
webh site of the American Savings Education Council (ASEC), which has excellent information
on the need lor pensions and savings th retirement.

The Retirement Planner is an extension of the information provided in the Social Security
Statement, giving customers who want more information an interactive ability to ask questions.
Within the first four months of use, the Agency had more than 425,000 visitors 10 the site.

b

www.ssa goviemplover/
www.ssa.goviwork!

D www,ssa.govivendaor!

" www.ssa.goviretire/

g

294


www.ssa.govlrctircl
www.ssa.gov/vcnd\\rl
www.ssa,gllv{cmp!nycr

27
¢-News:

In March 2000, Social Sccurity introduced eNews, a consumer oriented electronic
newsletter about Social Security programs and issues. The free monthly newsletter, which
gathered over 100,000 subscribers in the first six months it was published, provides the latest
Social Security news in a convenicent readable email format. Social Sccurity automatically sends
the general edition of eNews to subscribers. Special delivery of selected topics of interest is also
available for free monthly delivery upon request. Selected topics include: disability, retirement,
survivors, Supplemental Security Income (SS1), Medicare, laws and regulations, press office,
wage reporting, data, studies and research, and senior issues.

. - bl
Access America for Seniors:®

A result of the partnering with other government agencies and outside organizations
initiated by the Agency, this site provides a wealth of information for older Americans, together
with links 10 other scrvicing agencics. The Agency sponsored this site with other organizations
such as the American Association of Retired Persons (AARP). This type of partnership was a
priority of Vice President Gore’s National Partnership for Reinventing Government,

. 2
Overseas Internet Service:”

An Agency web site has been established specifically to provide information and
assistance to people outside the U.S. Within the current restraints imposed by the Internet’s lack
of security for the transmission of private information, individuals abroad have been asking for
and receiving service by e-mail at the rate of about 150 requests a month,

Social Security Forms:™°

This site offers a variety of different Social Sccurity forms (o the public that would
accomplish different Agency services. A member of the public can do such things as request a
new Social Security Statement or a new Social Security Card, (o downloading the form (o start
the disability application process.

Online Resources {or Public Policy Community;

Astide from the informational materials provided to the general public, the Agency also
presents large amounts of data and analysis for the public policy community. The Office of
Policy maintains a website providing various publications, research materials and policy papers,
and links to other sites relating to Social Security public policy issues.”’ The Office of the Chief
Actuary maintains a website putting the actuarial tables driving Social Security public policy in
casy access for the public policy community, and information on the Trust Funds, COLAs, and

17
i
2

www ssa. govienews/
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variaus publications and reports.” These sites give the public policy community access to the
same reports and figures that the Agency usex in determiming the future of Social Sccurity,

COMIMUNICATIONS STAFF AND TRAINING

recognized that media efforts originating from Washington and Baltimore

fieadquarters had Hmitations. Much of the public relies on local nowspapers and
hroadcast media for nformation, and making use of these outlets was vital to any effective
public information cffort. The Agency increased the number of public affairs specialists (PASs}
who work in major local media markets. Between 19932000, the number of PASs grew from
fess than 30 to about 100

ﬂ t the same 1ime the Agency was expanding its communications tools, i also

The PAS position was created to address the need for coordinated public affairs activities
in the major metropotitan areas after the ¢limination of many of the Agency’s held representative
positions. In 1980, the Agency had about 1,400 ficld representatives who, among other duties,
provided continuity of contacts within the community, especiaily with the local media, The
eifects of increased workloads and fewer staff in field offices cuused the number of field
representatives to diminish significamly fo slightly over 400 1n 2000, And the focus of the {icld
representative’s duties has gradually changed, placiag relatively less emphasis on providing
public information and mote on taking benefit applications,

As the Sociad Secunity Advisory Board noted, [ Tihe curtailment of public information
work by local eniployees is believed by many long-time SSA employees to be linked to a decling
in public understanding of the Social Security program.”™

Even with steps being taken to increase the number of public affairs specialists, an
effective communications program must make use of all available resources. Staff professionals
handled most communication efforts, and the Agency worked o increase the communications
skills of its executive staff und managers. SSA also began to educate its employees about vital
public issues 5o they can serve as its 65,000 individual representatives,

In 1999, the Agency provided training to 135 members of the executive and senior staff,
including all of the Regional Connnissioners, on messages, media, and communications skills.
From 1993 thru 1999, 1,200 ficld managers, public affairs specialists, and regional public affaiss
officers received professionally sponsored communications training. The fraining began in 1995
with 3 one-week course developed specifically for the agency’s regional public affairs officers
and their assistants, together with pablic affairs specialists. The success of the course resubted in
the development of smaller sessions (two or threc days) tailored (o the needs of managers and
execatives whose responstbiliiics include dealing with local or national media,

Y hitpaiferwy ssa govFOALCTS
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The Agency also created an “Employees as Ambassadors Program.” The purpose of this
program was (o provide all of the Agency’s 65,000 employees with information o respond to
tough guestions about Social Security from the general public, or from family, ncighbors, and
friends. As with most organizations and government agencies, the Ageney's workforee jo the
past 20 years had (ended to become increasingly specialized. Computer technicians, boman
resoutrces professionals, and administrative personnel often had hittle training in Social Security
programs, and even among program staff the complexity of the programs resulied in program
specialists — such as title T and title XV1 specialists — who kaew their own programs well bt
had litile cross-lraming or training in big picture issues.

This increasing specialization led to the underutilization of the Agency workforce as a
spurce of information for the public. To address this, a two-hour course on the basic facts,
history, und philosophy of Social Security was developed, as well a8 a primer on the long-range
financing issues Tacing the program. Every Agency employee reccived training through a live,
instructor-based presentation, and after the initial training, the Agency developed an
“Ambassador 7 tratning program to inform emiployees about major Social Security issues for
1999 - such as our YZK preparavions and the new Sociul Security Statement, Future trainings
were envisioned 1o keep the workforce aware of vital and current public issues, The effort
proved worthwhile as Agency employees played a larger role in public education activities.

The Agency has also made use of the Intranct to keep owr PAS employees and other field
office employees enguged in public education, public information, and public cwtreach efforts
with up-to-date, timely information material. A Public Affairs Resource Center (PARC) was
creaied on the Employee Information Server (EIS), and it has proven o be very popular. In July
2000, the PARC was the third most popular source of information on the EIS, The site includes
such features as a Correspondence Guide, the Daily News Digest, Publications and Perindicals,
and a Newsroom. The Agency continiics 10 expund and tmprove the PARC.

CHALLENGES

he Agency has identified the outlines of significant communications chullenges

facing it in the near future. These include satisfying public needs and desires for

mformation about the fujure of Social Security, dealing with an increasingly
diverse society, addressing intensified individual retirtement concerns among “haby boomers,”
and keeping up with technological changes.

Informing the Public:
In the present public policy context, inlorming the public about critical jssues regarding
the future of Social Security has become increasingly important. Ensuring the long-range future

of Social Security and providing an adequate foundation of retirement incomg for Americans
were and still are among (he op domestic issues facing the nation. Though there are differing
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vicws as 1o how this can best be accomplished, the American public needs resources and
iformation to be able to patticipate in this national dislogue.

Throughout the national debate about the long-range financiag of Social Security, there
have been many claims by various sources, each seemingly authoritutive, as 1o the dimensions of
the long-range financing problem faced by Social Security, With mass media, the tendency to
dramatize policy debates by sceking out and emphasizing areas of conflict did not contribute 1o
developing an understanding of the issues involved or consensus for poliey change ™ With
Social Security financing, the public was confronted with conflicting claims {sometimes called
“stat wars”'}, and often did pot know whom to rely for Iactual information and analysis,

The American public should be able to look o 88A Tor fuctual information about the
program and the issucs. One of the Agency's primary goals I8 to ensure that virtually all
Americanx are knowledgeable about the program within the next few yoars., Much work remains
1o be done in achieving this goal, but a focused and cohesive public information campaign and
strategy has been in place and i3 currently being implemented. More imporiantly, tracking the
progress of these initiatives through PUMS has contributed greatly to the Agency's
effectiveness. This public cducation role for the agency s both eritical and challenging as the
ralion continnes to struggle with resolving the long-range Nnancing issues {acing the Social
Security systenm,

Diversity and the Challenge of Many Audiences:

Increusing racial and ethnic diversity of the American population has caused the United
States o become increasingly multi-cubural.™ The Census Bureau estimates that by 2050 more
than pne-third of the population {139 million people of a projected 383 miilion}, will be post-
1970 inmigrants and their descendants, This population growth rises several tssues for Agency
COMMUNICAON.,

The PUMS surveys indicate thiat public understanding of the Social Sceurity program is
gneven, with women and minority populations having comparatively lower knowledge levels
about the Social Security program and long-range financing issues. To rectify this situation, the
Agency will need to engage in more minority outreach, particularly with non-English media. 1ny
addition 10 minority outreach efforts, the Agency must be preparcd to address the Social Security
mtormation needs of women, Fally 60 percent of Social Security benefictarics are women, and
Socind Security represents a larger proportion of women's retirerment tncome than men’s. Thus
the Agency has targeted a number of public information materials to wemen, and many of s
public mformation matenials are available in Spanish, other non-English language versions, and
also Braille.

*The Securitics and Exchunge Conmission, in the contest of aesessing workers' setirement plunning. noted that
mws people were unahle o independently soit through conpiex eeonomic informmiion.

H As of 2000, African-Aniericans comprise 12 percent of the general popalation, Hispanies approximuiely U
pereent, and Asian Americans, the fasiest growing segment of the Amercan pomitation, 4 percent. Withia the sext
50 years, thuse percentages wili grow dramatically. African-Amaricans seg projecied 1o comprise 13 percent of the
population, Hispanics 1o more than 20 poereent, snd Asivs Ameriosns 10 mere than 1 poreent, with mech of this
increase resuliing from immigestion.
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However, the challenge is i getting these muterials 10 the audicnce for whom they are
ntended. One inttiative involves using dally press and penoadical publications 1o amplily lis
messages. The Agency is working 1o place articles regarding Social Security in national
women's magazines and 1o meet with ediiorial boards of those periodical publications about
topical Social Security tssues. Similarly, in 2000 there were about 500 periodicals and 325 radio
and television stations with largely Hispanic audiences for which the Agency is now developing
and marketing brief consumer-oricnted information articles.

The Internet is, as noted previously, an extremely promising informution ol. And that
is particularly true for certain sub-populations. For example, among Hispanic houscholds with
incomes over $35.000, nearly half had a computer at home in 1998, a 20 percent leap from just
two years carlier. Furthermore, over a guarter of this population uses the Interset,

Retirement Wave: The Baby Boom Generation

Intensificd coneems about retirement among the “baby boom” generation have made
{inuncial plapning an increasingly important communications issue that will remain so
throughout the next decade. In 2000, there were more than 80 million members of the “baby
baom™ generation {those individuals born between 1946 and 1964} who are in middle-age and
beginning (0 look toward or think about retirement.  Between 2000 and 2010 the population aged
65 and older will grow slowly, by aboul four miliion, from 35 million to just over 39 million, as
people horn in the 12305 and carly 19405 age. By contrast, between 2010 and 2030 with the
baby boomers aging, the aumbers will soar by about 30 million, reaching 70 milhion in 2030

The aging of America will alter soclety. In the years immediately ahead, the American
public will have ever-greater concerns about ensuring financial secority in retitement. The
Agency has worked very hard (o communicate information about a worker's rights and
responsibilities under the progran, as well as basic facts about the program, the philosophy of
the program, aad the non-retirement benefits provided by Social Secority.

But the dramatic demographic changes mean that the Agency needs to broaden #is public
information efforts to include more data on financial planning. For example, it is anticipated that
there will be fur greater public demand for more information about the jncome replacement value
of Social Security benefits, the already scheduled rise in the normal retirement age, the
retirersent earnings test, and cost-of-living adjustments. It is also expecied, due to a relatively
high divorce rate since the late 19605, that there will be a greater need for public information
about divorced spouse benefiis under Social Security.

Other federal government agencies, such as the Department of Labor and the Securities
and Exchange Commission, are alse undertaking national carpaigns 1o increase public
awareness about saving and investing for retirement, As more Americans aear reftrement age,
there will be a need for greater coordination ameng federal agencics and other ouiside
organizations regarding financial planning messages.

Broad pultic concern abowt financial security in retirement also presenis an opportunity
for cooperative educatton/information campuigns between Social Security and the private secior,
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inciuding banking and investment industry firms, and the life insurance industry. Becuuse Sociad
Security has always advocated a "threc-legged” financial stool for retirement security (Social
Secarity benefits, pensions, and individual savings), nressages involving sectors such as these
would be contplementary, rather than competitive.

In the immedinte future, the Agency must do more to help those individuals now in carly
to mid-50s understand the complexities of retirement decision-making, and working with other
government agencies and private organizations, provide them with all of the information needed
to make an informed decision.

Technology:

The communications revelution has not only changed the way the Agency distributes
information, it has changed the way it conducts business. The reason s clear - the Imernet 1s
growing faster than all other wechnologies before it radio was around for 38 years before it had
50 milhion listeners, television took 13 vears to attract 50 million viewers, and the Internet got
there in just four yoars, The Agency 1S pow committed to exploring options for greater usage of
the Interset, and the Cominissioner has committed the Agency to deploying a suite of services
over the Internet,

How the Agency prepares to continue to inform the public about Social Securily will be
tested as the population changes, the baby boomers begin to focus on retirement, and media
attention about the future of Social Security becomes more widespread, Certainly the need 10
develop new communications tools and new approaches will continue, and the gver evolving
developmeni of the Internet and other communications techrologies will demand that the
Agency be both guicker io recognrize and to adupt to o changing communications environneni,
But the “digital divide” also means that a public service agency such as SSA must be commitied
to providing Social Security and retirement planoing information in the ways that the American
public will weant it, and in & manner that is accessibie to 1. The necd for such a communications
approach by the Agency has net been greater since the creation of the program 63 years ago.,
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ExHisiT 3

Summary of the PUMS-II National Results

Introduction

The Social Security Administration (SSA) set a goal in its Agency Strategic Plan {ASP)
“to strengthen public understanding of Social Security programs.” To reach this goal,
SSA's objective is to ensure that, by the vear 2008, 90% of Americans will be
knowledgeable about Social Security programs.

in order {6 measure progress toward achieving this goal, SSA developed the Fublic
Understanding Measurement System (PUMS) to establish baseline data on the public's
knowledge and to track changes in the public's level of knowiedge through the year
2005, The PUMS initiative provides SSA with data and information needed to design
annual public education programs targeted to address specific knowledge or
performance gaps (e.g., areas where public knowledge is fower than 90%) and o
evaluate the effectivengss of SSA public education initiatives in achisving its strategic
objective.

SSA contracted with The Gallup Organization to develop and conduct the PUMS
surveys. At this point, national surveys have been compisted for 1998 and 1988
{referred 10 as PUMS-1 and PUMS-H, respectively). For PUMSH, a new section was
added to the survey instrument to measure the usetuiness and ease of understanding of
the Social Sacurity Statement.

in addition to the national survey, a ohe-year knowledge tracking study' was initiated in
November 1899, This study was designed 1o test the effectiveness of varicus forms of
public education and outreach in raising public awareness and knowledge of Social
Security. The knowledge-tracking study is being carried out in sixtsen communities
located in the Philadelphia, Attanta, Chicago, and San Francisco SSA regions. The
knowledge-tracking instrument also includes the section conceming the Social Security
Statement and an addiional section on local outreach and education awareness. The
results of the knowledge-tracking study will be available in the fall of 2000.

The national and knowledge-tracking survey instruments were developed through a
coliaborative effort between Gallup survey design experts and S8A officials. National
Academy of Social Insurance {NASI) and academic experts were also consulted during
this process. The resulting telephone survey instruments are 12 and 13 minutes in
length for the national and knowledge-tracking studies, respectively. Both surveys are
programmed in English and Spanish and offered in other languages when needed. Four
thousand (4,000) respondents were surveyed tor PUMS-II (400 in each S8A region}.

' The krowledge-tracking study is aiso known as the "Mova the Nesdie® study.
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Twelve thousand (12,000) respondents are being surveyed for the knowledge-tracking
survey (three thousand per quarter).

The purpose of this brieting book is to summarize the most notable findings of the
PUMS-II national survey, completed January 25, 2000,

Overall Knowledge Scores?

The overall knowledge level of the aduit population did not Increase significantly
between PUMSE- and PUMS-H. The results of PUMS-Hl indicate that §8.6% of the public
is knowledgeabhle about Social Security programs as compared 10 54.9% in PUMS-L

I addition, 24.1% of the public is "close to knowledgeable” (8.g., rasponded correctly to
11 or 12 of the 19 knowledge indicators) in PUMS-L.

Significant Changes between PUMS-I and PUMS-JI

The rasults of PUMS-I are significantly different from the results of PUMS-I for a
number of knowledge indicators. The following knowledge indicators received scoras in
PUMBS- that are significantly higher than the corresponding scores received in PUMS-1,

« Early retirement, Knowledge that an individual can receive some retirement
benefits before the full retirement age rose from 61.8% to 65.4%.

» Exact age of early retirement. Knowledge that the exact age of eligibility for some
retirement benefits is 62 rose from 45.6% 10 48.9%.

» Change in the retirement age. Knowledge that the age for receiving full Social
Security retirement benefits is increasing rose from 65.1% to 71.7%.

« Henefits relate to eamings. Knowledge that the amount of monthly Social
Security retirement benefits depends on the level of past eamings rose from
88.9% 10 91.8%.

The following knowledge indicators received scores in PUMS-! that are significantly
lower than the corresponding scores received in PUMS-L

s  Use of Social Security Taxes. Knowledge of the use of Social Security taxes fell
from 81.1% 1o 78.0%.

«  Fewer Workers, Future. Knowledge about the insufficient number of workers to
finance future benelits fell from 80.7% to 57.4%.

= Not Food Stamps. Knowledge that Soctal Security does not pay for the food
stamp programs fell from 80.2% to 46.0%.

it is noteworthy that the indicators that increased significantly have high personal
relevance while the indicators 1hat decreased significantly are more system-related.

? Raspondenis are considerad to be "knowladgeable" about Social Security programs if they respond
corracily 1o at feast 13 of the 19 knowledge indicators.
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Anothar significant change between PUMS-1 and PUMS-Hl is an increase in the level of
confidence that Social Security benefits will be available for the public when they retire
{trom 38% 10 44%).

Receipt and Awareness of the Social Security Statement

Two pivotal factors in increasing the level of public knowledge about Social Security are
receipt and awareness of the Social Security Statement.

» Receipt of the Statement increased from 20.3% in PUMS-{ to 24.2% in PUMS-H,
although the difference is not statistically significant.

» Awareness of the Statement increased significantly from 48.5% in PUMS-} of the
public 1o 62.2% in PUMS-L.

In addition to being stetistically significant, the increased awareness of the Social
Security Statement is meaninglul, because awareness generally precedes a perceived
need for information.

Relationship between the Social Security Statement, Knowledge, and
Confidence

Receipt and knowledge of receiving a Social Security Statement significantly increase
knowledge of Social Security programs. Sixty-eight percent (68.0%} of those who recall
receiving a Statement are knowledgeahle. Futhermore, knewledge about Social
Security programs significantly increases confidence that Social Security retirement
bengfis will be there for you when you retire. The relationship can be modeled as
follows:

Receipt of an 85 Statement = Knowledge + Confidence
Response to the Social Security Statement

The proportion of the public {24% or about 48 million people) who recall having received
a Social Security Statement had a positive response to it.

e 82.4% of the public (about 39 million peopie} report finding the Statement {o be
very to somewhat useful in increasing their knowledge of benetits thal may affect
them diractly,

+ 78.8% of the public {about 37 million people) report finding the Statement 1o be
very 10 somewhat useful in helping to determine their level of need for additional
sources of retirement incoma.

»  88.0% of the public {about 32 million people) report finding the Statement to be
vary to somewhat usseful in helping with their financial planning.
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o 83.7% of the public (about 40 million people) repon finding the Statement to be
very to somewhat easy to understand.

In addition, as a result of receiving a Social Security Statement, millions of Americans
report being much more likely to take action to increase their own financial security.

* 52.4% of the public (about 25 million people) repent being much more likely to file
the statement with their important records.

* 16.9% of the public (about 8 million people) report being much more likely to
contact the Social Security Administration for more information.

s 13.5% of the public (about 6.3 million people) report being much more likely to
contact a financial advisor.

* 16.1% of the public (about 7.6 million people) report being much more likely to
change their retirement plans.

Comparison of Social Security Statement and PEBES

The Social Security Statement is easier to understand than the PEBES document. Fifty-
eight percent (58%) of Social Security Statement recipients reported finding it to be very
easy to understand, while 50% reported finding the PEBES document very easy to
understand. Ease of understanding is also reflected in the likelihood of recipients to
contact SSA. One in five recipients (20%) of PEBES recipients stated that they are
much more likely to contact SSA, while just over one in ten (12%) of Statement
recipients feel likewise.

SSA Public Education Activities

While public need for Social Security information remains high, with over 20% of the
population having sought information about Social Security, the public's response to
SSA's public education activities is primarily positive.

» S8A continues to be the preferred source for information about Social Security
programs. Of the 22.8% of the public (about 46 million people) who requested
Social Security information, 80.8% (about 40 million pecple) report having
requested this information from SSA.

» Use of SSA's website (SSA Online) as a source of information more than
doubled from 1998 to 1999. Five percent {5%) of the public's reported requests
for information (nearly 2 million contacts) were made via SSA's website.

¢ 74% of those who both contacted SSA and received a Social Security Statement
{18 million people) were knowledgeable about Social Security programs.

304



CHAPTER EIGHT:
WORKFORCE INVESTMENTS

SociallSecuritylStrategiclGoald
Tolbelanlemployerthatlvalueslandlinvestslinfeachlemployeey

Security Administration (SSA} treated and invesied in s workforce, The legacy

of downsizing in the 1980s had a profound effect upon the Agency, and in the
1990s, the impending Retirenent Wave of the Agency’s work{orce received serious
consideration. Attesnpts to amehorate these issues, added w the other forees and advances in a
rapidly changing workplace environment, obliged the Agency 1o focus on its workforce, SSA
recognized the need to reflect the public i served, resulting in great advances in diverssity, The
relationship between its management and employess was recognized to be vital, and the Agency
hecame a leader in pattnership with lubor. Technology and other advances in the workplace
were beginning 1o be implemented with the goal of helping the work{oree 1o be valued, efficient,
and cifective,

Thc years from 1993 through 2008 marked significant changes in how the Social

The impetus for change was stimulated by the Chnton Admanistration. Just before the
second inauguration President Clinton and Vice President Gore called the new Cabinet to the
Blair House to discuss the issue of reinvention. They gave the Cabinet a set of papers that was
subsequently published in January 1997, called the Blair House Papers containing the principles
and idess for agencies to use 1o make further inroads towards better process designs and
customer service enhancements,

Up to 1994, hefore independence, the Agency focused heavily on customer service
initigtives. The Blair House Papers emphasized the importance of focusing on the Federal
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workforce — getting the best from employecs and raising the spirit of employces. The results of
National Performance Review’s (NPR) benchmarking studies indicated that the best in business
organizations devoted substantial resources and attention to employee development and
satisfaction. In addition, literaturc spoke to a strong and direct link between employec
satisfaction and customer satisfaction. With this as the backdrop, the Agency embarked on
initiatives to listen to the concerns and better understand the needs of s employees

In 1998, Vice President Gore directed the NPR to conduct the first ever government-wide
cmployce satisfaction survey, the NPR/OPM government-wide Employec Satisfaction Survey.
The survey was sent to 34,000 federal employees selected at random, including 750 Agency
employees. The survey created a baseline for measuring sclected reinvention initiatives,
assessed and benchmarked organizational change on key items, built on the Office of Personnel
Management (OPM} Performance America database, and supported the collection of a set of
balanced measures for lederal agencies. The survey was conducted again in 1999 and 2000,
reporting on and analyzing the results and developing an improvement slralegy.'

The Agency initiated its own surveys to better understand its workforce. The Agency
Strategic Plan included an objective “to promote an Agency culture that successfully
incorporates our values,” a part of the Agency goal “'to be an employer that values and invest in
each employee,” As a first step toward achicving this objective, the Office of Workforce
Analysis conducted an employee survey, the Organization Culture Survey, to help determine
what the Agency's organizational culture is, what 1t should be, and any gaps. A workgroup then
reviewed the results of both the Culture Survey and the results of the NPR/OPM Employee
Satisfaction Survey, and they developed an improvement plan including both short-term and
long-term actions to address any shorlcc)ming,s.2

In carly FY 2000, the Agency began plans to implement the employee measurement
strategy of the Market Measurement Program (MMP).* Based on research that indicated
employce satisfaction was most strongly influenced and determined at the local work unit level,
a plan was developed for a comprehensive satisfaction survey that would provide information
ahout satisfaction with the local work environment. This survey was intended to support and
complement the Culture Survey because the it provided the Agency with information at the
organization Icvel and identified issucs that nced addressing. It also tdentifted issues that may
lend themsclves to local solutions, but the information was not aggregated in a way that enabled
the Agency to focus at this level. The MMP employee survey would solve this gap by focusing
at the local level, and would also enable the Agency to address work place improvements
identified in the OPM/NPR employce surveys.

: Survey results are in the Archive material.

2 [mprovement Plan is in the Archive material.

* See description of MMP in SSA report “Gathering and Using Customer Information to Improve Service to the
Public™ issued March 2000,
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In Sepientber 2000, the Agency hired a private contractor 1o plan and admiaister a test of
an employee survey process that would:

s Provide up-front communication prior 1o conducting the survey to explain the
putpose and importance of the survey to emplovees and managers;

»  Ask questions market ested and validated to link to employee productivity;
» Be simple is order 10 increase the likelihood of 4 higher response rate; and

s Include a process for using the survey results using {ull participation of employees in
planning Emprovements in thelr work onit based on the results.

The success of this initial pHot will result in its foll implementation of the survey process
for all emplovees.

Morc importantly, during the years from 1993 10 2000, the entire Agency grew to fully
recognize that increased public trust and fanth ip the Agency and the programs it administers can
only aceur i the Agency demonstirates that # s a well-run organization whose employees feel
valued and well-treated, |

DIVERSITY

n September 18, 1998, the Advisory Board on the President’s [nitiative on Race

concluded its work and presented a report containing s final recommendations

to President Climon, The repori contained the Board's observations on what
they had seen and heurd ubout ruce and its imipact upon communities throughout the country.
The President’s Initiative on Race later cvolved into the President’s Initiative {or One America,
and President Clinton cstablished o permanent White House Office on the President’s Initiative
devoted to helping bridge the racial and ethnic divides in our society and to working o forge
few coalitions nernss lines of color and class.

Ta keeping with the President’s Initiative for One America, in his OQuth of Office address,
aewly appointed Social Sceurity Commissioner Kenneth S. Apfel, affirmed his commitment to
establishing a diverse workiorce. He stated, | A]s the Agency enters the next century, we should
continuc to strive toward achieving a workforce that is like America: young and old, male and
ferale, African American, Caucasian, Hispanie, Pacific- Asian, Native American, those with
disabilities and those without.”

Although the Prestdent’s Initlative for One America was nol mstituted unitl 1998, the
Agency has a long history of activities supporting the Initimive that precedes 1998, Throughout
the period from 1993 through 2000, Special Emphasis Programs, Special Emphasis Managers,
and Equal Employment Opportunity (EEQ) Advisory Groups had an instrumental role in
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promoting cultural diversity within the Agency. The Agency developed and monitors an
Affirmative Employment Plan that identifies the representation of equal employnient opportunity
groups in #is workforee, and recruitment efforts are targeted to address under-representation.
EEQ Advisory Groups were established to advise the Commissioner regarding the employment
concemns of women, minoritics, and disabled employees as well as the service dehivery needs of
the Ageney’s customers. The Agency also used special hiring authorities to recrull employees
with disabilities, and provided reasonable accommodations to erable these enployees (o huve a
level playing field.

PROGRAMS AND POLICIES

necial Emphasis Programs were estublished in response to Presidential Executive

Orders. The programs” were the Asian Pacific American Program, Federal

Women's Program, Hispanic Employment Program, Minority Concerns Program,
and the Program for the Employment of Persons with Disabilities. The Asian Paciiic American
Program was established in 1992 to give attention to and focus on that fast growing, complex,
andl diverse group which had previously been part of the Minority Concerns Program. The
Federal Women's Program was esiablished to enhance employment and advancement
opportunities for women. The purpose of the Hispanic Employiment Progriun was (o ensure that
Federal employers recrait and hire Hispanics and once hired, provide them with carecr
development oppontunities. The Minority Concerns Program was initially estublished to address
the employment concerns of African Americans, Asian Pacific Americans, and Americans
Indians, and (O improve services to their communities. The Program for Employees with
Disabilities gave technical advice, leadership, and guidance 1o managers in providing greater
career opportunitics 1o employees with disabilities,

EEQ Advisory Groups were also formed to advise the Commisstoner and other Agency
managers of the employment and service delivery concerns of their constituencies. The advisory
EIOUPS W

» Black Aflairs Advisory Councit {(BAACY;

o Nutional Advisory Council for Employees with Disabilitics (NACED),

»  Hispanic Affairs Advisery Council (HAAC),

»  Pucific Aslan American Advisory Council (PAAAC)

* Fall-time Speeial Bmphasis Program Managers, located ar the headquariers conmplex, dintinister puch of the
Special Bmphasis Programs, In the regions, Civil Rights and Egual Opportunity Managers administer the Special
Bmphasts Programs, "These managers conduct activities promoting the employinent and advancement of their
mpmbers: shey pravids sivice and reforral services o feld and headguaniers persenngd on matiers (that include
minority recrulimon]. commusity outreach, complaint of discrimination, ard carger developiment.
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¢ Women's Affairs Advisory Committee (WAAC), and
¢ American Indian Alaska Native Advisory Council (AIAN).

These groups met periodically with the Commissioner and other members of the
Executive Staff, pursued initiatives of interest to their groups, and held training conferences
where employces and management came together to talk aboult service delivery, recruitment,
training and career development and advancement. For example, the mission of HAAC is to
ensure courtcous, respectful, and sensitive treatment of all clientele, including non-English
speaking persons. HAAC pursues this goal by educating others about the shared responsibility
1o provide services with sensitivity, and by advocating for and supporting the recruitment,
development, and advancement of Hispanic and bilingual persons throughout the Agency.

AFFIRMATIVE EMPLOYMENT PROGRAM

The Agency had an Affirmative Employment
Program (AEP) Plan for women and minoritics to assess the
state of equal opportunily in the Agency. The AEP Plan
was 4 tool to strengthen EEO for women and minorities by
identifying specific areas of under-representation, barriers to
equal opportunity, and concrete actions to correct identified
deficicncies. The completed plan containced:

[) Program analysis detailing the status of 88i Training Class resembles United Nations,
affirmative employment efforts within the
Agency;

2) Description of identificd problems and barriers in personncl and management
policies, practices, systems, or procedurcs; and

3) Statement of objectives and action items to resolve identified problems and barriers.

Numerical objectives were established when the work{force representation of an EEO
group is severely below their corresponding civilian labor force (CLF) representation. The
purpose of numerical objectives was 10 attain a workforce that was reflective of Americu; the
objectives were goals, not quotas, stated in terms of a percentage of available opportunities.

A separate plan, the Affirmative Action Program Plan for People with Disabilities,
addressed the hiring, placement, and advancement of individuals with disabilities. Additionally,
the Agency usced a Disabled Veterans Affirmative Action Program Plan to enhance employment
opportunities for disabled veterans. The AEP program enabled the Agency to identify
imbalances in the workforce and take corrective actions.
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The SSA workforce consisted of 62,394 full-ttme and part-time permanent emplovees as
of FY 1999, a decrease of 2,979 employees since FY 1993, While the workforee has decreased,
it has become more diverse as a result of increases in the representation of women, inorities,
and employees with disabilities. The overall representation of women and minorities in the
Agency excecds their representation in the ({CLF). Waomen ke up 70.7 percent of the
Agency’s workforee compared to 46.5 percent for the CLF. Minaorities make up 40.2 percent of
the Agency’s workforce compared t¢ 27.2 percent for the CLE

As g result of targeted recruitment efforts, the workforce representation of Black men,

Hispanics. Asian Americans, American Indians, and employees with disabilitics have increased
since FY 1993

Percentage of Total SSA Workiorce

EIFY 1993
25 FY 2000

Biack Men Hispanic Asian American Disabled
American indian

HRECRUITMENT STRATEGIES

In 1980, the Agency had over 84,000 employees, with this number decreasing over 20
percent during the downsizing that occurred between 1980 and 1989, While the staffing level as
of FY 2000 was close 10 62,000 full- and part-time employees. workloads continued to grow and
were predicted 1o rise even move as the “baby boomers™ reach retirement age,

As of FY 2000, the Agency possessed a mature workforee; the average worker was 46,7
years old and had an average of 20 years of Federal service. As large numbers of experienced
employees prepared 1o leave, often with 25-35 years of service, the Agency recognized that those
who follow were not likely to remain in the organization for such lengthy periods. These facts
helped shape the new recruitment and retention strategies needed.

In 1996, the General Accounting Office ({GAO) provided a report to Congress entitled
SSA Faces Challenges. The report stated, “{the] S8A must build a workforce with the {lextbility

S The CLF comprises of persons 16 years of age or oider whos weee employed or secking employnient, Porsons ia
the Armed Porees are excluded fram the CLE, CLF daa camues from the (fice of Personne! Mupugements 1999
Annudl Report 1o Congrisss on Fiderdd Equal Opporiunity Recrutinient.
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and skills to operate in a changing cnvironment.” In 1997, the GAO reported to Congress with
the report, Significant Challenges Await New Commissioner. This report described challenges
surrounding the issue of building a workforce with the flexibility and skills to operate in a
changing environment, including a changing employee and client base.

In 1997, the Agency published s first strategic plan since independence, and the
importance of workforce planning was reflected in the Agency Strategic Plan (ASP). One of the
objectives listed in the ASP was “to create a workforce 1o serve SSA’s diverse customers in the
21% century.” The Agency recognized the nced for the workforce to reflect the diverse
population it serves, both today and as demographic changes occur in the future. To accomplish
this, both a short-term and a long-term recruitment strategy to recruit employees from
histortcally underrepresented groups were developed.

In October 1998, the Agency compared its diversity profile with the CLF and determined
that it was severely under-represented in three EEO groups: Asians, Hispanics, and persons with
severe disabilities (PWD). Further, based on the Census Burcau’s year 2000 projections, without
a concerted recruitment effort, this gap between the CLF and the Agency’s workforce would
widen for these three groups. In response, the Agency developed a short-term recruitment
strategy to begin climinating this gap and to take itself through the FY 1999 rccruitment cycle.

The strategy proposcd consisted of four action items:
¢ Advertising career opportunities via the internet and in key minority periodicals;
* Providing an c-mail application process;

s Establishing and/or strengthening our tics with State employment and vocational
rehabilitation offices and secondary education placement centers; and

o Establishing multi-disciplinary recruitment teams with hiring authority to visit
predetermined colleges and universities and attend recruitment fairs.

While this short-term strategy was in effect, the Agency made greater use of the Schedule
A® and Outstanding Scholar’ hiring authorities to recruit new employees from underrepresented
groups. In addition, the Agency had also utilized the Office of Personnel Management's
Certificates of Eligibles to find candidates for employment who did not qualify under the
aforementioned hiring authoritics.

In May 1999, the Agency introduced its long-term strategy to address the under-
representation of Asians, Hispanics, and employces with disabilitics. This strategy expanded
upon the framework alrcady established in the short-term strategy and was designed to promote

® Schedule A altows persons with disabilities to be evalualed and certified by State Vocational Rehabilitation
Centers and appointed non-competitively.

?'This program allows college graduates from underrepresented groups who have completed their undergraduate
programs with a 3.45 GPA or bester {or finished in the top 10 percent of their gradusting class) to be hired non-
competitively.
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the Agency as the craployver of chotce, The fong-term strategy, which is intended to carry the
Agency through the yvoar 2013, includes a marketing strategy, formal recruitment methodologies,
and g system to monitor progress and hold components accountable,

In specific, the long-torm strategy included:

¢ Improving and expanding the recruitment relationships with colleges and untversities
that have high concentrations of the under-represented groups in their student
populations;

» Creating stronger neiworks with State vocational rehabilitation and employment
offices and the Department of Veterans Affairs in all states, Puerto Rico, and the
Virgin Isles;

o Using displaced private indusiry employees 48 a recruitment souree;

+ Using emplovment incentives {c.g., recruitment sigaing bonuses, a tuition
reimbursement program, hiring al higher grade levels, paying relocation expenses,
ete.} to ativact top computer science candidates;

* Advertising extenstvely in key publications marketed to targeted populations;

+ lonvesting in promotional items (e.g., pens, cups, notepads, mousepads, kevchains,
mini-flashiights, etc.) with SSA logo for distribution at recruitment cvents;

e Participaling in the President’s Committee for Employment of Persons with
Disabilitics Workforce Recruitment Program; and,

¢ Developing tailored recruitment packages for regional and field managers, including
a pamphlet entitled “Working for Soctaf Seeurity™ and other employment
information.

As o formal recruitment methodology, the long-term recruitment strategy recommends
the establishment of multi-discipline recruitment teams 1o conduct on~campus recruitnient al
predetermined schools, advertise vacancies, and maintain an Agency presence al career fairs.
The teams are o include & Personnel Office representative familiar with hiring authorities, an
employce from the group targeted for recruitment with whom potential candidates can identify,
and a representative from component for which candidates are being reeruvited who can talk
about the availabie postlions.

As a result of implementing our recruitment strategies, the Agency m FY. 1999 und FY
2000 hired Asians, Hispanics, and persons with disabilities al a rate significantly greater than
their representation in the CLE. In FY 1999, the Agency hired a total of 2,803 new cmployees,
and in FY 2000, as of August 30, 2000, the Agency hired 2,366 new employeex
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Comparison of Hiring Percentages
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As depicted in the charts below, the workforce representation of Asians, Hispanics, and
persons with disabilitics is moving steadily closer (o parity with their CLF representation,

Percentage of Total Worlkdorce
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In 2000, the Agency recetved recognition for its progress when Equal Opportunity
Publicattons (EOP}, an outside organization, published u cover article culling S8A a model
emiployer for improving the representation of persong with disabilitics in their Winter 1999/2000
issuc of CAREERS & the disABLED magazine.

AMERICAN INDIANS AND ALASKA NATIVES INITMATIVE

Although American Indians and Alaska Natives were not under-represented in the
Agency’s workforce, their numbers in the CLF had been so small they were not initially included
along with Asians, Hispanics, and persons with disabilitics for special recruitment activitics. In
March 2000, the Agency hosted an American Indian and Alaska Native Serviee Delivery
Conference in Deaver, Colorado to explore how to better serve and represent these communiiies.
The conference served as a catalyst shifting attention and focus to this group,

The conference was attended by representatives from over [20 tribes, and the
Conference’s programs and activities focused on ways to merease their representation in the
Agency's workforce and improve outreach and service delivery o American Indians and Alaska
Natives. As a result, the Agency established an American Indian and Alaska Native Exeoutive
Steering Committee (0 develop and implement projects that would achieve the goals of
increasing the workforce representation of American Indians and Alaska Nutives and Improving
services to their communities. These goals included such steps as establishing a Cooporative
Education Prcagrams for students of Tribal Colleges and Untversities and extablishing a formal
rekattonship with the National indian Council on Aging so that 4 could aceess the Counal’s
extensive database on the public information needs sad demographics of American Indiany and
Alaska Natives. In addition, the Agency developed a communications plan targeting American
Indians and Alaska Natives.

The Ageney also promoted the coultural awareness of its own workforce to the needs and
concerns of this constituency group. A two-part inieractive ieleiraining video series wag
broadeasted, delivering cultural and awarencss training. Part | provided a broad prospective of
the diversity in American Indian and Alaska Native coltores. In Part 1L, an Agency panel of
American Indian employees representing various tribes discussed Social Sccurity claims, legal
and urban ssues, and views from life on rescrvations.

DisaABLED INDIVIDUALS: REASONABLE ACCOMMODATIONS

The Agency has always prided isell in providing reasonable accommodattons (o the
known physical andfor mental limitations of qualified applicants or employees with disabilities
{EWD),

3 The progeam authorizes the Ageney (0 hire 25-50 students each year for service delivery positions: studests will
aiend college full-ime and work part-time cach semesier.
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I 1993, the Agency began purchasing adaptive devices and personal computens
configured with adaptive device softwarc/hardware, The Office of Civil Rights and Egual
Opportunily continued to manage the Ageney's Full Time Employee (FTE} Pool that provided
readers for blind and low-vision employees. personal assistants for severely mobility-impaired
employees, and sign language interpreters for field offices with severul deaf employees. In 1993,
the Agency emploved 450 employees with scvere disabilities,

In 1994, SSA {urther progressed in dealing with its disabled eniplovees. An Assistive

Device Support Help Desk was established in the Agency™s Madel District Office 10 take calls
from emplovees exporiencing technical difficulties with their adaptive hardware/software, and
the Agency began the Accessible Computer Configured Emplovee Support System {ACCESS)
project. The ACCESS project had oversight responsibility for purchasing aduptive technology
and upgrading obsolete equipment (Le., I8 work became part of the Agency’s procurement
projects), providing cmployees with disabilities full accessibility to the Agency's computer
syslems eavironment,

The Agency received recognition {or its progressivism, On September 8, 1994, the
Agency received o "Golden Hummer™ Reinvention of Government Award to recognize the
Agency as “Heroes of Reinvention” for integrating adaptive hardware and software into the
Agency’s infrastructure and designing training programs to meet the needs of employees with
disabilities. lu addition, on October 20, 1994, the ACCESS workgroup was presented with an
HHS Secrelary’s Continuation Improvement Recognition award jor their efforts ensuring that
Agency employees with disabhities would have full access w the new IWS/LAN system.

During 1995, the Agency provided ressonable accommodations 1o 575 of iis employees
with disabilitics.” Il awarded contracts that significantly improved accessibility for emplovees
with disabilities:

« Training for conployees with dissbilities provided computer und adaptive devices af
the employee’s worksite {gencrally on a one-1o-0ne busis}, nationaliy,

¢ Provide volce-getiviied computer workstations to employees with mobility
tmpairments (1.2, voice-activated systems aliow employees who do not have total use
of their hands or upper bodies (¢ use computer programs “hands free™).

The first Agency wide contract for sign language interpreter services for deal employees
was awarded v June 1995."% The contract was established to support the needs and provide
reasonable accommadation for deaf employees, and it provides for nine full-time on-site
interpreters at Agency headquarters as well as providing for interpreter serviees in field offices.
In addition, an Employees with Disabilities inter-component Workgroup was formed o prepare
for the large deployment of 1,742 local arca networks and 56,600 compuier workstations
naticnwide; the workgroup made the necessary plans and perflornmed integration esting (o msure
that assistive technologics would be part of the national IWS/LAN roliout,

? Combined budget of $3.5 million was used to process and provide reasenable accommodations for pyer 500
requcsts, '
9 The cost for interpreier services in 1995 was $385,102.
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The Agency was again recognized for its progress in 1996. The Ford Foundation and the
John F. Kennedy School of Government selected the Agency as one of 25 finalists (from 1,560
applicants) for the 1996 “Innovations in Government Award™ sponsored by Harvard University;
the Agency was awarded a grant of $20,000.

As the national IWS/LLAN rollout entercd 1998 and 1999, the Agency processed another
450 and 430 IWS/LAN sitc orders, respectively, for employees with disabilities. In recognition
of its successes, the Agency received the Stevie Wonder Vision Award-Siemans Award of
Excellence'' and the City of Baltimore Mayor's Commission for Disabilities Kurt L. Schmoke
Public Employer of the Year Award.'? The Agency also provided refresher training' on
adaptive equipment. In addition, the EWD Workgroup designed a resource site on the Intranet to
provide information for employees with disabilities and their managers regarding available
devices and other helpful suggestions. This workgroup was given a special budget under the
Agency’s Diverse Workforce Key Initiative to use for special needs such as preparing training
materials in accessible format and for ensuring that all training centers were accessible to
cmployeces with disabilities.

In 2000, the Agency processed over 500 rcasonable accommodation requests, and in
adherence with recent Executive Orders,'® continued its long-standing commitment to hiring
people with disabilities through its competitive hiring process and the Selective Placement
Program. In support of these Executive Orders, the Agency committed itself to hiring 1,300
additional persons with disabilities, or 13 percent of its hires for FY 2001-2005. Once hired, the
Agency strived (o insure that employees with disabilities were provided with equal opportunity
in the workplace environment.

Throughout the Clinton Administration, the Agency worked hard to make its workforce
accurately reflect the community it serves. By doing so, the Agency 1s better equipped (o serve
the public in an appropriate, effective, and efficient manner. While the Agency is not
underrepresenied as a whole in minority employees, targeted recruitment of specilic
underrepresented groups such as Asian Americans, Native Americans, and persons with
disabilities led to targe gains in both the recruitment and retention of these groups. Detailed
initiatives to retain these underrepresented groups complemented these recruitment cfforts, and
with leadership initiatives {rom Commissioner Apfel, great strides were made.

" Siemens Nixdorf Information Systems gave the award to the Ageney for being proactive in secking to employ
blind and visually impaired persons.

2 Awarded for the Agency's high levels of hiring people with disabilities.

At a cost of $230.000,

" EQ 13163 (“Increasing the Opportunity for Individuals With Disabilities To Be Employed in the Federal
Government™) and EQ 13164 (“Requiring Federal Agencies 1o Establish Procedures to Facilitate the Provision of
Reasonable Accommodation™): both signed and promulgated on July 26, 2000.
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PARTNERSHIP

1 1993, President Clinton signed Executive Order {EQO) 12871, "Labor-Management

Partnership,” mandating federal agencies to involve employees and union

representatives as full partaers to identify problems and develop solutions to
accomplish the Agency’s mission, By working in partnership with the American Federation of
Government Employees (AFGE), the exclusive representative for approximately 50,000
bargaining unil employees, the Agency hoped to foster a much closer relationship botween the
union and management to create kngible benefits in service, cost-effectiveness, productivity,
efficiency. and quality of its work environment,

Prior 10 EO 12871, the history of labor-management relntions in many federal agencies
was one of internecine conflict; S5As story was simslar,  Labor-management refations were
strained at best and dysfunctional ot worst. However, the Agency applied itself 1o implementing
EO 12871 vigorously, and both iis management and union leadership saw an opportunity to
break out of old patterns of behavior, It is this joint commitment, reaffirmed in the 2000
SSA/AFGE Ratification Agreement,'” that has made partnership an effective effort.

To address and formalize
partnership at the mational fevel, the
National Partnership Counci! {(NPC) was
formed in 1994 comprized of high-level
members in both the vnion und the
Agency."® The charter was signed on June
22, 1994, and i stated #s purpose to be
“...1o design, implement and maintain
within S5A a cooperative. constructive
working relationship between AFGE and
management 10 identify problems and craft
solutions.” The NPC strove to improve the
day-to-day operations of the Agency’s
service delivery, help the icadership make

. i Commissioner Shirley Chater and President John
betier deeisions than would be possible Sturdivant of the AFGE signing the NPC charter.
under traditional bargaining and

consultation procedures; develop o framework within which managenent and the union can drafl
cffective partnership decisions; and ensure tha the process should be interest-based (i.c., that the
legitimate needs and imterests of all participants must be examined and understood before
gencraling options),

" See Exhibit 1.

'* Membership cunsists of the Cammissioner, Principal Deputy Commissioner, six Deputy Commissionors (or their
Assistan{ Doputy Conunissionor), aud for (he yaion, the AFGE Presiieny, Goserat Committes Spoekesperion, and six
Componsnt Heads {or their Principal Designesd, The NPC currently G of November 2881 mwets the first Mongay
af every momb,
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The NPC's objectives were:

= bmprove 88A°s service delivery;

s Help SSA’s leadership make betier decisiony;

* Deal with Agency-wide issucs: and

» Generate guidance for lower level parinership levels.

The NPC worked towards achieving these obicctives in many ways. For example, it
encouraged the formation of parinership councils throughout the Agency. Origiaally. these
councils were mandated to, among other things, cstablish alternative dispute resolution (ADR)
methods and options for informal disposition of employment disputes.

Prior to independence, the Agency’s ADR program was rudimentary with no coordinated
approach, Since then, the Associate General Counsel for General Law has assumed the role of
the Agency’s ADR Officer and has been the focal point of its ADR efforts. In conformity with
the Administrative Dispute Resolution Act (ADRA) and the President’s directive on ADR, the
Agency complied with the specific requirements of the ADRA and established ADR programs in
various areas, Furiher, the Agency extensively trained managers and employees in ADR
technigues: these techniques have been applied to enllective bargaining and labor-management
partrerships s well as in resolving coployees™ complaints of discrimination. These initiotives
reselted in a marked decrease in the number of grievances and unfair labor practices filings.

Forexample, the number of arbitration requests from the period 1994 through 1996
showed a reduction from 488 requests in 1994 down 10 331 in 1996."7 The principles of ADR
have helped 10 reduce other types of litigation; the number of unfair labor practice charges filed
in 1993 wax 382, but fell to 167 in 1999, From the period 1994 through 1999, the number of
union-manugement grievances decreased from a high of 465 in 1994 to only 171 filed in 1999,

The local partnership councils dealt with issues that might otherwise have required
negotiation or litigation, and their success allowed the scope of their work to grow {rom
personnel issues to encompassing the facilitation of work processes. Partneeship councils deaht
with matters relating to customer service, operational efficicacy, employee empowerment, and
labor-management issues. These partnership efforts resulted in enhancements in career
opportunities, estabhishment of developmental programs, and joint efforts o improve family
friendly practices within the Ageney.

In changing the relationship that existed between fabor and management, which was
largely adversanal, the NPC provided for systematic training of agency employees in consensus
building methods of dispute resolution. At the direction of the NPC, training progranss and teuin-
the-trainer sessions were developed in interest-based bargaining (IBB) covering partnesship

'TThe Philadeiphia Region alone realized annual savings of approximately $36.000 based solely on the reduction in
the number of gricvances sdvanced {o arbitratian doring that period,
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principles, conflict resolution, consensus decision-making, and other IBB wechnigues. This
training consisied of the following:

« In May 1994, top Apency executives along with the AFGE Council Presidents
attended a 3-day trasning seaston that included interest based techniques, consensus
decision-making, und conflict resolution.

* Partnership councils (20 Agency-wide) received 3-day training sessions conducted by
Syracuse Univesity, emphasizing contlict resolution, consensus decision-making,
and BB problem solving techmigues. The remaining councils received similar
training provided by a variety of sources, including the Federal Mediation and
Conciliation Service (FMUS) and intemal Agency resouroes,

s By 2000, the Ageacy had trained a aational cadre of 220 facifitators in IBB problem
solving, consensus decision-making, partaership principles, and various tools and
techniques 0 help group processes, The faciiators would help address and resolve
all types of problems and issucs,

As partnership councils continue to be established, training will be an onigoing process.
As the Agency and the union work in o collaborative fashion, this training will gradually provide
the groundwork for a culture change throughout the organization,

One of the requirements in EO 12871 was for agencies (o cvaluate the impact of
partnership on its erganizational performance. The Agency, on Tuly 8, 1997, formed the
Partnership Evaluation Team (PET) to conduct an objective evaluation of how the process had
been operating since its implementation. The NPC issued the reany’s veport in March 1998, and
i emphasized how the Agency had benefited from working together since its inception. The
issuance of this report made the Agency the first to complete an agency-wide evaluation of the
effccts of labor-management partnerships on organizational performance, and the report
identified over 1,500 activities that have aided effcctiveness and performance and that had been
mitiated through or enhanced by partnership.

The PET found numerous examples of components that had been working with divisively
polanzed relatinnships between management and their union counterparts, Afer identifying
these problem sifuations, and ther implementing jointly developed plans {or partnership, many
were then able 1o work in collaboration. Moreover, these parinerships often times grow beyond
their initial involvement in personeel issucs and becwne problemesolving teams on methads
make the Agency serve its cusiomers hetter.

The NPC and the PET wore recogaized for their successes in September 1998 with their
receipt of the John N. Sturdivant National Partnership Award, The award cited the SSA/AFGE
joint effort as ... an outstanding example of how labor-management partnerships are meeting the
National Partnership for Reinventing Government's goal of a governiment thal works better anid
costs lesg.”
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The SSA and the AFGE dealt together in partnership on many initiatives that have
improved customer service (e.g., the 800 number telephone service; systems expansion; the
reinvention of work processes). Other initiatives showing strong union and Agency cooperation
included the Agency’s 2010 Vision workgroup, which is helping to develop the customer service
plans and goals of the future.

The NPC realized the importance of sharing policies, philosophies, and communicating
with these councils, and thus sponsored a partnership conference in June 2000. Council
members, high level union and management officials, and speakers such as Janice Lachance,
Director of the Office of Personnel and Management (OPM), and David Feder, Assistant General
Counsel of the Federal Labor Relations Authority, communicated their views and experiences.
They also shared information about the types of resources and assistance available throughout
the federal community to assist in establishing and maintaining workable partnerships. The NPC
also used this forum to present the SSA/AFGE Partnership Recognition Awards to cimployces
who had worked tirelessly and diligently over the previous yecar on partnership initiatives.

The NPC chartered a second workgroup to update the inventory of partnership projects
and activities to determine if they had increased, how they may have changed, and the types of
issues being addressed since the first evaluation report was released. In March 2000, this new
tcam submitted its report to the NPC, identifying a total of about 400 new activities being taken
by partnership councils. As with the first study, the responses showed that the councils have
focused on a variety of matters-dealing with customer service and operational issues.

The President’s Memorandum on Reaffirmation of Partnership issued on October 28,
1999, required Federal agencies to report on progress being made in achieving the goals of the
memorandum and the directives set forth in EO 12871, On Apri! 14, 2000, the Agency
submitted its report to the Office of Management and Budget (OMB}) for the President. In that
report, the Agency highlighted the ways in which we have met the objectives by citing the many
examples of partnership activities.

Since the latest report was released, the number of partnership councils increased (o 67 as
of August 2000. The councils were very productive and constructive in dealing with issues of
concern to both the union and management. Through this continually evolving process, the
Agency and its union, the AFGE, worked together to find ways to enhance the working
environment through developmental and growth opportunities, to facilitate elforts to address
productivity and efficiency, and 1o limit fiscal costs to the Agency.

By taking the initiative in partnership, the SSA fostered a close relationship between the
union and its management for the benefit of both its internal and external customers. Internally,
employees have felt more invested in management decisions, and frictions between union and
management were resolved through ADR and other less costly and adversarial methods.
Externally, suggestions for improved work processes came directly from those performing the
work, increasing efficiency and creating cost savings for the American public. The investment
by the Agency in this initiative had borne fruit and resulted in concrete progress.
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TECHNOLOGY: IWS/LAN AND THE INTRANET

the public bui also in how 1t does s work, While #s workioree is one of Its most

valuable assets, technology is equally inportant because i 18 essential o the
effectivencss of that workforce and indispensable 10 the success of the Agency's business
approach. By providing the resources necessary and investing in the technology needed. the
Agency has reaffirmed to its workforce that it tnkes seriously the new challenges of increased
workload and government streamiining. SSATs investment in technology indicated the value the
Agency placed on its workforce. The years from 1993 through 2000 were characierized by a
surge of advances in providing the necessary techaological tools o ifs employees to perform
their work. Without this type of investment, the Ageney would jeopardize its commitment to
hiring and maintaining a highly skilled, high-pecforming, and highly motivated workforce that is
critical {o achieving the Agency’s goals.

F ast changing technology has significantly affected pot just how the Agency serves

The Agency’s ability to meet customer expectations and service depends on the expanded
use of automation. The success of 8SA to use technology 1o support improved or redesigned
processes rests on a strategic technology infrastructure that provides antomation at the
emiployee’s desktop, makes needed information immediately accessible in electronic form, and
moves toward a paperless processing enviroomenl. The Agency established the Architecture
Support Staff to coordinate the efforts of its Information Technology (IT) community with
respect to the establishment and maintenance of an Enterprise-wide Information Technology
Architecture (EITA). The Staff supports legal mandates'® and federal guidelines",

While the push for betier technology has been a constant through the Clinton
Administration, the urgency had varied with time and circumstance, The early years of the
Agency under DHHS were characterized as a slow evolution. Hardware and soliware
improvements were done slowly without an overarching vision. There was no clear conception
of how technology was going to completely change how Social Seeurity does its work.
Independent Agency staius allowed SSA to move more guickly in ereating an automaied work
environment.

Commissioner Kenneth Apfel and members of his leadership eam embraced the conmng
changes, and provided the vision and energy to push forward from such sctbacks as the PEBES
online privacy predicament. While an important learning experience, it made the Ageney
slightly cauttous in its approach to technological chauge and risk wking, But in recent years the
Agency’s icadership had become very strong proponents of lechnology, and have created the
cnvironment and the push for SSA to bacome 2 leader in the Federal Government in technology.

'® Such as the Clinger-Coben Act of 1996 (Public Law 104-106) which nssigns the Ageney's Chigf Informupion
Gtficer the respomsibility of devetoping, maintaining. and facilitating the implosentation of I'V architecture (ITA),
" Such us the Jure 1997 momerandum from the Offiee of Management and Budget {OMEB Memerandum M-97-16)
prividing gaidance w0 federat agencics on the dovelopmen and implementition of ITAL In sccordanee with OMB
puidance. the ITA should Integrate the husiness processes and goals of the ageney with IT aoguisitions snd should
focus on work processes, information Jows, and standands.
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INTELLIGENT WORKSTATION/LOCAL AREA NETWORK {IWS/LAN)
INSTALLATION

program and Hs eatire business approach. # facilitated many of the planncd

productivity improvements and enabled full reenginecring of the disability process,
including processing time reductions and other improvements projecied in the redesign, It will
provide greater capacity and increased processing capabilities essential Tor the major service
delivery and process redesign initiatives,

Tﬁe IWSA AN initiative was the linchpin for both the Agency™s customer service

In 1993, the Agency’s Information Technology Systems Review Staff (ITSRS)
recommended funding sirategies that included mainienance of separate placeholders for
budgeting A gency workstation/software upgrades in anticipation of users’ needs. This actually
occurred prior 10 the IWS/LAN project implementation. The TSRS also responded to concerns
expressed by the Government Accounting Office (GAQ), the Office of Management and Budget
{OMB}, and the Cn}nj%rcss concerning the IWS/LAN imtiative. This work helped promote
support and funding™ from these bodies required 10 move forward with an IWS/LAN strategy.
They also recommended funding strutegics for wide arca network enhancements, support
services, and expanded telecommunications infrastructure required for IWS/LAN fulure
implementation. '

The original decision (o provide intelligent worksiations to every employee, interconnect
41l the workstations by LAN, and connect all the offices to the regionul computer centers/
National Computer Center by wide area potwiork was made in 1993, With over 60,000
employees in over 1,600 offices nationwide, the Agency redesigned and prepared each facility
nationally with new data cables and an upgraded electrical system.

Beginning in 1994 the Agency, with the support of GSA, began site preparation of all
Agency offices at an average rate of ane otfice each working day. The GSA used innovative
methods (o meet the Ageney’s needs in an economic manner, and mainframe computers and
specialized software were used 0 track the stie prep process and keep the progran: on schedule.

A seven-year IWS/LAN contract™’ was awarded on June 14, 1996, and it provided for the
instaliztion of 1,742 LANs comprising 56,000 workstations at sites nationwide. Meaningiul
discussions with vendors during the acquisition process provided necessary information while
protecting the integrity of the acquisition process.

in Decernber 1996, the Agency began the installation of the National IWS/LAN contract,
which by 1997 was complicicd in 487 sites. Additional worksiations and LANs were purchased
and installed at Headguarters and Regional Office locations, bringing the total inswadlation (o
G1,650 workstations and 2,129 LANs by mid-1999. In addition, the Agency determined that it
wauld need up 10 300 additional TWS/LANs 10 complete the target systiems enviromment, In

# 1nto the Awtomation Investment Fund,
2 A3 a value of $279 5 millien.
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August 1999, OAG awarded a 3-vear contract,™ which included 6,178 workstations. The ITSRS
had gaided this contract, adjusting quaniities based on identified requirements and beacfits.

The instaliation of the IWS/LAN in the Agency brought a host of new (0ols to improve
and enthance work processes. The Office of Operations, responsible for direct customer support,
was most dramatically affected in terms of impact on its business process. Technical and
management staff recognized that these new tools were a means to improve productivity and
enhance compunication among its hundreds of facilities and thousands of employees, The most
nnmediately significant of those new tools and technologies was the Intranet,

Iss recognition of its efforts with the IWS/LAN project, the Agency received the 1994
Federal Techuology Leadership Award, sponsored by Government Exccutive magazine. The
annual vational competition recognizes outstanding achievement in making government more
effective through the use of informution systems,

Although IWS/LAN was installed in all Agency offices, the projoct evolved with the
changes, expansions, and relocations of the offices. The standards set fonth carlier and the
processes in place, along with the GSA help, will ensure that the Agency continues 10 provide 4
safc and healthy work environment and reliable computer systems to all its employees.

INSTALLATION OF IWS/LAN IN FOREIGN SERVICE PROGRAMS (FSP)

The Agency, recognizing the needs to improve service and work environment in its
foreign program, has instalied its IWS/LLAN in the Manila DVA office and cight of the largest
claims-taking FSPs.™ These overseas offices now have direct access 10 the Agency's databases
and programs, and are po longer dependent on UL.S.-based offices (0 provide them with
information they require to sorve foreign based Social Security customers, This resuits in more
efficient work processing and the ability (o assist many customers on first contact.

THE INTRANET

Intraset. The Intranet is more than the Internet in that it it a selfenclosed seoure

network comprising of only Social Security servers, and can only be sccessed by
Social Securtly employees with valid and current security clearance. The Intranet has become
the vehicle by which components communicaic with all other parts of the Agency, direcily down
to the individual employee. With over [,600 offices nationwide, each office and cach employee
13 no longer cut off from the rest of the Agency duc to their distance from the headguarters

The IWSALAN initiative allowed the development and utilization of the Agency's

2 At acost of $50.2 million,
B Phe eight FSPs are in Mexico City, Guadatajara, Ciudad Juarez, Athens, Frankfurt, London, Rome and Naples.
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complex or thelr regional office, but is now interconnecied by techpology. The possibilities for
further coltaboration and future synergies are only beginning to be realized,

Morge than just emait, the Intranct allows a component o place the vast majority of is
information in casy reach for almost every Social Security emploves nationally. The entire
resources of the Agency were now available as castly as opening an Internet browser, Moreover,
hecause of its secure nature and availability only on internal Social Security networks, the
Intranet aHows the delivery of services to its internal customers in ways that are still being
discovered,

SSA DigiTaL LiBRARY

The Digital Library was first unveiled in July 1998 at the headquarters complex. The size
and scope of the Library was expanded in order to reach all Agency employees nationwide by
Spring 2000, Its strength lies in its ease of use and accessibility. It containg a eatalog fisting of
all of the hardcopy matenials maintained by the Agency's Library, records management
snformation, historical information, access 1o over 3,000 compact dises ¢omaining thousands of
Jjournals, books, newspapers and magazines, and the USA PhoneDisc. The Library also has
aceess to online services such as Lexis/Nexis and WestLaw and NewsEdge {un up-1o-the~-minute
accounting of current events worldwide). From the onset, the variety of materials availuble via
the Digital Library has been determined based upon user needs and user requosts. Al muderials
resident in the Digital Library are intended to better serve the customer base and assist Agency
employees in doing their jobs as efficiently and cffectively as possible.

ELECTRONIC FORMS IMPLEMENTATION

On September 1, 1993, the Agency began working on a tactical plan for the national
implementation of clectronic forms. This initiative soughi 10 put Into an electronic formal as
many of the forms used by ficld offices as possible, thereby eliminating various costs (¢.g.,
printing and shipping of forms from a centrolized location) and streamlining the processing of
the forms {directly into the workstation). This initiative was part of the Agency’s strategic
priority 1o evolve inlo a paperiess agency.

Gver several years, the Agency continued to investigate electronic forms and
subsequently developed a contract with a vendor through the Government Printing Office for the
conversion of paper forms inlo an electronic format using the FormFlow software, Initially ax a
pilot, 62 forms were converted and placed on the TWS/LAN systens of a few field offices. The
success of this pilot resulted in its wider implementation in 1999 into other field offices.™

2 During FY 2000, approximately 300 of the Ageney’s 2,900 papee forms were converted isto an inteiligent {ill-
able electronic format,



In August 2000, o SSA Forms Kepository was released onto the Agency's Intranct,
allowing most field offices access to all of the electronic forms. The forms are provided in
Adebe PDF format (Print-Only) and in JetForm FormFlow format {Inteftigent Fill-able Forms),
In addition, the Agency continued o work toward providing the general public access to various
Sacial Security forms via the Internct.

The Agency depends on thousands of employees across the country 1o carry out its
mission o pravide world-class service. The Intranet has become a vehicle for effectively
communicating information while providing employees with new tools to do their jobs more
efficiently and more productively. The next task is (o successiully implement this throughout the
Agency and ensure that training is available for the efficient use of this tool. This will, in turn,
provide the impetus for developing more ¢reative applications 1o improve work processes and
employee quality of the workplace environment.

OTHER ADVANCES IN TECHNOLOGY

1th the need to improve IT infrasteucture constantly, the Agency has made

improving the its standing on teehnology a key goal. lovestments in

technology infrastructure are necessary to support distributed computing, web-
based processing, more robust management information, and the emergence of voice recognition
and machine language translation technologies. Large efficiencies may be gained by linking
web-buased technologies with existing kgacy systems and established service delivery models.
The ¢-8SSA Technology Strategy report released in November 2000 described Social Secunity's
transition plans and highlights the productivity gains that the Agency expects 1o realize from the
planned infrasiructure upgrades.

Anaother key component was the need for regular hardware refreshment, The Agency's
tcchnologics! infrastructure must be refreshed al regulur intervals to keep up with the rapid pace
of technological change. The Commissioner and Deputy Commissioner have pushed (o reduce
the Agency's procuremcent cyele for new IT equipment from seven to three vears. The decision
to move (0 a three-year refreshment cycle meant that every Agency employee will have a new
workstation by the end of 2002.

Between FY 2000-2002, the Agency will spend $45 million a year to replace its 91 650
exisling workstations and make limited upgrades to the supporting indrastrocture of servers,
printers, laptops, scanners, controllers, ete. As an initial siep, in August 2000 the Agency
pumhggcd and began instaliing 40,000 personal computers in the {irst phase of this three-veur
cycle”

Another improvement was to the telecommunications aeiwork infrustruciurge. An
adequate telecommuntcations infrastructure was reguired to support Social Security’s elecuronic

 Phe workstutions have more memory, fasier processors, and 1 T-inch monitors,
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service delivery initiatives, without which the Agency would not be able 1o take full advaniage of
current and future techaclogies. o August 2000, the Agency entered info a contract 10 oblain
new “frame relay support” equipment and instailation. This more efficient technology doubled
the capacity of the Agency’s welccommunications lines; improved response times for network-
based applications; improved manageability and reliability of the Agency’s computer network;
and cnhanced support {or new network video and telephone services. As a result, all employees
on IWS/LAN will have Internet access on their deskiop by December 31, 2000,

The Agency also invesied in an integrated human resources system. By using
customized, commercial off-ihe-shelf softwarc, this new system auwtomated processing of
personnel, admiaistrative, and service functions, It also provided automated support for human
resources management aclivitics, including online ad hoc information retrieval.

In addition to the lechnology upgrades to improve cusiomer service, the Agency alse
made several technalogical upgrades to improve ity administrative processes. The Agency
automated several processes including ordering supplies, processing purchase orders, and
supporting electronic commeree, These advancements in technology reduced Agency operating
costs by over one million doliars annually, The Agency also implemented video
teleconferencing, a project W acquire the necessary technology 1o provide two-way video and
audio that is used for iraining and public service panouncements.

Numerous fechaological enhancements were made to the 800 number service. The
Agency mstalled sutomuted services, both in English and in Spanish so that callers are able to
conduct business transactions 24 hours @ day, seven days a week. The software 1o improve caller
access was also updated, and these improvements have greatly improved customer satisfaction
with the 800 number network,

The Agency embraced the National Performance Review’s recommendation 10 expand
glectronic commerce for Federal acquisition by conducting an clectronic commerce pilot in
1997, Use of the Internet and clectronic commeree was expanded in cach subsequent year, The
Agency posts all of its acquisition notices and solicitations on #s Internct home page, allowing
interested vendors 10 read and downlond them. In FY 1999, the Agency discontinued the old
practice of mailing paper copies of these documents to vendors. Contracting opportunitics are
announced exclusively by clectronic menns. Al of the requirements are posted with the
Elcctronic Posting Service,™ which will, in the near future, be the one place a vendor needs 1o go
o see all Government requirements, These clestronic commerce methods are faster and miove
economical (i.c., saving the cost of printing paper copies of solicitation, tabeling und mailing
them, and maintaining a bidders matling list), and benefit vendors who register with the
Electronic Posting Service, including sutomatic email notification of Federal business
opportunities of interest o them,

Technology infrastructure will continue (o evolve al a brisk pace. It will become faster,
better, and cheaper. While advancing technology offers tremendous opportunities to increase
access 1o and improve the accuracy, timeliness, and convenience of its service to the public, it
alsc presents challenges. The Agency has begun to restructure business processes 1o make

Fhe internet address of the Agency's acquisition sie (s www ssagavioagl
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effective use of new technologics in order 1o meet future needs and to give s employees the
tools they need o meet the workplace demands. To suppont employees and enable them to meet
customer necds, the Agency will continue (0 evaluate and keep pace with emerging technofogies.

SUCCESSION PLANNING & TRAINING

he fegucy of downsizing in the 1980s and the considerable changes in the

warkplace environment has had a tremendous impact upon the workforce of the

Social Security Administration. Agency growth in the 1960s and 1970s was
followed by years of tight staffing in the 1980s and 1990s;Y the reduction in workforce numbers
coupled with increased workload and the significant technological changes in how the Ageacy
performs its business has forced its employees (0 wear multiple hais at the sare Hime as well as
learning to wear new ones, By the mid 1990s, the Agency’s workforee wus “muture”™ with 57
percent of employees over the age of 45, with predictions that 40 percent of the Agency's
existing 1998 workforee would be rettred by 2009, This immineot “retirement wave” of
significant portions of the Agency’s workforee, in particalar in the upper management lovels,
will result in a serious continuity and succession problem for the Agency if left un-addressed.
These forces huffeting Agency employees have increased the need for constant training 1o
prepare them for the new challenges of the future,

Moreover, the REGO inttintives initiaied by the Clinton Adminisiration, uader the
teadership of Vice President Al Gore, reemphasized the imponance of focusing on the needs of
Federal Government employees. Keinvention and streamliining by definition and necessity
requires government employees to do more with less personnel resources, hopefully with better
wnfrastructurc/iechnology resources und beter work processes. Under these initiatives, ageneies
were encousraged 1o invest 4 substantial poriion of savings realized from retnvention activities to
finance emplovee traiaing and development,

The Agency is committed to providing the raming and development necessary to ensure
that its workforce possesses the knowledge, skills, and abilities required 10 mect and handle
increasing responsibilities and workloads. The Office of Training {OT) helped prepare the
Agency’s streamlined workforce for thelr new missions, has begun o number of aew initigtives
and programs (o better serve its customers — Agency employees, The drive o provide more
training, to make it continuous, and to provide it Vjust-in-time” has become puramount,

With such a Jarge percentage of the workforee eligible to retire, the signibount loss of
knowledge and experience to the Agency was apparent, In addition, a very high percentage of
those chigible were in the munagement ranks. Thus suceession planning and leadership

.development became a key element i the Agency's Sirategic Plan. In the spring of 1997, the
Agency developed a plan to rovitalize management training and career developiment,

7 In 1980, the Aganey had over 24,000 amplovees, Bt this nember bas decreased over 17,000 (over 20 perceat)
during the following two decades todis FY 2000 foved of a Hittle below 63,000 employees.
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implementation of the leadership development strategy began in 1998 leading o the
revitghizanon of many coreer developmental programs.

A key part of the Agency’s training program is recognition of the itmponance of life-long
tearning and the importance of scli-development in atlaining both porsonal amd Agency goals,
The various initiatives are linked to leadership competencies that help w broaden emplovee’s
perspectives and experiences,

SUCCESSION PLANNING:
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potential retirements in the next five years. It soon discovered that a large pereentage

of employees would be eligible to retire by the year 2002, especially at the higher
grade levels. But it was not enough to only examine how many employees would he eligible to
retire; the Agency needed to determine how many employvees actually expected to retive, By
examining the nurnber of eligible employees who actually left the Agency on regular retirement
over the past ten years, i found that the average employee retiring on regulir rotiremoent was 61
years of age. Based on this historical pattern, a model for projecting how many employees |
would retire in future years was developed.

Ia 1497, the Agency began to analyze the upcoming retirement wave by looking at

In 1998, the Agency prepared a more comprehensive study of the retirement wave
aterition, focusing on prediciing the wheo, where, and when of retiroment losses. Agency-wide
profections through the year 2020 showed the peak of the retitement wave occurring in the years
2007-2004, when it was expected that approximately 3,000 employces will retire each year
compared 10 an average of 831 retirements per year from 1990 through 1999,
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The data analysis for the period 1999 through 2010 projected an increase in the
retirements of many key positions. For example, about 66 percent of supervisors, 45 percent of
claims representatives, and 48 percent of computer specialists were projected to retire within this
lime period.

The Agency later validated the model by comparing the actual number of retirements
with the number projected, and the model was found 10 be a good predictor. The Agency also
projected the succession flow of new hires into key positions and the movement of employees
between those positions. This assumes maintaining current staffing levels and the ability to
backfill positions as employees left.

A key concern was training these new employees, especially if they came on board after
experienced workers retire, If there was no period of overlap, it will be difficult to ensure that
new employees were adequately mentored and trained in the program complcxitics and the
methods of providing high-quality customer service.

lonarch 2000, the Agency completed a study addressing the issuc of succession
planning.” This report identificd four areas where the Agency should focus to address the
problems associated with accelerated retirement of the Agency’s workforce:

*# Predicting Retirement Attrition for a Maturing Workforce: October 1998, Office of Workforce Analysis, October,
1998,
¥ Workforce Planning al the SSA, Office of Workforce Analysis, March, 2000,
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s “Flattening the Wave”

&« Carcer Development Programs {(CDPs)
e Diversity

« Training

The Agency necded to “flatten the retirement wave™ sa that the impact of leaving
employees and the loss of Institutional knowledge can be spread out over a longer space of time.
In addition, the Agency needed to provide appropriate and effective carcer development
programs 10 further invest in the remaining workforee, toke advantage of the synergies offered
by this new opportunity 1o increase and improve the Agency’s diversity, and give its workforce
the nceded tools to handle this new situation through more efficient and ¢ffective training,

“FLATTENING THE WAVE"”

The peak of the Agency’s retirements is set 10 accur from 2007-2009, coinciding with the
retirement of the baby-boom generation, resulting in an increase of workioud right when the
Agency’s workforce begins losing ils most experienced employees. In order to avoid a origis
situation, the Agency needs 10 spread out the reticements over more years (1o minimize the
impact of retirements on any particular year) and Incroase s recruilment and retention practices.

From 1996 through 2000, the Agency offered carly retirement to its employees, and
about 5 pereent of those eligible for early retirement took i.°% This had the dual effeet of
increasing the normial retirements for cach year since 1996 and thus decreasing the potential
retirement crunch in 2007-2009, With each passing year, the percentage of early retirements oul
of 1otal retirements has been steadily inereasing {e.g., i 1999, canly retirements accounted for
50.5 percent of all retirements). These carly retirements allowed the Agency w hire 4,000 aew
employecs from 1997-1999 as replucements for these early retirees. By 2007-2009, these new
recruits will be experienced cmployees,” thereby avoiding the feared experience loss and its loss
on productivity. In addition to sllowing the Agency o replace employees who would have
retired during the peak retirement years, the carly retiroments brings in new workers, with
appropriate and up-to-date technological skills.

This scjution was not an easy choice for the Agency to tuke; the exodus of present staft
meant that existing workloads were that much more difficult for the remaining stuff. However,
the alternative was feli to be worse; if no efforts were made 10 flaiten the retirement wave,
approximately 30 percent of Agency employees would be in (rainee status during the 2007-2004

* 834 in 1996, K25 in 1997/98. and 1,381 in 1999, Warkforee Planning ot the SSA. Office of Workforce Analysis.
Mareh, 2060, pg 4.
* Bxperienced employces are defined as baviog worked in their capaeity for at least 3 yoars.
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peak retirement years.”. Another important benefit of the presence of experienced workers was
ROt just to process increasing workloads, but also ia the training and menioring of new recruits.

The Agency used formal training to convey the lechnical programmatic knowledge
necessary for 2 new hire to perform their job, but thiz formal training was coupled with on-the-
job mentoring which is crucial for new hires to sce and apply their newly gained knowledge in
practice. Mentoring was aiso a manner in which institutional knowledge was “passed on™.
Moreover, while resource intensive (forcing the Agency’s most experienced and productive
emplovees 1o spend precious time mentoring new hires), it was an investment in the future that
produced more knowledgeable and productive employees for the Agency.

The success of this effort was based on the ability of the Agency to replace current
redirement losses with new hires, and thus the impottance of hinmg and retention. In FY 2006,
the administrative budget request was not fully funded. resuliing (i the inability of the Agency to
hire as many new people as it nceds to fully replace all the losses due (o attrition and retirement.
The Commissioner’s response t6 Congress was to reduce the Agency's service goals, and the
Agency attempted to do as much as possible with the reduced resources. Foy FY 2000, the
Agency hired approximately 2,000 new employees.

CAREER DEVELOPMENT PROGRAMS {(CDPs)

One nmportant element in preparing for the immincnt wave of retirements has been the
acceleration of carcer developmental programs (COPs). Under the downsizing of the 1980x,
previously existing CDPs were suspended due 1o the hiring and job freere. However, as the
issue of succession planning began (o take on added vigency, the pressing heed for CDPs
became obvious. They became recognized as an important component to help prepare for the
futare of the Agency.

By March 2000, the average age of a typical Social Security employee was 46,7 years of
:zg& {}?guzcy 1o develop employee Sklfl'% for the future begun to build, especially for
management positions where expected losses were predicted (0 be very high (the average age
being even higher than for the Agency as a whole), The Agency responded by reestablishing
development programs At the national, component, and regional levels. From 1997 through
2000, over 1,200 people™ were selected for participation in these development programs (the
first four being national in scope):

#  Senor Executive Service (SES) Candidate Development Program
»  Advanced Leadership Progran (ALP}

» Leadership Development Program {LDFP)

" Workforce Planning a1 the SSA, Office of Work{orce Analysis, March, 2000, p 5.
B workforce Planming a1 the SSA. Office of Workforce Analysis, March, 2000, pg |
* Warkforee Planning a1 the SSA, Office of Workforce Analysis, March, 2000, pg 5.
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s Presidential Management Interns (PMIg)

=  Component-level and Regional Development Programs
» Regional Job Ennichment Programs

¢ Leadership Sentinars

The national CDPs complemented developmental and rotational programs sponsored by
various Agency components. The success of Agency CDPs attracied attention both within and
outside the public sector: the Agency was benchmarked by numerous organizations (e.g, US.
Department of Agriculture, Central Intelligence Agency, Peasion Bencfit Guaranty Corporation,
and LIS, Navy). The Commissioner was iovited to speak at the National Academy of Public
Administration (NAPA) Conference in September 1999 10 discuss how the Agency’s siralegic
plan serves us the foundation for its leadership development uctivities. These events
demonstrated recognition of both the quality and effectivencss of the Agency’s succession
planning sctivities and of the Agency’s investment in the workforee,

Senior Executive Service (SES) Candidate Prograns:

Initinted tn Junce 1998, this national program for selected grade 15 employees is 8 two-
year program developing the competencics nceded for SES positions, 1t also seeks to broaden
their experiences and leadership abilitics through training and assignments,” Selected potential
candidates had (o undergo a rigorous competitive assessment process, and 1n FY 1998 the first
cohort of 36 employees was selected by the Commissioner.

Advemced Lendership Program (ALP):

Initiated in Qctober 1998, this national program for selected employees in grades 13 and
1418 a two-year program consisting of training and assignments designed (o help participants
develop the competencies required by mid-level leaders. The candidates received emporary
pramotions during their participation tn the program. In FY 1998, 35 employces were selected.

Leadership Development Program (LDP):

Initiated in March 2000, this national program for emplovecs o grades 912 is also a twor
year program featuring training and assignmenis to develop the competencies reguired by firgt
line feaders and supervisors. In FY 2000, the {irst cobort of 61 employecs was selected (o
participaie m this program. The candidates received temporary promotions during their
participation in the program.

B A rotational as grmient ouiside the Ageney is required for SES candidates 1o fasther broaden their experiences,
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Presidential Managewent Iviern (PMI) Program:

In 1977, President Carter issucd an Exccutive Order 120087 establishing the Presidential
Management Intern (PMI) Program. H is é&igmé to attract to the federal service outstanding
graduate students {Master's and Doctoral-level} from g wide variety of academic disciplines who
huve an interest in, and commitment o, & career in the analysis and management of public
palicies and programs. The two-year internship program cnables graduate degree students to be
appotnied 1o federal positions as PMIs and to have the opportunity to convert 10 a permanent
federal civil service position,  All cabinet depantments and more than 30 Federal agencies have
hired Presidential Management Inietns.

Since 1997, the Agency has increased its participation with the PMI program {run by the
Office of Personnel Management {OPM1)}, and over 129 PMIs have heen selected as of 2000,
making the Agency one of the leaders io this national program.

Companeni-level and Regional Development Programs:

Agency components and regions wore given the mandate 10 establish their own CDPs,
From 1997 through 2000, hundreds of employees have been selected 1o panticipate in these
programs. A good example of a regional program was the Chicago Upwards Bound (CUB)
Progeam in Region ¥V for grades nine through twelve employees. This one-year competitive
{2DP was designed to enhance the careers of journeyman personnel in the region who have
demonstrated feadership poteatial, An example of 4 component led CDP was the Operations
Leadership Developmental Frogram (QLDP) that was run by the Office of Operations, This
CDP was similar to the national Leadership Developmem Program,

Regivmal Job Enriclonent Programs:

Several regions have established programs to broaden the experience of their employees,
For example, in the Secattte Regton from 1997 thru 2000, 379 employces have been selected for
its Job Enrichment Program, wherg employees from grades 1-14 participate by gaining
experience in another job for a period of 120 days, The Chicago Region also ms‘zs two similar
programs; the Chicago Bmpfo e Exchange and Rotation Program (CHEER)Y and the Chicage
Managers Exchange Program’™. Both of these programs seek to give employees and managers,
respectively, the opportunity o request » temporary work assigonment in another office or
component for five to 30 working days.

* Zianed August 25, 1977,
3 Initimed in 1998
¥ Initisted on October 8, 1967,
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TRAINING

istorically, training was conducted within the framework of the traditional

classroom. However, with approximately 63,000 employees seatiered in over

1,600 sites nationwide plus training responsibilitics for the state disability
examiners (who adjudicate disability claims for the Agency), issues such as timeliness,
consistency, and funding for travel became increasingly problemaiic by the early 1990s. The
sume iechnology that cnabled the steady evolution from paper-based processes 1o ope relving
meressingly on computer iechnology, coupled with the ongoing need to incorpomate legisiumive-
mandated changes, required the constant training and retraining of the workforce. The Agency
was thus faced with a training diletnma common to large organizations: how to effectively and
efficiently provide frequent tratning to a large, geographically dispersed employee population.

Solving this dilemma presented the Agency with a challenge commeon 10 corporate and
government trainers - how 10 provide effective training at the least cost at the right time. While
classroom training rematned a vital puart of training strategy, the Agency recognized the.
linitations of a strict reliance on classroom training. Traveling to a centralized locution for
trairing was not always possible, and cost and timeliness become factors when many employees
must be trained quickly. Technological advances provided new weols t¢ the rainer, oftering o
diversity of methodologies from which to choose. Determining which technologies to
implement, the Agency considered cost, subject matler, time constraints, and the fact that people
have different Jearning styles and do not respond equally to the same approach,

The sicarch for solutions to the training delivery dilemma had been ongoing for years.
During that time, training materials were redesigned and various approaches using computer-
based truining implemented. The focus on technology-based solutions began in 1993, and 0
identiiy what the Agency needed o accomplish, almost two vears of contacts and visits were
complcied with private industey and other government agencies {including the Ford Motor
Company, the Federal Aviation Administration, the Xerox Corporation, the United States Post
Office, und AT&T). Eventually, it was identified tha these factors would be important for the
Agency to focus on:

o Allow for more economicyl and efficient training;

» Improve tuncliness und consisiency; and,

» Maintain or even improve training quality and cffectiveness.

Simultancously, the Agency was embarking on the IWS/LAN installation initiative 1o
provide neiworked computers in lieu of the mainframe-linked “dumb’™ terminals that were then
standard. The combination of exiensive benchmarking, advent of the IWS/LAN rollout, and the
continued demands for training helped spur a rethinking and reenginecring of training delivery

methodologics. The result was a hybrid approach using g variety of emerging technologies, cach
of which wus used 1o address different training needs.
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TERMINAL-BASED TRAINING: PHQENIX LESSONS

An early and primitive form of computer-hased training which had been a mainstay in
training for years, it was used especially for portions of entry-level and sysiem enhancement
training. Since personal computers were not even a consideration when the original program
was acquired, these computer-based training had to be resident on o muin{rame computer and
accessed via “dumb” terminals by employees. While available to wll employecs at most
tocations, the 200 or so lessons eventually developed for use on the system were simplistic and
highly text oviented with very {imited interactivity.

This technologically archaic system has been superseded with the advent of personad
computers and the IWS/LAN rollout, but was sull in ase int a few locations a8 late us early 2000.
With newer lechnology, OT began to convert all of the old Phoenix Lessons to newer formats,
and by nid 2000 1his conversion was completed.

PErRSONAL COMPUTER-BASED TRAINING: MuLTIMEDIA/ICD-BROM

The proliferation of personal computers (PCs) in the 1990s and advances wade in
multimedia and CD-ROM technology made essential their consideration as a potentiad training
tool, While u 1echnological advance over the old terminals, the stand-alone non-networked PC
was ultimately only a super-charged terminal; CD-ROMs offered the individual employee more
information than ¢ver hefore and a spruced up interface, but still had the fundamental limitation
of little true interactivity. It did a lot meore {e.g.. multt-media capability), but possessed the same
limitations of being applicable primarily to training projects with u reasonably stable subject
matter, large audiences, and common training needs, However, even with these limitations, it
did have its successes.

For example, the roughly 10,000 employces whose duties Include responding to some 58
miition or more calls ¢very yeur to the national 800 number reguired a large amount of training,
on the same subiect matter, with the vast majority of them working in large, centralized PSCs or
TSCs, Multimedia capable PCs were provided to several sites, and a customer service program
was piloted with some 4,000 students. Post training evaluations of these employecs yielded an
over 95 percent accepiance rate of the content and delivery mode. Based on the results of this
pilot, the Agency scquired over 4,000 additional multimedia capable PCs.

The Agency subsequently developed a number of other customized multimedia programs
including lessons on the Privacy Act and disclosure requircments, stress management, disabidity
entitlement factors, Social Security program orientation and solvency, and sdditional tegining in
customer service, This internal developmeni of software was in addition to the many existing
ofi-the~shelf sofiware packages already used, thus allowing for a greater scope of materials
available to the Agency (or training purposes. These packages included portions of a
management curriculum, generat and hasic skills lessons, and other lessons apphicablc to
disability/medical examining personnel such as coumeware on anatomy and physiology.
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As improvements to the [T systems architecture progressed, mudumedia/CD-ROM
technology has now becn relegated as an aliernate delivery method when slow response 1imes,
peor Internet performance. or other problems made the use of online training methods less
desirable. It has been superseded with the advent of the networked envirorment. The amount of
information now availahie has exploded exponentially, and interactivity, the main limitation of
both terminal and PC based training, wus now made possible,

NETWORK-BASED TRAINING: INTRANET/INTERNET

The advent of PCs, LANs, and the Iniranet made network-based training a reality. New
net-based tools were selected o meet current and {uure requirements for the Agency’s 1raining
environment and technological infrastructure, Staff was trained in new authoring tools and
converted old mainframe-based lessons 10 the new Web.based delivery plaiform. Additional
net-based “off-the-shell” lessons were also purchased und piloted before being made widely
accessible to cmployees.

As an interim step while the natienal Intranet infrastruciure was being developed, OT
leased commercial off-the-shelf courses for tocal access networks (LANsY™ The cowrseware
was loaded on local servers and made available to employees” worksiations. The preparation for
making this iraining avatlable to field office locations involved coordination between various
components in the Ageney to integeaie the courseware into the IWS/LAN configuration and 1o
assess the impact on the Agency’s mfrastruciuse. The courseware was approved for use on the
national IWS/LAN platform beginning with the March 1998 installations.

In 1994, the Office of Systems began the Independent Workstation Learning {IWL}
initiative o provide computer-bused truining to s employees al thair workstations through the
use of their LAN. The initiative promoted continuous learning at the desktop and embadies the
concept of jusi-in-time training. Boginning in carly 19497, renamed the o-Learning initiative, it
was extended throughout the Ageacy through the establishunent of the national Intranct. All
erplovees in offices with the IWS/LAN mstadiation campleted have access o edearing,

In recognition of the success of the e-Leaming inttative, i received the 1997 National
Performance Review's Harnmer Award and the 1998 Government Compuier News Award.
These awards were received for the development of the online training system and giving
employees control and responsibility for their own teaining and development by promoting
cotdinuous education opportunitics.

With the continual developiment of the Intrane! infrastructure, as part of (he Intranet
training delivery initiative, the Agency purchased and instalied a web-based training server that
provided Interactive training courseware and materials over the Intranet. Courseware included
office uutomation training as well as in-house developed programmatic-specitic courses for
claims representalives, telescrvice representatives, and other front line employecs,

* These vardy oil-the-shelf courses were primarily on Microsolt Gffice 95 and 97 and Ingenet Explorer,
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The Agency developed a strople but comprehensive approach to employes training for
non-supervisory personnel. Designed to help employees gain the tools they need to enrich their
development and improve the operation of the organization, it included competency-based
training models and self-assessment toals™ They were supported by the Individual Leamning
Account concept, wherein employees were given etght hours of duty tinwe frony which to draw in
order to take the training they feel they need for compelency reinforcement based on the results
of their seli-assessment. This new approach has not yet been adopted by the Agency, and a
recent pilot will help determine the effcctivencss of this new methodology.”

Another significant inftiative aking advantage of the Intranct and the Internet was the
SSA Oatine University. This allowed employees 1o acoess & large number of web-based training
courses at their owa time, covering a wide range of topics from information technology to
management skills to personal development. Employees can access the univergsity from any
place with Internet access (home, work, and library), or from their own workstations through the
Intranet. This inttiative enhanced ongoing training and development opportunities for employees
by improving the accessibility of qualily {ruining resources for their use,

And lastly, ax o backdrop 1o these training initiatives, the Agency continued (o make
progress in making alf class offerings secessibie o employees with disabilities. OT developed
templuies to convert all courses anto a format accessible by software such as JAWS, In addition,
the OT web site was redesigned 1o be sceessible to employees with disabilities.

INTERACTIVE VIDEO TELETRAINING (IVT)

Designed as a distance-learning network using an interactive one-way digial sateitiie
technology with & viewer response system, the VT system was & one-way video, two-way audio
system using compressed digital satellite technology. The system used keypads with built in
microphones to allow instructors and students (o conimunicate on a reai-time basis with few of
the limitations normally imposed by geographical separation. l was used for in-service,
managerial, and entry-level training on a daily basis. By overcoming the baerier of geographical
separation, the IVT program provided consistency in training {reducing duplicative efforts),
significant monetary savings (ro travel neeessary), und helped reduce the glass ceiling effect for
individuals whao can not travel due to personal/family situations (allowing career advancement
without requiring long (rips away from homs).

VT was the first major acquisition, and became arguably the Agency’s cenlerpiece, in its
diverse approach to delivering triining.  As a result of the benchmarking undertaken in 1993 and
1994, s proposal was made in early 1995 for a soall pilol of 30 downlink siles totest IVT s
effectiveness and determine how the technology could best be used. The pilot way succexsiul,
and a demeonstration for the Executive Staff in June 1993 resuited their support to proceed with
Limited implementmtion in a three-phased approach:

]

The models addressed the vaining aspeots of job serformaace and corcer developmen, The sclf-assessment wools
were desigaed w holp employees assess their 5K and Knowledge levels snonyomwusiy,
H Pilot was scheduled from FY 2000 through FY 2001 in the Denver Regilon.
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s Phase b Install a broadeast studio in Baltimore and 220 downlink {receiver) sites:
» Phase II:  Install IVT in all remaining Agency sites; and,
¢ Phuse HI: Make IVT accessible at the desktop.

Initially designed as a limited piot, IVT guickly mushroomed into a fully functional
system. Phase @ ran from lute 1993 through 1996, a broadcast studio was constructed in
Baltimore along with 220 downlink sites (scattered throughout the couniry, Including Puerto
Rico, Aluska, and Hawain). Studio 1 presented iis first broadcast in March 1996 10
approximately 150 downlink sites. Al that time, the broadeast signal was sent via a terrestrial
ling ta the Federal Aviation Adininistration's aplink in Oklahoma City for transmission through
an AT&T satellite,

From 1996 until mid-2000, Phase 11 progressed and the IVT network grew into a
aationwide system with five studios and almost 830 operational downlink sites. Already the
largest IVT system in the Federsd Government when it was only 220 sites, the Agency expanded
still further. In accordance with the original plan, the long-term goal was o provide 1VT directly
to each individual PC workstation. With the inexorable progress of technology, implementation
wias pul on hold pending planned improvements (o the systerm infrastruciure that will supply
sulficient bandwidih to permit the sending of full moetion, full sercen video to individual PCs.

Utilization of IVT has been widespresd and significant. While most systems restrict
audience size (o 30 to 6 participants, the Agency routinely served audiences of 300 w 500
vicwers wilh no Kaown detriment to the learning process. On many occasions there were in
excess of 1000 viewers for a single training program. In addition, while teletsaining programs in
other organizations consisted of standard courses broadeast repeatedly (e.g., entry-level raining
fafls fargely in this category), much of the Agency's programming resulted from an cophasis on
training that & timely and meaningful, with new {raining courses continually being developed
and broadeast 1o coincide with changing workloads and procedures. Programs were repeated
only as needed {0 accommodaie different time zones, Great cinphasis was also placed upon the
use of Inferaction a3 a key to providing a gualily training experience. Most courses were
internally developed, but the Agency had partnered with cutside vendors and groups such as
Harvard University's Schools of Government and Business.

During its fiest two years, over 1,750 hours of training representing an estimated 73,000
training instances for Agency and state disability determination service employees were
broadcust. Because of the initial successes with the training, it quickly led to the consiruction of
a second broadeast studio in 1997, it was soon apparent that IVT was 1 valuable training tool,
But it was also apparent that its efiectiveness was not maximized because it reached 0o fow of
the primary customers for whom it was intended - field office employees.

By 1997, three separaie snadysis (the last done by an independent third party) of IVTs
cost and business effectiveness was confirmed; they found no significant difference in learning
between [VT and classroom training nad documented that there would be significant cost
benefits in expanding IVT. Approval and funding was secwed tn 1997 o expand the syxtem by
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an additional 610 downlink sites and to add three additional broadeast studios. This expansion
inciuded the construction of an uplink facility in Baltimore so that the conmection through the
Federal Aviation Administration was no longer necded. Additionally, # included the change to a
different satettite, yet to be launched,

The new downlink sites were sckeeted with the goal of making IVT accessible to the
fargest number of emplovees possible, Installations began lo late 1997 and were virtually
completed as of August 2000.% Part of the delay can be attributed to problems with the original
satellite; it fell viction to a solar flare tn early 1997 requiring the re-pointing of the satellite dishes
at every downlink site and limiting transponder availability, In addition, technology upgrades
and the transition to a new satellite resulted in delays in launching the new satellite. When it was
finally launched i August 1998, the rocke! malfunctioned and was destroyed, promipling yot
another round of dish re-pointing and deluys.

As part of the upgrade process, cach of the original 220 siies received new cquipment,
and all sites (new and old} were equipped with a second receiver. Having five studios meant that
simultaneous broadeasts became a possibility, and a second receiver would allow downlink sites
to receive two different programs at the same time.

The new broadeast studios, located in Kunsas City (Studio 3), Atlanta (Studio 4}, and
Dalias (Studio 8}, were desigoed with Studio | as the maodel, but incorporated technological
advancemenis since the first studio 1o equipment. Each of the new studios agreed o take the
fead in piloting one of the major eoatry-level courses for SSA ficld employees. Atlanta became
responsible for Title XV Claims Representative tratning, and Dallus and Kansas City for Tatle 1
Claims Representative training.

These entry-level classes were truditionally donce in classroom sessions averaging 12415
students each, and they reguired participanis to travel 1o a central location for the duration of the
7-12 week classes. The pilot IVT classes of 30 students euch began in the fall of 1998 and were
completed by January 1999, Although all three studios limited daily instruction via IVT to four
hours or less, each initially used a different approach in integrating VT instruction with regular
classroom instruction. Subsequent offerings have homogenized the process so that while class
lengih still varies, all three classes are now completely done via IVT, Entry-level classes over
IVT now have up to 200 or more students, representing & significant savings in both travel costs
and instructor salaries,

Onee the regional studios became operational and more downlink sites were installed, the
value of IVT for training grew with its own momentum. By FY 1999, IVT wuas used to present
over 2,000 hours of training 0 a total documented audience of over | 19,000 The total amount
of training presented in FY 2000 was prajected 1o be over 3,200 hours with a docunented
audience of about {61,000, In addition 10 the growth in usage, studies showed thit training
presented via IVT was effective. But, as was the case when the 1997 expansion began, a critical

 Ax of August 2000, 11 sites romain 10 be installed due to their individual situations.

* Pocumented audience numbers were the number of emplayees whe log in on the viewer response systes. A
subsequent study suggested that many employees did not actually fog tn, suggesting that (he setual totad andience
eould be vp o double the documiented audience numbers.
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problem was that [VT still did not reach everyone. In specific, only about 50 percent of Agency
field offices were equipped with IVT infrastructure. Those without were still relying on in-offtce
ad hoc instruction or video tapes of the VT programs supplied by other offices.

During 1999 and early 2000, cost benelil analyses supported proposals to complete the
original goal of bringing IVT to every Agency site. Approval was given for this full expansion,
but budget limitations meant that oaly part of it could be funded as of October 2000.
Accordingly, plans were underway to add another 135 downlink sites to the system as well as a
sixth regtonal studio to be located in Auburn, Washington. The expectation was that most of
these new downlink sites will be installed by the end of 2000, eventually leaving approximately
535 Agency sites without direct IVT access.

In spite of years of studics documenting the cffectiveness of video training in the private
and academic sectors, the Agency commissioned its own studies from an independent consultant.
These studies, on-going experience, and third-party evaluations showed these benefits resulting
from IVT:

e Reduction in total training time by as much as 28 percent lor individual courses;
s Reduction in the costs for travel and salaries;

o Trainees learned in their offices, making them more productive earlier;

¢ Significant reduction in costs in priorily and labor-intensive training;

* More expeditious and consistent dissemination of new laws, regulations, and
procedures; and

¢ Nodifference in the level of learning achicved.

This last finding was most significant; direct comparisons between IVT and classroom
sessions of the same training showed there was no statistically significant difference in trainee
performance and learning. [n addition, employee reaction to IVT has been favorable.

In only a few years, the Agency has moved from concept to operation the largest and
most dynamic IVT system in the Federal Government. However, the real achievement lied in
the programming, its acceptance by the SSA community, and the substantial cost savings, IVT
has enabled timely responses to a number of high level and potentially labor-intensive training
ctforts with significant reductions in monetary and human resource costs. The lcarning paradigm
of training “whenever we can get it” has changed to “delivery as we need it.” Threce examples
illustrate this significant change:

e The Agency needed to train 500 new Hearing Officers within a short period, and the
usual two-weck classroom course with 25 students at a time would have been too
costly and cumbersome to put together on short notice. By using IVT, all 500 were
trained at one time with little to no costs in travel or lodging. Subsequent evaluations
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showed no reduction in the training’s effectiveness; IVT had changed the old
concepts of having to travel (o a central site and needing long blocks of time for large
training cfforts.

* As pari of its cfforts o reengineer the disability process, the Agency presented a 16-
hour training session to over {3,000 Federal and state employees, Using IVT, the
Agency presented the {raining in 35 sessions, saving {ime and money while obtaining
a higher degree of consistency in the message. In addition, for the first time ever
stale, regional offices, PSCs, and hearings cmployees were (rained together, offering
opportunities to learn from each other and gain an appreciation of each other’s roles.

» in spring 2000, President Chinton signed new legislation thin had an extremely short
period for implementation concerning ihe annual carnings test for beneficiarices.
Using JVT, training was conducted nutionally for licld ermployees within one week
after the legislation was signed.

While technology snd VT will nover totally replace traditional classroom traiming, there
will always be a need for a variety of training delivery methods. The use of technology has
clearly becorning a dominant factor in training delivery within the Agency as s advantages
become appareat to more and more of i#ts managers and cmployees,

PHYSICAL INFRASTRUCTURE & SECURITY

states plus Puerto Rico, the Virgin Islands, and other American terctories, In

wddition, there are another ten regional offices, $iX processing centers, 36
teleservice centers, and a large headquarters complex in Baltimore, and it {s clear that the
Agency ocoupies and manages a large amount of real estate, But physical infrastruciure is more
than just the number of buildings managed; it also includes the actual physical work
environment, including furniture, hardware, and security. From the carliest strategic plan
through the current piun, the Agency has focused on employee satisfaction, nad has defined one
of its gonls 10 “Create a Nunturing Eovironrent for $SA Emplovees,” In ling with this focus on
employes well being, the Agency engaged in a nimber of initiatives from 1993 10 2000 1o
improve infragtructure and physical security. ‘

The Social Security Administration (S5A) operates over 1,300 field offices in all 50

The Office of Facilities Management {OFM} manages the Agency's facilitics programs.
The OFM directs the Agency’s real property program, including short- and long-range facilitics
planning; design, construction, and leasing of the headquarters facilities, fucilities maintenance,
repair and construction projects, and policy development related to these operations. It works -
closely with the General Services Administration {(GSA) to help administer offices in the field.
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UPGRADE OF THE HEADQUARTERS COMPLEX

1 1993, the Agency and GSA jointly developed a long-range stralegy to upgrade the

Agency's headquarters complex buildings in the Woodlawn  area of Baltimore,

Maryland. The 280-acre, (en governmenti-owned %}uzidzngs were heginning to show
their age; most of the buildings were built in the early 1960s 1o 1970, Mujor ronovations were
needed, and when canstruction began on x new facility (o conxolidate the Health Care Financing
Admmwtrat:on {HCFA) to another site, the moving of HCFA employees out of the cast compus
buildings™ gave the Agency the window of opporunity Lo initiste these major renovations,

In 1998, the Woodlawn Magter Plan wax published, and it established short- and long-
term goals to deal with issues such as a theme for the complex, building facades, pedestrian and
vehicular circulation, siie entry and identification, internal organization and circulation, and
solurfday lghting issucs. This document became the Agency and GSA's vision for the {uture of
the Woodiawn Complex, and it served as the basis from which designs for campus-wide
renovations were developed. Headquarters' building redesign and renovation were scheduled as
follows:

!‘lc;uiqu;sric'r,\"\ - Contenet Design
Butlding !

- ) . . Flimatod
! Awarded Comploted ) )

Securily West e e

Building® 1994 Completed in 1997 $30 miltion

bt Jlieh & LOW 1995 1996 1996-1999 $21 mitlion

Annex™ 1995 1997 1995-2001 (1o begin after | g3y 1ipion
East buildings)

Operations & new

Child Carc 1996 "~ ] 1999 2002-2005 $£126 million

Center™

" Consisting of approximately 2,243,000 sgoare feer of waable space,

* Approximmely 6,100 emplovees work at this facility performing a variety of tasks for the Agency (¢.g.. syslems
adiainistration, long-runge and srategice planning, claims pracessing and administrative activitices).

¥ Tie Seourity West butlding bos 300,000 square feet of usable spuce, and a major (ocus of this project was 1o
improve the working condisions of its 3,500 employoes,

*? The Bast High Rise has cight stories and 130,200 square fees of usable space, and the East Low Rise his theee
stories and FHLG08 sguase feet of usable space,

*The Annex has fonr stosies and 311,171 squarce feet of usabic space.

 The Operstions Building has four and one hatf stories and BOO,033 square feer of usable space. Hs renovation will
include a compleie renovation of the nain eafeteria, and the Child Care Center will be relocated to 8 now, stand-
adone facibity (o separate study determined that e most vost-affoctive way 1w keep the Cester in operation during
and after the renovations was o refocase it}
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Renovations included heating, ventilation, and air conditioning {HVAC) retrofits;
replacement of the brick fagade, roof, windows, electrical distribution equipment; removal of all
known hazardous materials {o.g., asbestos, lead paint); installution of {ire sprinkier systems,
energy efficiont lights, skylights, motors, and pumps; and, other repairs necessary to bring the
buildings into compliance with the Americans with Disabilitics Act (ADA).

These state of the art renovations will provide a modern, safe, and healthy work
environment. Specialized spaces were designed tnto the buildings (¢.&., conference centers;
training centers and training rooms; appliance centers; and audio-visual studios), und employees
were provided with new, improved workstation sysiems furniture, Equaily important, these
renovalions installed and supporied the technological infrastruciure necessary for the IWS/LAN
rolout.

Renovations {or the remaining buildings of the headguarters complex are anticipated 1o
foliow afier the completion of the renovation of the Operations building. These remaining
buildings include the West High Rise, West Low Rise, and Altmever Buildings. The completion
of these renovations will result in a state of the ant workplace environment that Agency
emptoyees can be proud of, and confident of their health and safcty. In addition to the actual
physica! environment, the Agency also implemented other safety initiatives such as in the area of
fire protection,

FIRE PROTECTION INITIATIVES

activities were conducted: the delegation of authority for control of buildings from

GSA 10 the Agency and significant reduction in the GSA fire protection staff.™®
The Ageney became responsible for operating large buildings nationwide, and had 10 quickly
develop the staff and skills eccessary to do so effectively. While the Agency did have
expericnce managing real ¢state in the headquarters complex, the regions were not as well
prepured.

T wo cvenits in the 1990s significantly changed the way the Agency's fire protection

in 1993, Agency staff completed the design and instaliation of a new fire alarm system
throughout the entire headquariers comples; the new system significantly enhanced the Agency's
ability to provide fire alarm coverage throughout the headquarters complex buildings. In
addition, the Agency undertook various oiher initiatives to ensure that fire protection ia its
buildings nationwide complied with the Americans with Disabilitics Act (ADA) of 1999
standards and fire alarm systems.

% Another conscguence of sremmlittng goverament. GSA began 1o delegate the daily smnagomen of buildings o
the agencies they held the buildings for.


http:Speciali7.ed

ENVIRONMENTAL HEALTH PROGRAMS

being of its employees, the Agency began to assess how the work cnvironment

affected the health of its employees. The Agency established the Environmental
Protection Program in 1996; it was designed to ensure that all employees were housed in a safe,
healthy work environment. The program expanded on existing environmental health and safety
(EHS) programs by obtaining information about building systems and employee concerns, and to
identify and resolve existing and potential problems. These initiatives impacted core business
processes and customer interfaces in beneficial ways thut were not originally foreseen,

In an attempt to provide a physical environment that promoted the health and well

Many of the initiatives were designed to enhance the physical environment and educate
employees so that they could better understand and respond 1o arising EHS issues. While
targeted towards employecs, building improvements often benefited the American public who
came and visited any of the Agency’s 1,300 plus facilitics by climinating or reducing the risks of
hazardous situations. The heightened awareness and state of readiness fostered by employees
regarding EHS issues allowed the effective and timely resolution of any rising EHS problems.
Employee satisfaction, and hence productivily, increased with the reduction to the risks of
cmployee injuries and property loss.

The initiatives focused on arcas like: (1) Industrial hygiene (identification, remediation,
prevention, and management for air quality, water quality, and asbestos management); (2)
Comprehensive assessments of EHS programs in field offices (designed to provide initial
baseline data on EHS performance, identification of EHS non-compliance, and implementation
of interim/long-term corrective action); (3) Headquarters preventive maintenance prograni
{preventive maintenance assessments initially focus on headquarters buildings, with long-range
plans to expand to delegated facilities nationwide); and, (4) Education and awareness initiatives
(e.g., hazard communication training; cardiopulmonary resuscitation training; user friendly
furniture training; communication awareness). Many of the initiatives led to significant gains in
safety and satisfaction in many field offices.

RECYCLING AND ENERGY EFFICIENCY

Government’s recycling program, consistently exceeding the goals set forth by the

Clinton Administration.” In 1997, the Deputy Commissioner for Finance,
Assessment, and Management (DCFAM) was named the Agency Environmental Executive
(AEE), responsible for sponsoring and chairing events that provide educational opportunities for
Federal employees and awareness of environmental issues for the public. In conjunction with

Throughoul the 1990s, the Agency has remained at the forefront of the Federal

5t Anached (APPENDIX VILA - DCFAM) are summaries of the Agency's recycling efforts for FY 1997-1999,
listing materials and ameunts the Agency recycled at HQ buildings (including revenue generated through recycling).
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the White House Task Force on Recycling, the Agency developed a strategic plan to implement
the Clinton Administration’s recyeling goals.

From November 1997 through 1999, the AEE chaired the Federal "America Reeyeles
Day.” held anmually on November 15, A joint effort of by White House Task Foree members,
the Agency organized, monitored, and administered the activity, soliciting participation from
both Federal agencics and the privaie sector.

In April 2000, the Agency sponsored a recyeling awarcness and cnergy conserviion
exhibit on the Mall in Washington, D.C. Agency employees and its reeycling musent, "Recycle
Billy,” provided information on the Agency's recycling programs, and distributed mini-recycling
bins, recycling pins, and a wide variety of recyoling and energy conservation literature. The
exhibit was one of the most popular atiractions of the over 50 booths sponsored by other Federul
agencies and privale sector groups,

President Clinton has released various Prexidential Executive Orders (EDs) involving
recyching and eavironmental issues, and various iitlatives within the Agency were implemented
because of these FOs. In 1998, BO 131017 resulted in the implementation of awareness training
in teleservice conters (TSCs) and program service centers (PSCs), bringing about the
appointment of recyeling coordinators at cach of these locations. In 2000, EQ 13148™ resulted
in the Agency reviewing its existing environmental management systems and audiiing programs
purpanting 1o promote pollution prevention,

As avonsequence of the training and awureness fostered by these and other initistives,
Agency facilities were well equipped 1o recycie. For example, the headquarters comipiex has the
capability to reeycle aluminun cans, plastic bottles, glass bottles, white paper, mixed paper,
magazines, newspaper, phone books, cardboned, styrofoan, wood pallets and scraps, {luorescent
tarps, clectronic ballasts, printer toner cartridges, and batieries. The Agency also promoted
reeyeling with its outside contractors; stringent recyeling reguirements were built into contracts
for services at Agency facilities.

In addition to recycling, the Agency has been proactive in meeting the goals established
by the Clinton Administration in regards to encrgy efficiency. The Energy Policy Act of 1992
and EO 13123™ set the goals, and the Agency strategics for meeting these goals were carried out
through o combination of energy audits, encrgy conscrvation projects, and prospectus level
projects throughout s facilities management,

The Agency designaied a Senior Energy Manager who met regularly with Depariment of
Energy representatives and participated on the Interagency Bnergy Muanagement Task Force, In
recognitinn for its progress. the SSA Sensor Energy Manager received the © 1999 Federal Energy
and Water Munagement Award” from the Federal Imteragency Energy Policy Commitiee for
exceptional accomplishments in the eflicient use of energy in the Federal sector. Institutionally,

* Greening the Government through Waste Provention, Reeveling, and Federal Acauisition, signed September 14,
1598,

# Greening e Gorvernment trough Lesdership in Environmenial Management, signed Aprii 21, 2000,

. Ciresning e Oovernmens through Efficient Energy Managemen, signed June 3, 1994,
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building/facilitics managers were established at every Agency delegated facility, and they were
responsible for understanding energy regulations and guidelines and for implemeniing enecgy
conservation measures, monitoring energy consurption, and evoluating costs and savings.

ENVIRONMENTAL ACCOMPLISHMENTS

Agency accomplishments in environmental issues included:

+ Insialled motion sensors in the headquarters complex, Metro West, Northeast PSC
Mid-Atlantic PSC, Great Lakes PSC, Weastern PSC, and Wilkes-Barre Data
Operations Center to save lighting costs;

e Insialled energy efficient motors wn mechanical space of delegated buildings;

o [Installed encrgy efficient lighting, including compaet fuorescent lamps in pluce of
incandescent lamps, at alf delegated space;

«  Completed the “Campus Cross-Tie” project, providing emergency power to the
headquarters complex with the generators from the Nattonal Compurter Center,

» Retired and replaced old, mnefficient central plants and equipment with new energy
&l ﬁc%ez‘zi%ez}viwnmcmaiiy fricndly equipment with instalied energy management
sysiemsy 3

» Instabied lighting controls;™

+ Installed variable speed drives for pumps, cooling tower fans, and air handlers.”

» Replaced automatic sliding doors with revolving doors af the Mid-Atlantic PSC and
headquarters complex (revolving doors provide a positive seal at all exterior

entrances and energy savings by preventing the loss of conditoned air);

s lnstalled water conservation equipment in the form of low flow aerators (all defegated
buildingz), and low flow totlets (headguariers and Mid-Atlantic PSCh and

s Performed energy audits at all delegated buildings to assist in identifying and
prioritizing cnergy conservation projects.

® Plants completed: Western PSC, Great Lakes PSC, Mid-Attaatic PSC, headquarters, Mationa) Computer Conter,
and the Supply Building,
* Plaots completed: Western PSC, Great Lakes PSC, Mid-Atastic PSC, headquarters, National Computer Center,
and the Supply Building
¥ Plants completed: Western PSC, Great Lakes PSC, Mid-Atlantic PSC. headquanters, National Computer Center,
and the Supply Boilding



In FY 1999, six comprehensive energy and water audits were completed ot delegated
facilities, Most of these audits were accomplished using wtility energy service contracts, and
from these audits, the Agency initiated numerous projects iy 2000 i the headquaniers conmplex
and at the Greal Lakes and Mid-Atlantic PSCs. These projecis included new lighting, healing,
ventilation, air conditioning, lighting controls, and variable speed drives: completion of these
projects was projected to be FY 2001,

In addition, sustainable building designing was in progress in several large Ageacy
buildings. in conjunction with GS A, the Agency completed regovations in s delegated
buitdings with values in excess of $30 million, The vast majority of these renovations are GSA-
funded prospectus level projects, and while not exclusively energy projects, they significantly
affect the energy baseline by installing: 1) Encrgy efficient contral heating and air conditioning
plants: 2) Encrgy efficient windows and doors; 3} New computer-based contral energy
maragement systems; and 4 Natural day lighting and highting controls,

The Agency also renovated existing buiidings with encrgy efficient technologies such as
thermal storage, efficient lighting, co-generation, and passive solar technology. GSA submitted
and received approval for u prospectus project 10 build a new, stardalone chifdeare facility at the
Woodlaws, Marvland, complex; it will be designated the Agency’s showcase facility,
Rencwable wechnologics will be incorporated inlo the design of this facility, including ground
source heat pumps, natural day lighting, and passive solar design.

ENERGY TRAINING ACCOMPLISHMENTS

The Agency took very seriously its mvestment in its facilities staff on issues of energy
efficiency, and thus sent its building managers and staff to atiend various training classes and
conferences on such topics as ife cyele cost analysis, alternative fuels, lighting contrals, and
demand side management practices. Agency cmiplovees also attended GSA regional conferences
to becorne familiar with current strategies in GSA's program for reducing encrgy consumption.

The Agency has participated in Depariment of Energy (DOE) interactive training
programs (o ensure the presence of a trained energy manager i every Ageney delegated faciity.
The Agency scheduled additional training designed 1o help energy managers rack onergy usage
and cost.

Agency emplovees nationwide were educated on the need for and benefits of energy
conservation through an awareness program via e-mail, newsletiers, and the Agency print

muagazise, QASIS.

347



EMPLOYEE WORKSTATION IMPROVEMENTS

for employees. Accelerated dependence on computers o process workioads
resulted in g labor arbitrator’s ruling mandating the Agency 1o install user
friendly workstations in all held and telescrvice offices where video display monitors were used,

S s early as 1983, the growing emphasis on automation began raising safety issues

Throughout 1993 and 1994, exiensive studies and negotiations with AFGE resulted in 13
new wotkstation designs based on employee funciions. These designs incorporated a number of
user friendly features, such as electrically adjustable tbles {o alleviate healith problems
associated with extensive use of data processing equipment. In May 1994, the Agency began
installing the new systems [urniture workstations in field offices using furniture procured {rom
the Federal Prizon Industries (FPI), the Agency’s mandated furniture source.

Because the original arbitraiion mandate declared that ihe furniture be insalled in all
field offices within five years, the project required expeditious handling. Discussions with FPI
revealed that they would be unable to supply the furniture in the quantities within the {imeframes
regaired, As aresult, FPI granted & waiver for the Agency 1o coniract with private sector
vendors to supply some of the furniture to the Agency's field offices.

On September 20, 1993, Herman Miller, a furniture store, was swarded a 4-yenr contract
for installation of user friendly furniture in field offices throughout the nation. This contract, the
targest of its kind swarded by acy Federal agency as of 1993, was managed within the Agency
from inittation (development of regquirements) {o cvaluation of bids o final award, A tcam was
established o develop the work plans and to implement the contract. The team, assembled from
diverse componenis within the Agency, worked swiftly to develop and implement processes,
procedures, guidelines, case controls, and budget mechanisas for using the new contract o
tnstall ergonomic furmiture,

Eventually, it was decided that FPI would concentrate on providing and installing
furniture at the large sites {e.g.. PSTs and headquarters} and providing this service in a few field
offices. Herman Miller was used to provide furniture Tor most field offices, hearings offices,
TSCs, and other smaller offices. Though Herman Miller's contract was ending in 1999, many
field offices had not yet resolved pressing space and lease issues and were unable to recerve and
install the new furniture. Since FP1 was still fully engaged with the larger sites, the mitial watver
was extended for 2 years, and this new contract included streamlined procedures to shorten
timeframes for furniture design while reducing the Agency’s procurement-related workload,

Using the two furniture sources, FPI and Herman Miller, the Agency instnlled 46,946
workstattons i 1,436 fteld office sites {96 percent of the workforee) with user fricadly
furniture,™ In addition, 8,751 workstations have been instatled in the PSCs; 95 percent of PSC
employees enjoy user friendly {furniture workstations as of FY 2000.

3 Ax of when?
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Instatiation of the user friendly furniture in headguarters components continues, linked to
the master housing plan and renovations of the various buildings and properties housing
headquarters components. Over 6,500 workstations have been installed, and this portion of the
praject s expected o extend over an additional live years,

MoDERN WORKSTATION TRAINING

The abjective of modern workstation training was (0 educate Agency employees in the
proper use and adjustment of workstations to provide greater comfort and reduce the number of
physical infuries. The training injtiative is the result of recommendations from a job safety
anulysis conducted in 1993, recommendations later confinmed through feedback from employee
focus groups.

In 1998, there was a pilot study ducing which the Public Health Service conducted
several forms of ergonomic workstation training at the Ageney’s hicld offices. An independent
contractor evaluated results, and based on results of the pilot siudy the contractor recommended
that the Agency's approoch be a cost-effective combination of train-the-trainer and self-
instructional pamphlets. In April 1999, the DCFAM and the Office of Operations Management,
along with the Technological Environment Advisory Commitige™ agreed to this approach.

Mobputar FURNITURE RETROFIT PROJECT

Prior 1o development of the fully adjusiable sysiems workstations, the Agency insialled
modular furniture workstations in ficld offices as well as first gencration (not clecirically
adiustable) systems furnilure. Although state-of-the-art at the time of instaliation, i lacked the
fevel of adiustment the current workstations contain,

Funding for continuation of modular furniture retrofits beyond the pilot sites was limited.
Careful unalysis was made of risk exposure, minimiziog expenditures for the project while
maxbmizing benefits to the Agency. As a result, retrofits were generally done during an office
refocation since this climinates duplicative site preparation costs and minimizes disruption of an
office by furntiure reconfiguration, This approach kept costs low gnd within budgel,

T Which includes both managemest and the American FPederstion of Government Employee {AFGE) membuers.
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PHYSICAL SECURITY

violence in the Agency's field operations, physical security became a salient issuc

for many employees. The relative gafety of the work environment was no fonger
tuken for granted, and perhaps the greatest stride in ecmployee security was the raising of
awareness fostered by both tragedy and Agency educational programs, Since 1996, the Agency
has had a well-developed, nutionwide physical security program,

Q s a direct resull of the Oklahoma City Bombing and a perceived increuse in

In 1995, the Agency employed a sceurity-consulting firm 1o conduct physical security
surveys of s regional offices, PSCs, fizld offices, TSCy, and Office of Hearings and Appeads
{OHA) hearings offices. From the fiem’s findings and recommendations, a matrix of the top ten
security tmprovements most frequently recommended in the reports were developed and used as
a guide to direct, develop, and fund improvements to ficld office security,

In addition. the National Health and Safety Partnership Commutiee for Security
{INHSPCS) sponsored the first SSA/AFGE Physical Sceurity Conference in 1995 {eaturing
speakers, panels, and breakout sessions under the guidance of union snd management
fucilitators. The conference allowed managers, union officials, members of other federal
agencies, and local law enforcement participants to voice 1heir concerns aboul seCurity ssues,
They identified training/informational needs and shared ideas on solutions on such ssues as
employee and customer/client safety and sccurity, both inside and outside the office. The goal of
the conference was to produce a realistic set of recommendations for improving security,
Attendcees identified major physieal security conceros and issues facing employees and proposed
solutions that became the focus of subsequent NHSPCS acuivity,

A second security-consulting firm hired 1o 1996 conducied further physical security
surveys at sites not covered by the first wirvey (e.g., Agency resident stations, contact stations,
and OHA satellile oflices). Based on this firm's findings and recommendations, the Agency
identified further areas of inprovement for employee safely and provided additional fuading o
HUprove security at these faciiiies,

[n 1998, the Agency established a security tactical plan and provided funding of 3152
mithon to s field offices, PSCs. TSCs, OHA offices, regionad offices, and the data operations
center for additional guards, physical security upgrades, and enhancements professional sceurity
services nationwide. Physical security upgrades included such things as plastic windows and
emergency alarm buttons in interviewing booths.

in addition. the Agency contracted with another security-conspiting firm in 1999 1o
conduct physical security surveys of 134 field offices that had relocated since August 1997,
Using this firm’s recommendations, funding was provided {o enbance the security at these
refocated offices. All of these survays gave the Agency a large amount of data and information
1o base future improvements. The Agency developed a dutabase to capture information on the
status of the over 14,000 recommendattons made by the security-consulting firms for increasing
securily aationwide.
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As a further service 1o its employees, the Agency used the Security Information Bulletins
viu the Intranet and the OASIS magazine to communicate safety findings and suggestions. The
Agency also issued annual reminders to its managers (o updaic and discuss Security Action Plans
and Oceupant Emergency Plans with their office staffs and the union.® The plans help in these

Ways:
» Direct employees’ actions in emergency stiuations,
s  Prompt coordinated steps to be taken 1o obain assistance when eeeded; and,

»  Ensure that employces were aware of proper protective and emergency procedures
ncluding anticipating, controlling, and reporting demonstrations, sit-ins, and civil
disorders that may occur in or near the office/facility.

Plans were tailored specifically w each lacility’s unique situation and security needs, and
were annually updated and reviewed with the siff.

The Agency worked with the Federal Burcaw of Investigation and the Defense Sceurity
Service 1o shorten the time needed ta complete suitability checks on contract employees. These
actions permit electronic checks o be conducted within hours rather than months, and the
Agency implemented clectronic screening of contract employees and child care providers
through the use of the National Crime Information Center, Integrated Automatic Fingerprint
Identification System, the Defense Secarity Service, the Agency database, and the Immigration
amt Naturalization Service,

All of these measures to foster employee conlidence and security were undertaken by the
Agency to profect its most important asset, its employees. While Oklahoma City cast a shadow
over all Federal agencics and removed the innocence of Federa] employees in regards to their
own personal safety, some positive actions did result from this ernble tragedy. Increased
physical security indtiatives and awareness cducation programs have been instrumental in
creating a protected work environment and the safor employee.

INTERNAL COMMUNICATIONS

uring the 1993-2000 period, the Agency restructured and refocused its

management-cmployec communications program. A new cmphasis was placed

on providing more tmely communications with employees and on opening more
direct communications chunnels between the Commissioner of Social Sceurity and the Agency's
workioree,

® Seeurity Action Plans snd Occapant Binergency Plans provide security poiicy und procedures for people, records,
eguipmuen, and the offiee/facility.
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Morcover, advances in technology presented new information vehicles for the Agency’s
communicators to use. The mass utilization of e-mail and the cventual networking of the vast
majority of the Agency into the IWS/LLAN national network created instantaneous connections.
Communications that once took weeks at greal cost were disseminated in minutes for next (o
nothing. More importantly, issues that were formerly deemed unimportant to employees (in part
because of the costs associated with mass communication) were now addressed freely with the
national avudience of all SSA employees. They felt a connection with the entire organization, and
had a sensc of investment with the Agency.

Aside from this global view of communication, individual components within the Agency
also took advantage of the new communication avenues open to them, Each component sct up
its own internal communication/e-mail networks to spread news and information to their own
employees, and often times developed issue/component specific e-newsletters for wider
audiences.

Examples ol information vehicles used by the Agency included:

OASIS: the Agency’s magazine — Published quarterly, OASIS was the primary direct
informational vehicle used by the Agency to convey to its widespread employees important
actions, issucs, and initiatives. Before the advent of e-mail and the IWS/LAN rollout, OASIS
was almost the only national vehicle of information to communicate from headquarters to the
rest of the Agency.

Commissioner’s Broadcasts — In 1995, in response to the tragic bombing of the Federal building
in Oklahoma City that claimed the lives of more than 100 people (including 16 Agency
employces) the Commissioner of Social Security issued a nationwide e-mail broadcast to sharc
breaking news with our workforce. Updates on the recovery efforts in the aftermath of the
bombing were issued in the succeeding week.

Deputy Commissioner’s Broadcasts — The Deputy Comnuissioner has also institutionalized the
email vehicle for broadly communicating with employees on a myriad of topics and concerns.

Employee response to the communication and to e-mails, then a relatively new tool, was
positive due to appreciation of the speed with which employces across the nation could be
informed. As a result, the Commissioner decided to make regular use, on an as necded basis, of
c-mail to inform employces about pressing issues and cvents. These e-mails became
institutionalized as the Commissioner’s Broadcasts.

News Bytes — Approximately 10 months after the first Commissioner’s Broadeast, the agency
inaugurated the use of News Bytes, a frec subscription c-mail newsietter for any Agency
cmployee with an ¢c-mail address. These provided brief synopses of gencral interest news that
were not generally pressing.

Headqguarters Happenings (formerly the Central Office Bulletin) — Aimed specifically at the

Agency's Baltimore Woodlawn headquarters complex, this e-mail instrument was used to
disseminate all types of information relevant to the headquarters.
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Disability Notes — This regular email communicates important information of interest to the
disability community about recent developments. It was distributed freely to those interested in
the disability program both within the Agency and in external agencies and organizations. It was
intended to be informational and not an official expression of policy. It as available by hard
copy, email, and on the Internet.®!

Security Information Bulletins — SSA published and distributed advice to Agency employees on
matters affecting their safety by means of these Security Information Bulletins. They covered
various sccurity and safety issues, and offcred suggested actions and initiatives that offices could
take to prepare for and respond to disruptive customers; itemized reminders for parking lot
security, office access controls, and security in restrooms; and, providing instructions for
handling bomb threats or suspicious items.

In addition to these employce communication initiatives, individual components also
began to further communication with other components. For instance in April 1998, the Office
of the General Counsel (OGC) and the Office of Hearings (OHA), in an effort to improve
effective communication between the two components, formed the Program Adjudication &
Litigation Workgroup (PALs). The mission of this group was to coordinate the adjudication and
litigation functions involving Social Security programs, to improve communication and
understanding by developing a shared concept of defensibility, and to enhance the Agency’s
litigation position by improving the quality of decisions, ensuring the integrity of the
adjudication process, and avoiding damaging court precedents.

The PALs continued to work on other initiatives in an effort to improve the Agency’s
success in litigating transcript litigation.

The Agency is committed to providing information to its own employees. By involving
them in the dialogue of Social Security issues, employees will feel a greater sense of investment
and involvement in their work, increasing both job satisfaction and a sense of belonging. The
Agency is using all available communications outlets, both old and new media, to reach its
employecs.

ol
www.ssa.gov/odhome/
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ExHiBIT 1

2000 SSA/AFGE Ratification Agreement

Partnerships

Section 1. Introduction

The parttes recognize that a new relationship between labor and management as partners 1s
essential for transforming the Social Security Administration into an agency thalt works more
efficiently and cffcctively and better serves customer needs. This partnership involves the
sharing of information at the earliest pre-decisional stage, thereby engendering mutual trust and
respect Lo better serve the agency’s mission.

Section 2. Principles

Administration and Union representatives will bargain in good faith, including bargaining on
issues which may fall under 7106 (b)(1), using interest-based bargaining (1BB) with the objective
of reaching agrecment. Every effort shall be made to reach agreements that address the interests
of both parties. The procedures for implementing IBB, including providing necessary training
and facilitation, and use of alternate dispute resolution procedures, will be developed by the
National Partnership Council.

Section 3. Partnership Councils

A. The parties have established a Partnership Council at the Agency level. The existence of

an Agency level council will not preclude the establishment of lower level councils

where mutually agreed to by the parties.

Partnership Councils shall include an equal number of Administration and Union

appointed members. The membership of the National Partnership Council has previously

been determined by the parties.

Councils shall abide by the general principles sct forth above.

The Counctls shall mect on a regular basis, normally at least monthly.

The Councils shall develop a written agenda with topics being submitted by either party.

Council meetings will always be attended by the principals or their designees only.

All official time utilized by Union representatives under Partnership shall not be charged

to any bank or cap.

H. Travel and per diem for partnership activities shall be paid by the Administration in
accord with Federal Travel Regulations.

=

oOmmon

Section 4. Other

To the extent that no conflict exists, this article does not supersede the SSA/AFGE Memorandum
of Understanding of June 22, 1994,
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CONCLUSION

The retrospective information in this Adminisirative History demonstrates S8A's success
in adminisiering its programs and managing the resources entrusted to it This narrative provides
a snapshot of the Agency's performance during the past eight years, However, the status of SS5A
would not be complee without providing o sense of the challenges the fulure may bring. These
chalienges include long-term solvency of the Social Security program and commitment to world-
class service as well as issues that have a more immediate impact on Agency operations,
including S81 and O munagement improvement and fraud prevention and detection. While
these issues are challenging, the Agenoy has the policies and plans in place to ensure they will be
adequately addressed,

To help address thexe challenges, $8A released s 20180 Vision document. 1t provides a
view of SSA’s service in the 21" century and a strategy to align the Agency’s budget, human
resoarees and techaology 1 accomplish the significant workload growth expected over the next
decude. As 5SA enters the new millenaium, it is mindfisl of the purpose of the Social Becurity
progrars s an “American Comerstone” which has served the nation in providing economic
security to the American public for 638 years. SSA is committed to mecting its stewardship
responsibilities while providing the best guality service 1o 115 customers.
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AC
ACCESS
ACPI
ADA
ADR
ADRA
AEE
AEP
AFGE
AJAN
ALl
ALP
APP
ASP
ASPE

BAAC

CBO
CDI
CDPs
CDR
CFO
CLF
COLA
CR
CWHS

GLOSSARY

-A-

Appeals Council

Accessible Computer Configured Employec Support System
Appeals Council Process Improvement
Americans with Disabilitics Act

Alternative Dispute Resolution

Administrative Dispute Resolution Act

Agency Environmental Executive

Affirmative Employment Program

American Federation of Government Employces
American Indian Alaska Native Advisory Council
Administrative Law Judge

Advanced Leadership Program

Annual Performance Plan

Agency Strategic Plan

Assistant Secretary for Planning and Evaluation

Black Affairs Advisory Council

-C-

Congressional Budget Office
Coopcrative Disability Investigations
Career Development Programs
Continuning Disability Review

Chief Financial Officers Act of 1990
Civilian Labor Force

Cost of Living Adjustment

Claims Representative

Continuous Work History Sample
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DA&A
DCM
DDS
DHEW
DHHS
DI

DM
DO
DOC
DPRT
DRC
DRI

ECHO
EEO
EFT
EHS
EITA
EWD

FMCS
FO
FR
FRSC
FSA
FSP
FTE

GAO
GBP
GMRA
GPRA
GSA

-D-

Drug Addiction & Alcoholism

Disability Claim Manager

Disability Determination Services
Department of Health, Education and Welfare
Department of Health and Human Services
Disability Insurance

District Manager

District Office

Data Operations Center

Disabilily Process Redesign Team

Delayed Retirement Credits

Disability Research Institute

-E-

Every Contact Has Opportunity

Equal Employment Opportunity

Electronic Funds Transfer

Environmental Health and Safety

Enterprise-wide Information Technology Architecture
Employees with Disabilities

-F-

Federal Mediation and Conciliation Service
Field Office

Field Representative

Federal Records Service Corporation
Federal Security Agency

Foreign Service Programs

Full-time Equivalent

-G-

General Accounting Office

General Business Plan

Government Management Reform Act of 1994
Government Performance and Results Act
General Services Administration
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HAAC
HCFA
HEW
HHS
HIA
HIPAA
HPI
HR
HRS

IBB

ICT

IFA

IG

INS
IPMOU
IRS

IT

IVT
IWS/LLAN

LAPR
LDP
LEP

MBR
MEF
MINT
MMP

-H-

Hispanic Affairs Advisory Council

Health Care Financing Administration

Health, Education and Welfare

Health and Human Services

High Impact Agencies

Heaith Insurance Portability and Accountability Act of 1996
Hearings Process Improvement

Human Resources

Health and Retirement Study

Interest-Based Bargaining

Immediate Claim Taking

Individualized Functional Assessment

Inspector General

Immigration and Naturalization Service

Incentive Payment Memorandum of Understanding
Internal Revenue Service

Information Technology

Interactive Video Teletraining

Intelligent Workstation/Local Area Network

-L-

Lawfully Admitted for Permancnt Residence
Lecadership Development Program
Limited English Proficient

-M-

Master Beneficiary Record

Master Earnings File

Modeling Income in the Near Term
Market Measurement Plan
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NACED
NAPA
NASI
NBDS
NBES
NES
NLSMW
NPC
NPR
NRA
NSHA

OASDI
OASI
Qact
OCIC
OCOMM
OCSE
OCSI
ODIAP
ODISP
OEO
OFAM
OFM
OGC
OHA
OHR
OIG
OLCA
OMB
0

Op
QPEA
OPM
OQA
ORES
ORP
ORS
Q8
OSM

-N-

National Advisery Council for Employees with Disabilities
Nattonal Academy of Public Administration
National Academy of Social Insurance

New Beneficiary Data System

New Beneficiary Follow-up

Non-English Speaking

National Longitudinal Survey of Mature Women
National Partnership Council

National Performance Review

Normal Retirement Age

National Study on Health and Activity

-0-

Old Age, Survivors and Disability lnsurance

Old Age and Survivors Insurance

Office of the Actuary

Office of the Counsel to the Inspector General
Office of Communications

Office of Child Support Enlorcement

Office of Customer Service Integration

Office of Disability and Incame Assistance Policy
Office of Disability and Income Security Programs
Office of Earnings Operations

Office of Finance, Assessment and Management
Office of Facilities Management

Office of General Counsel

Office of Hearings and Appeals

Office of Human Resourges

Office of the Inspector General

Office of Legislation and Congressional Affains
Oxfice of Management and Budget

Office of Operations

Office of Policy

Office of Policy and Exteraal Affairs

Oifice of Personnel Management

Office of Quality Assurance and Performance Assessment
Office of Research, Evaluation, and Statistics
Office of Retirement Policy

Office of Research and Statistics

Oifice of Systems

Office of Stratogic Management
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oT
OWA

PAAAC
PAS
PASS
PET

POA

PaS
PEBES
PMi
PRUCGL
PRWORA
1996

PSC
PUMS
PWD

QA

RET
RRC
RRE

SES
SMi
SR
SSA
Ss8
SSD
SSi
SSN

r

k

3

t

L

3

Office of Training
Office of Workforee Analysis

-p-

Putific Asiun American Advisory Council

Public Atfairs Specialist

Plan for Actigving Sclf-Support

Partnership Evaluation Team

Program for Objective Achievement

Planning and Budgeting System

Personal Barings and Benefit Estimate Statement

Presidential Munagement Intemn

Permanent Resident vnder Color of Law

Personal Responsibility and Work Qpportunity Reconciliation Act of

Program Service Center
Public Understanding Measarement System
Persons with Disabilitics

-Q-

Quality Assurance

-R-

Retirement Earnings Test
Retirement Research Consortium
Request for Review

5.

Senior Exccutive Service
Supplementary Medical Insurance
Service Representative

Social Security Administration
Social Security Board

Social Security Disability Insurance
Supplemental Security Income
Social Security Numbor
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SSR
SvB

TLC
TSC
TSR
TWWIIA

UPS

WAAC

Supplemental Security Record
Special Veterans Benefits

-T-

Talking and Listening to Customers

Teleservice Center

Teleservice Representative

Ticket to Work and Work Incentive Improvements Act of 1999

-U-

Unified Planning System

-W-

Women’s Affairs Advisory Commitiee

361



REFERENCES

Congressional Panel on Sacial Security Organization. V1984, A Plan ta Extablish an Independent
Agency for Social Security. A Sty Prepared for the Committee on Wayy and Means.
Washington, D.C.

Department of Health and Human Services, 1991, The Social Security Strategic Plan: A
Framework Jor the Future, Washington, D.C.: HHS,
1993a. Keport of the Inspector General an the Social Security Administration’s Services.

Washington, D.C: HHS.

1994, The Chullenge of Change: Rebuilding Public Confidence in Social Secarity.

Washington, D.C.: HHS,

H.R. 3734, Personad Responsibility and Work Opportunity Reconciliation Act of 1996, SEC.1 11,
Digvelopment of Proto-Type of Counterfeit Resistant Soctal Sccurity Card Required.

National Commission on Soial Sceurity. 1981, Social Security in America’s Future: Final
Report, CIL pp. 305-308,

1983, Report on Sociaf Security Reform, Chapter 4.

National Performance Review. Creating a Government that Works Better and Costs Less, 1993,
Washington, D.C.. NPR,

1995, Common Sense Governenent: Works Better & Costs Less. Washington, D.C.ONPR,

Presidential Bxccutive Order 12871, Labor — Management Partperships, 1993,

Presidential Bxecutive Order 12862, Setting Customer Service Standards. 1993,

Social Security Adnunisteation (88SAY 1994, Plan for o New Disabiliry Claims Process
Washington, D.C. SSA,

vvvv _ 19934, General Business Plan: FY [9956-1999. Washinglon, [.C.: §8A.
1995b, Letter to Alice Rivlin, Divector OMB {ron: Shirley Chater. Wushington, D.C.:
SSA
19960, Effective Leadership Needed (o Meet the Daranting Challenges Social Security
Administration. Washington, D.C.: SSA,
1996b, Ceneral Business Plan:FY 1997.2001. Washinglon, D.C.: §8A.
1996c. Gffice of the Inspector General Evaluation Report. — Test of Sutisfucrion Scales,
A-02-92.02204 Washington, D.C 88A,
1997a. General Business Plan: FT 1998-2002. Washington, D.C.: 8SA
1997h, Keeping the Promise, Strategic Plan 1997-2002. Publication no. 01-001,
Washington, D.C.: 88A.
1997, Qffice of the ispector General Semiannual Report o Congress, October 1, 1996~
March 31, 1997, Washingion, D.C. SSA.

1997 Cffice of the Inspecior General’s Report on Reading level for Spanish-Speaking
Clients Receiving Soctul Secarity Administration Spanish lunguage Notices, A-06.96
-62200, Washington, DL SSA.
1997c. Report to Congress on Options for Enhancing the Sopcial Security Card.
Washington, D.C.: SSA.
1998a. Evaluation of Parinership. Publication no. 23-092. Washingion, D.C. §8A.

. 1998b, fncome of the Aged Chartbook

6z



W98e. Management of the Supplemental Security ncome Program: Today and in the
Future. Publication no. 05-10103. Washington, D.C.; SSA.
F998d. Predicring Retirement Attrition for a Maturing Workforce. Washingion, D.C.:
SSA.
V999a. Comnnissioner Apfel's Testimony before Haouse Copmmitter on Ways and Means
Subcommittee on Social Security. Washington, D.C SSA,
e Y999, FY 1998 Payment Accuracy {Stewardship} Report. Washington, D.C: 8SA
1999, The SSA Public Understanding Measurement System {PUMS), PUMS- and
T PUMS-IT Surv ey Results. Washington, D.C: 854,
1999d. Sociaf Security: Accountability Repors. Washingion, DCy 88A.
1999, Social Security and Supplemental Security Income Disability Programs:
Managing for Today/Pluming for Tomorraw, Washington, 2.C.. 5SA,
V. Update on Year 2000 and other Key fnformution Teclmology Initiatives
{GAO/T-AIMD-99-238, Washingion, D.CLS5A.
20000, Awmad Report of the Board of Trustees. Washington, D.C.: 88A.
2000h. Chronology of SSA events from 1993 — 2001
20003, Early Retirees under Social Security: Health Status and Economic Resonrces,
GRES Warking paper Series Number 86, Washingion, D.C.; §SA.
20004, Fast Facts & Figures: About Social Security. Washington, D.C.: SSA, Office of
Policy.
2000¢, Gathering and Using Customer Information to Improve Service to the Public,
Washington, D.C.: §88A,
e 20008, Informing the Public About Soctal Security, Mujar Conmmunications
Accomplishments & Challenges. Washington, D.C.: 88A.
2000g. Mastering the Challenge: Strategic Plan 2000 - 2003, Washington, D.C: S8A |
Office of Strategic Management.
2000k, OASDI Fact Sheet, Office of the Chief Acneary. Washington, D §8A
20008, Organizational Culture Project, Final Reporr. Washington, D.C: 88A,
20004, Performance and Accountabitity Report for Fiscad Year 2000, SSA Fub. No. 31
«13}. Washington, D,C.; 88A, Office of Financial Policy and Operations.
2000%. S8 Monthiy Update . Office of Research, Evaluation and Statisiics. Washingion,
D.C.:SSA
e 200N, Social Security 2010 Vision. Washington, D.Co 55A.
20UOm, Workforce Planning at the Sociaf Security Administration, Washinglon, D.C.
SSA.
2000n. 2000 A Straregic Plan: Social Security Administration. Washingion, D.C.: §8A,
Social Security Administration Advisory Board (SSA-AB). 1997a. Forum on a Long-Range
Rusearch und Program Evaluation Plan for the Soctal Security Adminisiration:
Procecdings and Additionad Comments. Washington, D.C.: SSA-AB,
19976, How the Social Security Administration Can Provide Greater Policy Leadership.
Washingion, D.C; SSA-AB,
1997¢. Increasing Public Undersianding of Social Security, Washington, DL.C.: $S3A
~AB.
1998a. How $SSA Disability Programs Can Be Improved. Washington, D.C.: 55A-AR.
1998b. Strengthening Social Security Research: The Responsibilities of the Social
Secwrity Administretion. Washington, D.C.: S§A-AB.
Social Security Act of 1935, Section 701, 42 U.S.C. 901,




INDEX

607 Anniversacy. 24, 38
63 Anniveraen |, 24, 28, 46

A

Agcouniehility Heport, 18, 20, 47, 83, 154,231, 292
Appealy Counei hnprovemont Plan, 108

Actaary. 2,62, 53,64, 71 136, 169, 191,258, 248
Advisery Beard, 15 38, H1L 334, 36,37, 39.42,46.47.

R, R1 67,68, FOUBY, 162, 1Y, 172, 203, 231, 282, 294,

288, 296, 347

Advisory Council. 27, 32, 34,43, 65, 70 811 %), 162, 169,
308, %

Aabassndors Program, 8%, 85, 297

Americur Fodesation of Government Employees {AFGE),
27,349

Amercos indizn and Afaska Notive Serviee Delivery
Canfurence, &4, 303, 204, 209, 111, 314

Americans with Disabilities Act (AA), 41, 44, 36, 109,
P17, 343

Anti-Frvd Committees. 236, 242

Apfel, Commissioner Kenagh, 4, 8, 8, 14, 34, 20, 33, 34,
43, 45,47, 48, 49, 51, &4, 60, 62, 63, 65, T4, 15, 75, 8T,

85, 94, 106, 107, LB 110018, FIT 5270133, 134, 135,

144, 146, 154, 158, 163, 185, 187, 190, 196, 204, 208,
2120008, ZIR. 222, 240, 247, 281 260, 376, IRG, 110,
28,0336, 33, 306, 338, 390, 48, 348, A6H, 7R ARS
Appeals Council. 11,44, 54,97, 99, 103, 1, 106, 107,
15%
micmmion, 4, 15, 17, HI8, 144, 145, 192, 195, 198,200,
2061, 2068, 331, Vg &%

B

haby boam, £, 78, 81 164 173, 191 218, 282, 284, 207,

299, M 1o

Batunced Budies Aoy, 16, 35, 123,126, 128 129, 130, 258

Haltamtyne, Huany, 64

Harnes, Pal, 34, 68

bipurtisan, 27, 20. 49, 80,83, 68. 84, 120170

Bigir House, 305

Board of Trugees, 16,17, 1R, 63, 9L 778,79, 80, 88,
ith

bosh, 22, 208, 353

Hrooks, Wiiliams C.. 30, 69

Brown, junc 232

C

California Medival Association, 219, 271

Calluhan, fumes. 3. 38,36, 86, 75, 78, 129,217, 238, 271
Curdin, Ben, 284

Carter Administraticy, 49, 68, 333

Certificate af Excellence in Accounting Reparting, 19

B4

Chaltenge of Change, Ther Rebuilding Public Conpfidence
in Social Security, 228

Chater, Commissionor Shirfey 8.4, 6, 28, 23, 34, 26, 27,
ZE, 25,30, 31, 33, 48, 52, 53, 55, 536, 39. 62,63, 64, 65,
FO, 72080, 91, 95,105, B2, 144, 162, 10K, 168, 179,
TRY BHD, 1RE, 208, HW, 210, 281 2820 22K, 230, 233,
234,279,080, 283

Chesser, Judy, 37, 64,73

Chiel Financind Officer (G0, 17,19

Chivt nfrmation Olficer, 21, 69, 213, 214, 272, 273

Chief ol Stafl, 28. 62. 69, 73, 14

childhood disabibity, S, 18, 34, 37, 88,92, 123,124,125,
126,127,263

Childrews Health Insuzsnce Program (CHIPY, 38

Climon, Hillary, 23, 24, 30

Climon, President Withiam J.. 4. 5, 8, 12, 22, 23, 2%, 26. 27,
28,29, 30, 32, 33, M, 358, 36,37, 38, 35,40, 41, 32, 43,
44,45.46,47, 80, 855659 60, 61,71, 81, €2, 84, 87,
BE, 1057, HOR, PG, 117, 623, 136, 136, 137, 148, 131,
B TG, 179, 194, 195, 196, 303, 204, 207, 259, 210,
2YE 27 E8, L3R 49, 284, 266, 281 2R3 304, 307,
317,341, 345

Cliaten Admmnistssiion, 4, LR 12
5287.82.710.85 %7 R84 10
IS5 16, 164, 106, 1F, 1R ‘?‘i 12
P PR N1 M3 £SO 4 T 9. ST % T £

Colvin, Carclyn, 28, ML 31 39,86, 72. 73

Conmmerce Neg, 45

Commissioner’s Bromieast, 100, 154, 158, 352

Computess for Kids, 37,45

Contingining Divshility Boviews (CHRsL 12, 15,16, 114,
123, 126,257, 258, 1549, 360, 262

Coyne. Brian, 28,62, 74

13 30,28 04,50,
16, 133, 135, 139,
3, 338,
4

i3
38, 5K, 280,

D

Brugs and Adcobot Addition (DAA), 14,15, 122,123

Balbar, Inc., 21, 29

Cianicls. Susan, 27, 66, 73, 108, 19

Disubility Determination Services (5308s), 6.9, 1, £, 42,
92,94, 96, 100, 102, 103, 164, 143, 147, 188, 116, 199,
200, 209, 211, 236, 237 247, 257, 158, 262, 363

Dean, Rickard, 23,31, 64,771,213

Department of Hezlih und Human Seevices (1IHS), 36, 27,
34, 35, 38,49, 50, 51, 52, 53, 56. 61. 62. 66, 69, 91 110,
115, 163, 168, 183,232, 277, 278, 179, 281, 392, 284,
i3

Depury Comadssioner's Broadeass, 152

Digizal Diivide Injtintive, 46

disability ciaims, B, 100 D 903,94, 95, 88, HY, 3D, 134,
Yeg, 206, 227, 230, 287, 3%

Drelayed Retivemont Orediss 1RO, §7


http:28,62.13
http:52.51.62.19.86.87
http:13.20.21
http:l'l,1,.lN
http:44.45.46.47.50.55.56
http:12,22.23,25,26.27
http:230.2.13
http:28.29,30.31.33.48.52
http:Administration.49
http:1.44.94.97.99
http:14,24.29,33.34
http:39,41.46.47
http:Anniver~:J.ry

E

clectronic crimws, 236

Enoff, Louis. 20, 51

Equai Emplovmer Opoonanity (EEOL 367, 308, 38, 31
Executive {xder (B0} 200X, 333

Exccutive Urder (B0 12802, 131, 183, 179, 228 238
Execarive {hder (B0 1INTE, 2380, 317,319, 320
Execative Order (B0 13125, 2%

F

Fabrie of America, 76, 278

Federal Revonds Service Corporation {FREC) 43, 23
Ford Administration, 21,49, 31146, 34

Fraud Hotline, 33, 235, 237, 234, 235, 148

Fricd. Arther, 19,53, 73

Fult Frocess Module (FPM1, 99, 100

Fuli Tirme Bmployee (FTH), 15

furdough, 23, 208, 2140, 214, 212

G

Gallup, 286, 288, 301

General Accouniing Office (0GACK, &, 12, 17,22, 31, 36
50,52, 53,67, 98, HE, HRE, 125, 128, 40184, 162,
te%, 172, 180, 213, 238, 260, 262, 274, 314, 322

General Counsal, 29, 31, 62, &%, 72 239, 218, 33 333

Gore, Albert, 17,20, 26, 27, 32, 38, 30 4L 41 43, 48, &4,
BX 96, 1T, 128, VIS 1R 198, G 20 29 285,298,
305, M6, 327

Goeld. June, 36, 37,3012

Government Management Beform At {OMRAL 1L 19

Gaveramen! Porformanoe and Hesults Ao {GPRAL 5, 17,
19, 245 44, B34, 141, 182, 143, 148, T4 H4R, 149130,
{52,154, 155, 88y i61, Ul 728,130, 23, XS

Government shutdows, 23,30, 210

Great Social Scourity Debaie, 37,83

Greenspan, Alan, 48, 8¢

H

Huher, William, 43, 47, 59,60, 72, 195, 217, 219,328

Hummver Awards, 200 27,30, 3233, 34,38, 39, 42,43 45,
96,179, 200. 216, 315, 136

Hansen, Lori, 28,47, 70

Harnuge, Bobby, 45

Hart vs. Chater, 31

Healih Care Finaicing Admdmistention (HOFAL 89, 740,
I, TY8, 2ER, 261, 260, 42

Hearings Prociss bmprovemens (P 42, 104, 108, 106

High Fmpact Apeacy §HIAL L8O, 189, 32}

High Bisk_ B, 260

Hase. James, 42, 33, 48, 72, 233

I

tentity Theft, 238,239, 240, 248
Inpmigrstion and Naturatization Service (N8, 122,109,
131,198, 199, 296, 247, 244, 361, 3584

tndependent Ageacy, L LA BAE, 1 13,3, 27,2889,
M 48 4% 30,081 A0 SR 56 8L A 8L 04 65,67, 68,
F9L 144, 163 166, 16K, 169,170 174 201 2
233, 41, 2¥e 27279 280 281, 32

information Techaology (7). 22, 98, 144, {60, 161, 213,
286,321,312

Inmeiligent WorkstalionfLacal Avgs Nuowork (TWSILAN],
32,42, 143 146, 315,016, 320,022, 323,324, 326,
334,335, 335, 443,282

Internen, 27, 33,34, 44, 45, 84, 60, 838, 150, 160, 162, 167.
178, 208, 208, 215, 216, 217, 218, 219, 230, 221, 234,
267269, 270, 271,204, 278, 279, 283, 283, 291, 297,
203, 294, 295, 299, 300, 323, 324, 325, 325, 336, 337,
353

Interactive Video Telvtraiging (IVE), 31, 337, 338, 33y,
40, 341

H J

Juckson, Yveie, 38, 66, 73
IAWE, JAT
Jeffords, Senator Jans, 181, 113

| 4

Keeping the Promise. 6, 20, 36, 148, 148, 192, 303, 283
Kellison, Stephen, 29, 71

Kennedy, Sonator Bdwaed, 111118

Koys, Martha, 28, 42, 60

Kosgvo, 41, 208

I‘I

Landan B Jobrsan Schanl of Public Aflsirs, 47, 87
Lewin-YHI, 166, 171

Eimitation on Administrative Expenses, 143, 183
low hirth weight, 126, 200, 258, 259

M

Muthews, Hurlan, 30, 58, 69

Muxwetl (Schaal of Citizenship and Pablic Altbinn s
Syrucuse Universityd, 24, 40,71, 184, 178

Masterharm, Pean, 3, 64, 213

Miiler, Herman, 348

misuse. 206, 234, 238, 238, 240 244, 245, 348, 269, 270
232

Muoon, D, Mariiva, 2973

Muynihan, Seagtor Patrick, 24, M3 58, 38R

N

National BOO Number Notwork, 21, 1858, 189, 290

Naitonal Ami-Fraud Commitice, 236, 242

Nativnal Anti-Frasd Conlfisence, 36, 41, 136

Nationsl Commizsien ua Childhood Disubility, 125

Natipnzl Commission an Social Security, 49

National Parinership Council (NPC), 317, 31K, 319, 320,
A%4


http:28.47.70
http:17.20.26.27
http:51,61,0:,7:<,2.19

Nationad Performanes Roview (NPRY, 20, 26, 75, 93, 10,
LHE 179,180, 181, 182, 13, 185, 186, 198, 218, 306,
326,336

National Sudy on Hoealth and Activily (INSHAS, 121

New Heneliciary Doka System, 167

Nows Bytes, 42, 152

Nizon Administration, 49

Nonagenarian, 263, 266

Nun-English Speaking (NES), 58, 187,180, 202, 264, 205,
206, 309

Noteh, 27,29

Nuriuring, &, 142, 147, 230, 280, 341

0

OASIS, 150, 347, 381, 342

Offiee of Child Sugport Enforcoment ((SE], 288

Ofice of Logistmion and Congressional Affalrs (OLTAY
64, 163, 197, 239, 281

©ffice of Managemen arxl Badeet (OMB), 19, 35, 36, 33,
56,5960, 64,100, 118, 141143, 145, 149,151 152,
V183, 184, 185, 160, 20%, 210 212, 213, 272,320, 30,
322

Cikuberng City, 22,33 38,30 30 208, 0%, 380, 334,382

Old Age and Sarvivors nsucance {OASTL 20 18,46, 85,
a4

Onirench Domonstetion Progoom, 130,138

P

Parimarship, 4. 27, 3130 34038, 1R 308, 117316, 318,
320,35, 384

Passeadhe, 226,271

Forsona! Barnings and Bonellt BEalaiue Saemen
{PEBESY 33, 34, 34, 79, 34, 217, 270, 271 287, MM,
k¥4

Philippincs, 137, 138, 248

physical seurity, 273, 341, 330, 481

¥in, 271

Poglodt, David, 47, 68

Presidential Decision Prreatives, 238,273

Process Unification, $7

Fersonal Responsibibiy msl Work Opportunizy

P24 825,026, 137 V2R, UM, 130, 237,054,288, 368,
6T I

Public Koy tofrastrocture, 219.27)

Public Trusior, 36,47, 70

Public Undorstnding Measuroment Syslem (PUMS), 286,
IK7. ZRB, 29%, 3. 342, 301

Q

Caatified Modicars Beneficiary (QMB), 38,133

R

Raines, Franklin, 36
Rebuilid, b, 143, 234, 280
redelerniinaiians, 12, 15, 126, 258, 250, 260, 261, 262, 264

366

Retirernent Earaings Test {RET), 12, 40, 45, 86, K7, 84,
N4

Retisomers Ressurch Consordam (RRCY, 38, 38,44, 172,
173

Hhssdes, Lindi Colvin, 36, 31, 39 635 72

Rooneveli, Prosident Frunklin ., §, 24, 23, 44, 46, 48, 73,
75, 18

Ross, SManford, 36, 37, 67, 68, 13, 72, 139

Rosth, Sem, 131

S

Save Soctsl Socunty First, 37, 40,83, 84, 282

Suving, Dr. Thomas, 37. 71

Sehdober, Sybvester, 37, 88

Sehunoke, Kart, 316

Sonior Bxecutive Service (SESL 51, 61,73, 328,33, 332

Shalala, Dooaz, 26, 27. 52, 8, 115, 189

Shea, Gemld, 30,46, 6%

Singlcion, Arthur "Poeie™, 28,340

Seeificod Low-Income Medicers Reneficiary (SLMR), 133

Social Securlty Act, 3, 2,3, 14, 16, 24, 28,48 48, T 75,
G7OPYT 125 P32 437 168, 1750177189, 231, 235,
358

Sovin! Beeurity cand, 43, 182, 198, 210, 267, 208, 269, 270,
250

Social Security Undine, 27,44, 216, 217, 291, 242, 293,
34337

Social Securily Batement, 57, 217, ZH3, 287, 285, 291,
293, 294, 395, 297 301, 303, 304

slvency, L8, HEL 379,49, 30, 35, 87,75, 78, 80, 81, B2, 84,
XS, 84, BE, 165,169, 170, 72, 281, 284, 335,355

SHAs Mandue Aguinat Bed-Tape (SMART), 40

siskeholder, 6, 8, 20, 30,91, 98, 100, 108, 110, 111, 116,
140, 141, 145, 148, 149, 136, 135,156, 157, 180, 182,
183, 180, 238, 250, 276, 24). 282, 281

slewardship, 5. 19, 144,150, 231, 233, 234, 241, 242, 257,
250,261, 366, Q7L 335

Strtegic plunsing, 130

Sterdivant, John, 27, 31, 39, 38, 319

Supplerseatal Securily Income (85813, 2, 3. 5.8, 12, 13, 14,
15,16, 17, 18,22, 30, 32, 33,35, 37, 38, 39. 40, 41, 45,
46, 49, 50, 5K, 68, 92,93, 94, 100, 107, 108, 109, 110,
VIZ2 15 114 117,108, 119,020, 122, 123,124, 125,
126, 127,128, 129, 130, 131, 132, 133, 134, 135,137,
138, 139, 142, {54, 155, 156, 16, 166, 167, 164, 170,
174, 175, 176, 177, 178, 189, 190, 196, 197,200, 208,
209, 210, 211, 237, 245, 249, 254, 255, 258,257, 158,
239, 260, 261, 262, 203, 364, 166, 281, 204, 295, 355

Supreme Court, 41, 124

Spreinl Veteruns Benelitg (8VH), 137, 1534, 138

T

Thompsesn, Dr. Lawrence, 76, 31, 52, 5%, 22§

Tiekel 1o Work and Work Incemsives Improvensns Ach H
16, 44, 47, 87, HIF, HI0L 112, 185, 139, 13

Tile XV 3, 251, 258, 364, 266, 339

Towmlization gprecrments, 26, 44, 193, 194 105, 197, 198,
16, 32 226,237,252

wragedy, 22, 208, 355, 351

Trusless Boport, 26, 27, 29, 32, 35, 38, 41, 44, 78, 293


http:3:.\.41.44..78
http:tlgrecmcnlj.,26.44
http:IJR,13Q,14~154.155,156,16).I~I~,IM.lm
http:10.37.49.50.55.57.75,78.80.81

v

Yiston (2010 Vision), 5, 8, 9, 46, 58, 60, 47, 152, 145, 185,

1537, L59. 160, {61, 215,275, 320, 355

W

Walawright, Inan, 29,88, 72

Wayn ard Moans Commitiee, 24, 28,70, 112 134, 154

Weaver. Caralyn, 28, 37,700 185

Weinherger, Mark, 47, 69

White House, R, 22, 36, 39,46, 41,45, 55, 87, 61, 64, 32,
HALES. F14, 118, 210, 276, 280, 281, 307, 345

Williams, David, 30, 61, 72, 194, 233, 236, 238

Wondlawn Master Plan, 342

workforee, 6,7, 8.9, 11, 42, 58, 65,8587, 116, 11K, (56,
1R7, 188, 189, 182 203, 227, 203, 279 280, 297, 308,

306, 307, 308, 309 310, 311, 313, 314, 316, 370, 327,
320, 33, 347, 334, 348 351,352

workbonds, 8 9, 93, 93, 106, 107, 139, 143, 148, 1458, 147,
185, 154, 139, 162, 187, IRG, 191, 215, 230, 248, 1458,
356, 257, 3%%, FHIO2E5, 090,296, 30, 327 a3, 3%,
4%

World AIDS Duy, 38

Werld-Class Service, 8, 142, 146, 153 178, {802, 230, 280

Y

YZK, 22,40, 64, 212, 234, 215, 297

Z

Zebloy, 124, 128
Zero Tokaance, 238


http:V\Jrklda<.is
http:Cru\Jlyn.1S

fits 4]

[ ]
Survivors Bene

uri
fits

1 Sec
people of all ages

Socia
for

Disability Bene




Office of the Commissloner
Ciinton Presidantial History Workgroup
Decembeor 2000



ICasa #, if applicable I

f{‘.: Hoction/Record Group { {ﬁwm Mmmesimmn %zsi@ry Proiost
JSubgroupiDftice of Origin ]!
iFoider Title

Bascription miaeﬁ m;x:zw ézﬁ%e’mw &xiem QA‘s mag 2388& 233?{} 23877, 435?3 238585, 23852 23008, 23887 23889 238:3? 23858
: 24172 23288, 41T, ZA8N0, & 40514 - heso diskaties were fransterred as rasult of policy sel by Supenvsory Archivigt

of tomis}

¥ar Iﬁfa

f&!idﬂia Nama: [!

1—";: i

Elensfermd by. Henmie Purvis

|Transtcr Point IMer Procesasin




