CHAPTER SEVEN:
PuBLIC UNDERSTANDING
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the Agoncy’s mission. From 1993 thee 2000, the Social Secunity Administration

{S$5A) continued s commitient 10 providing information to the public. This
responstbility spanned from providing basic information 10 beneficiaries (o eniering the public
policy arena by pramoting an interest and knowledge of issues such as Social Securnity’s long-
range fiscal health. The significance of public anderstanding is reflected not only in the
Ageney's strategic plans, but also in the major change that has occurred within the Agency itself,
namely that of Independent Agency.

E ducating the public on Social Sccurity issues has always been an important part of

Independence in 1995 provided an atmosphere that significantly changed the manner in
which, and hence the offectiveness, of the Ageney’s effons to reach the American public.
Increased external visibility 0 Social Security’s sukeholders’ and internal reorganization
necessiated by independence required the Agency to change its focus, vision, and emphasis.
The Agency embarked on a number of imitaatives to educate the American public, and to give its
oswn emplovess the 0ols 1o becomie individual representatives for Social Security.

' The muin external stakeholders are the American Public, the Congress, the White House, and the media.
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For 63 years, the Agency has delivered service to the American public in 4 manner that
has fostered confidence and trust in the quality of its programs and employees. But this
confidence and trust are premised upon both cutstanding service wad z public understanding of
what Social Security is and means 1o the American public. Milbions of Americans are directly
benefited by the Agency und take o more active and personal inferest in Social Security. Muany
more millions, however, are not directly affected by the Agency, and they often do not
understand how Social Security works, how # will beeefit them in the future, and how best to
protect its integrity. Without this broader public understunding, the Agency cannot build the
trust and confidence of the American public in the importance of Social Sceurity. Also, the
Agency would pot be able to fulfill s mandate 1o serve the public in an offective and
COMPAsSIGNAIC Mannor,

SSA has the responsibility to communicate in an authoritative, credible, accurate, and
accessible manncr with the 200 million Americans, as of calendar year 1999, whe are affected by
and/or benefit from its many programs. These include the 48 million individuals who are
recetving S{}c;ai Sccurity benefits, and the 153 million workers who pay the taxes that finance
the program.? The Agency has a special abligation to inform these workers about the benefit
protections, the finaacing of benefits, and the operationy of the Trust Fund. Public confidence in
the Agency is direcily linked to public understanding of the programs, and the American public
has a vital need and interest in information about Social Security, a program that has become a
part of the [abric of vur socicty.

INDEPENDENT AGENCY

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

scrutiny, and morc importantly, Congressional attention, the Agency’s self
prescribed mandate did not extend beyond the straightforward: to provide basic, programmatic
information 1o those who inquirc about it. However, the idca was born that the Agency should
do more 1o promote a broader understanding of the public policy issues surrounding Social
Security, and increase efforts to educate the broader American public about Social Security.
This idea expanded with new leadership, and was acknowledged as part of the fundamental
mission of the Agency.

Thc Agency in 1993 was relatively passive and reactive in educating the public.

HiSTORICAL BACKGROUND

In 1936, when the Social Security Board began operation, an Office of Information was
created with direct access to the agency’s top administrator. The need for and value of public
information were clear. First, there was a nationwide effort to explain the difference between the
new concept of “social insurance™ and to create a distinction between this government program
and the widely accepted though stigmatized notion of “public rclief.” On a practical level, wide
publicity was necded to register people wnh Social Sceurity numbers and to respond to privacy
concerns about that number.

During 1937, 50 million leaflets explaining the use of the Social Security number were
printed and distributed to workers at faclory gates and offices throughout the country. These
workers also necded to be informed about their rights and responsibilities under the Social
Security program, such as tax contribution rates, benefit formulas and cligibility criteria. In
1936, for example, the Board said “if the public is fully informed about eligibility requirements,
the agency is saved much trouble and expense since few ineligibles apply.”

By the post World War Il years, the program was maturing and quickly becoming part of
the fabric of American life. Public information responsibilities of the Agency, while important,
now played a subordinate role. Public education and public information efforts increasingly
focused on program cligibility requirements, with comparatively lesser attention given to basic
program philosophy and financing structure. This lack of priority was reflected in the
institutional placement of the Office of Communications (OQCOMM) within the Agency.

Until 1996, OCOMM (and its predecessors) functioned as a stalf component headed by
an Assoctate Commissioner. For example, in 1990, the Office of Public Affairs was a
subcomponent of the Office of the Deputy Commissioner for Policy and External Affairs. The
Associate Commissioner for Public Affairs was one of five associate commissioners reporling to
a Deputy Commissioner, and one of 35 associate commissioners within the agency.

Access to the Commissioner and the Exccutive Staff was limited. Professional advice
about communications issues and vital communications concerns on policy issues was filtered
through other components, as were questions from the Executive StafT about appropriale
communications policies. Broad issues about national public affairs policy were often deferred
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to the Agency's then parent agency, HHS, much like most other issues within the Agency at the
e,

More significantly, this arrangement kept the Agency from the glare of public scrutmy
and Congressional attention, and there was little direct pressure for the Agency 10 go beyond the
basic responsibility of providing programmatic information to the public. Throughout most of
the past 28 years, and until it became an independent agency in 1993, the Agency's
communications aclivities were often scattered, unfocused, and uncoordinated. For example:

»  The Press Office was part of the Office of the Commissioner;
¢ Employee communications were located within the Otfice of Human Resources;

*  Speechwriting was first a function of the Office of Policy, and then switched to the
Office of the Cormmissioner,

» Regional communications cfforts were directed by the Office of Operations; aad,

« [nternct public information responsibilities were primarily under the Office of
Systems, but a sumber of other components also had control over other aspects of it,
leading o an unfocused and inclficient use of resources,

The resuit of a non-centralized communications policy was an mability to definc or
effectively present core Social Security public information messages. Communications efforts
were often duplicative and wasieful of limited agency resources,

In short, the Agency’s emphasis on public education and public information efforts was
comparatively less than in the curly years, and OCOMM often did pot have a "seaf ot the table”
when important communications policy decisions about SSA and ifs programs were being made.

Morcover, other colinteral Issues had an timpact upon how the Agency carried out ils
mandate to educate the American public. For instance, one of the legacies of downsizang in the
1980s was u decreasing workforce with increasing workload. This never ending “trimming of
the fat” fed 1o less and less time and energy devoted by the Agency to cducate ils own workforce
on program philosophy and financial structure, and an increase in focus on workload
management, resulling in many ficld office Managers unable or unwilling to grant much time {or
the long term investeient of workforce development at the expense of short term workload
product. The unfortunate and onforeseon result of this shortsighted course of action has been
that the Agency’s own employees, arguably 85 greatest public education tool, have become fess
effective as representatives of thewr own employer, the Social Secunty Administration, 1o the
American public,

These institutional and collateral Torces mude Agency efforts 10 educate the public less
“than effective. Because of the insularity afforded by HHS, SSA could not achieve the ull scope
of s mission, causing the appeurance of o lack of initative in the Agency’s education efforts.
"The lack of cohesion and focus 1 communications efforts ensured that any initiatives underiaken
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by the OCOMM were going to be less than successful. And with 115 actions usually below the
radar of the Executive Staff (not to mention the leadership of HHS), there was often a luck of
interest and support feom the lendership.

However, new leadership under Commissioner Chater sought to chaage some of these
systemic problems. Whereas (the strategic gouls set in 1991 did not directly address the issue of
public understanding,” one of the three strategic goals wliculated by Commissioner Chater in
1994 specifically addressed communication issues — Rebuild Public Confidence in Social
Security.® Rebuilding and revitalizing the communications function of the Agency was one of
her highest priorities, To do so, Commissioner Chater brought in outside expertise to help

develop this function within the newly independent Agency.

Commissioner Chater understood thit public confidence was predicuted upon a public
that understands the issues surrounding Social Security. More significantly, she understood that
while not dircctly related to the sciual work of Social Security, the confidence of the American
puthlic was critical o maintaining public backing, public involvement, and thus Congressional
support for Socind Security. She recognized that her stunding with the White House was crucial
ta these effonts, and that proper handling of the media was critical, Her fursightedness would
serve the Agency well through the changes to come, and the theme of public confidence was
soon to be echoed by Congress in the most significani ¢change (0 $S3A during the Clinton
Administration — its independence.

1895: SSA BECOMES AN INDEPENDENT AGENCY
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* The theee 199] goals were:
{1} To serve e pullic with comgassion, courtesy, consideration, efificiency, and sccuragy;
{2} To profect and maimain the American people’s fnvestment in the Social Seeurity Teust Funds and to dnsill
public confidence in Social Security programs; and, i
{33 To crewte an envitonmeni that enswres @ highly skilled, motivated workforce dedicated 1o meeting the
challeage of 88A s public service mission.
* Commissioner Chater's three strategic goals weree:
(1) Rebuild Public Confidence in Social Scourity;
{2} Provide Workd-Class Service: and,
(3) Crenate a Nurturing Environmoent for $35A Employees.
© Confirmation hearing in U8, Senate for Kenneth 8. Aplel, Social Security Commissionsr Diusignee, September 10,
1997,
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established the Social Security Administration as an independent agency within the

Exceutive Branch of government. The reasens given by the Congress for establishing
the SSA as an independent agency were to sirengthen the public’s confidence in Social Security
by giving it more visibility and accountability, by promoting administrative efficiency, and by
streamlining the operations of the Agency so that it could better serve the American public.

In August 1994, the Congress passed and the President signed into law legislation that

Independence changed the Agency wn far more significant ways both externally and
internally than the simple word would suggest. Externally, the Congressional goal to strengthen
public confidence by promoting visibility and accouniabiiily was quickly achieved by the
Agency's elevation to the cenier stage for both the public and the Congress. Internally, the
advent of independence resulted in major organizational changes pecessitated by the Ageney
separating from HHS: components and departments of 88A formerly underdeveloped or
underutilized because of the protective shadow of HHS were foreed to mature,

External visibility and internal reorganization began to reverse many of the roadblocks in
the way of ar effeciive Agengy communications plan, Without the cover of HHES, the Ageacy
was forced to deal direetly with the American public, the Congress, the White House, and the
media. Internal reorganization resulted in & much more comsolidated communications team,
leading to more cohesion and focus. And the glevation of OCOMM 1o the Deputy
Conunissioner level brought communmcation issues (o the atiention of the Executive Staff.
OCOMM now had direct aceess to and full support of the entire leadership of the Agency.

EXTERNAL PRESSURE: INCREASED VISIBILITY

External visibility increased significantly with independence. The Agency would
henceforth deal direetly with its main external stakeholders ~ the American public, the Congress,
the White House, and the media. Heightened atiention given to Social Security public policy
issucs during this time period, especially around the issue of solvency after President Clinton's
1998 State of the Union Address, guaranteed that the Agency’s voice would be heard.

Moreaver, the Agency would have to respond to public inquiries on its own,

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

» Media contacts became more freguent;

» The Agency set up a physical presence in Washington DC,
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»  The Commissioner made more public appearances and testified more often belore
Ca}ilgress;7 and

+  Agency employees began 1o participaic more frequenily in loca! discussions regarding
Sacial Security.

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

Then, through his 1998 Stute of the Union Address, President Clinton further thrust the
Agency into the public spotlight when he acknowledged the long-term financing problems that
were {acing the Soctal Security program. To “Save Socidd Security 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 dialogue with the American public. The
Agency was commilted to 1alking with and listening (o the American public,

The Agency also placed a ncw emphasis upon laison with, and outreach efforts (o
national advocacy groups and major civic organizations. Periodic “hrown-bag lunches” with
stakeholders and others interested in Social Sccurity 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 at every mgjor convention across the country,

The Social Security Advisory Board noted at the time that SSA should take the lead in
cducating workers and their families about retivement plansing, This will be especially
important in the coming decades. There are as of 2000 roughly 80 million mombers of the “bahy
boom™ generation in middle age, and in 2008 the first of these individuals will begin to retire,
Many are just now starting to prepare financiad plans for thelr retirement yours,

INTERNAL PRESSURE: ORGANIZATIONAL CHARGE

Intermid organizational change was required by independence because certain
components were underutilized 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} Congressional inguires were dealt with by HHS; the Agency
did aot develop the structres pecessary to respond to such requests,  Independence changed all
of this.

The elevation of OCOMM to a Deputy Commissioner level component resulted in
bringing communication issues to the forefront of the Agency's leadership and in allowing it to
focus and consolidate formerly disjointed communication efforts, OCOMM began to slowly

T For example, under the Personal Responsibifily and Work Opporlunity Recuncilistion Act of 1996 (Public Law
104- 133}, Congress required the Commissioner o report annually to the Presiden and to the Congress on the statas
of the 881 program. “The first such report was issued in May 1997 and bave been tssued annually since.
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consolidate the formerly scattered communication ellorts of the Agency, providing a foundation
{or developing a comprehensive, locused, and cohesive communications plan. The Press Office,
internal contmunication efforts, speechwriting, and eventually the nunaing of the Agency’s
Internet website would come under its purview. Communication intiatives that werc once
unfocused and unrealized were given the focus and support that was previously missing.

While both Commissioner Chater und Commissioner Apfel have championed the couse
of SSA being a force for public education in Sociad Security issues, they both realized that real
change could only ocour with instilutional change. Without an institutional component
advocating the communication perspeetive, the Agency could not provide the focused and
cohesive leadership in education that was envisioned by the Commissioners and demanded by
the President and the Amernican public. But this change was not always easy or necessatily
smooth.

Communications is not an explicit business process of the Social Security
Admimsiratinn, and the Ageney's leadership sometmes had 1o work hard 10 convinee others (o
undersiand the need for and value of communications. The linkage between effective
commupications, public and hence Congressional support, and the future stability of the Social
Security progran: wus not always clear. Moreover, the concept that public confidence is directly
tied 1o an informed and educated public was sometimes [ost {0 those who saw the Agency as just
a techiical program service provider rather than an integral part of Americans” lives. However,
teadership directly from the Commissioners spearheaded both the elevation of communications
within the institutional structure of the Ageney, and also as « strategic goal,

One of the first challenges of the nowly established OCOMM was finding its place within
the steategic plans for the nowly independent S8A. Under both new strategic plans,® public
understanding was recognized as one of hve Agency-wide strategic goals; both plans defined the
goal as: “[To strengthen public understanding of the social security programs.™ The inclusion
of public undersianding a8 a strategic goal of the Agency was not a forgone conclusion, but
required the strong sponsorship of Commissioner Apfel. Only through his personal advocacy did
the full Exccutive Staff become convinced of the need for communications as one of five
srategic goals for the Agency.

In addition 10 OCOMM, the Office of Legislation and Congressional Affairs (OLCA)
also went through significant changes g8 aresult of independence. OLCA was forced (o
establish a physical presence in Washington DC.'% increase its staff substantially to take on all
the responsibilitics of a "full fledged” agency, and develop the institutional and human resource
skills 10 become etfeciive communicators with one of the Agency’s most tmportant exiernal
+ stakeholders - the Congress,

The appointment of the Agency’s first confinued Deputy Commissioner in November
1999 was a key component of improved Congressional relations. As the Chief Operating Officer

* “Keeping the Pronise™; Stemegic Plan [997-2002, Office of Strategic Management, Seplember, 1997; und
“Mastering the Challenge”™: Strategic Plan 2000-2005, Office of Strategic Mansgement, Sepieenbor, 2008,

¥ Suategic Plan 1997-2002, pg 31: Strategic Plan 20002008, pg 44,

" Linder HHS, the Agency did not have an actual physical presence in Washisgion, B.C
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and working closely with the Commissioner, the Deputy Commissioner made a number of visits
to members of Congress, These visits emphasized Social Security’s appropriations and
budgetary needs, the Agency’s efforts 1o enbance service to the public through electronic service
delivery initiatives, the impact of the repeal of the Retirement Earnings Test, and issues affecting
Social Security’s future,

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

The Deputy Comumissioner’s Office also spearhcaded the oreation of an Agency task
force to inform Congressional Mombers and their siaffs ahout Social Secarity’s Fiscal Year 2004
resource necds and (o develop support for o proposal to take Social Security’s administrative
expenses out of the discretionary spending caps. As a result of this effort, on October 11, 2000,
Congressman Clay Shaw and Congressman Ben Cardin introduced The Social Security
Adnunisiration Preparedness Act of 2000, This legislation would exempt Social Security’s
adminisieative expenses from current budget caps and classifies these expenses under a now
separate cap only for Social Security’s administrative costs.'' 1f enacted, Social Security will no
longer compeie with healih rescarch, education, and other imporant programs for resources to
administer the nation’s social insurance programs, placing the Agency in a much beiter position
to deal with the substantial workload increases anticiputed as the buby boom generation moves
toward their disability prone yewrs and retirement.

These two foroes, the pressure of public scritiny and internal reorganization, provided the
impetus for the Agency to grow and mature quickly, These changes coupled with dyramic new
tcadershup helped forge new initiatives and pushed the Agency to go further in educating the
public. The leadership came from the Commissioner and his Executive Staff. Assistance also
came from the Social Security Advisory Board, who noted that the Agency should go beyond
providing basic information about Social Security and should take the lead in educating workers
and their families about retirement planning.'> During the national dialogue asscciated with
solvency, the newly developed skills in communicating with the American public and the
Congress would serve the Agency well.

T The fegislation would also enabie the Agency to recruit and hire personnet in anticipation af the “retirgment
wave” of large sumbers of Social Security employees in the coming dicade. ’
 This will become especiably irmportan in the coming decade as mare than 30 miliion membors of the “haby

hoom™ generation reach middle age. In 2008 the first of those individunls will begin to retire, and many ure just sow
starting to prepars financial plaos for their retirement yoars,
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" MAJOR INITIATIVES

ingindividuaistundersiandiwhatitheyineeditoldcliofensiielinei
icleecuritylinlretirementishouldlbelalmaiogobiectiveloiine]

concluded that new initiatives were needed in three separate but related areas: 1)

reliably measuring commumications performance; 2} creating new public mformation
praducts to address topical Social Security tssues; and 3) training $8A exccutives and employees
to communicate effectively with the public in a new conmunicalions environment, Additional
emphasis by Vice President Gore, in the National Parinership for Relnventing Government, was
given when be noted that the Federal government has a special responsibility o communicate
concisely and understandably,

In ussessing communications needs soon after becoming independent, the Agency

SSA committed iself to an aggressive, proactive public education outreach campaign,
The camgatgn 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 maximun use of new weehnology, including the Internet.

From 1998 thru 2000, Agency employees participated in more than 10,000 public events
and media opportunities on Social Security and issues affecting its future. These cvents
included, for pxample, comununity events co-sponsored by such organizations a8 the Junior
Chamber of Commerce und Americans Discuss Social Security, community forums held in
conjunction with LS. Congressional representatives, newspaper editorial board interviews, and
Iniernet forums.

MEASURING COMMUNICATIONS PERFORMANCE

government s evaluated, making every Federal program responsible {or producing

measurable resulis. In 1997, 88A established a Surategic Plan with five key
strategic goals, with onc of the goals being o strengihen public understanding of the Social
Security programs.” In response (o the GPRA's mundate to demonstrate tangible results,

Thc Government Performance and Results Act {GPRA) of 1992 redefined how

i v . 4 . i 3
" tncressing Public Understanding o il Securit

. Sorial Becurity Advisory Board, Sepiember, 1997, pg 3.
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quantitative objectives were established for cach of the five goals. For the public understanding
goal, the Agency's objective was (o have 90 percent of the American public knowledgeable
about the Sociul Sccurity program in five eritical areas by 2005, Those areas are:

{1} Basic program {acts;

{23 Financial value of the program to individuals;
(3) Economic and social impact of the program;
{#4) Secial Security's current financing; and

{3} Financing issues.

As noted in the Agency's Strategic Plan, “the achievement of this goal {of strengthened
public understanding] supports every other goal of the organization. 1t helps people
knowledgeably debate the issues facing Socisl Security; it supports SSA’s ability to provide
world-ciass customer service, H helps customers understand their responsibilities under kiw,
leading o payment accuracy and reduction of froud; and it raises the level of public respeat for
SSA cmployees.”

When the goal was established i 1997, available measures of public knowledge sbow
Social Security were unsatislactory, and the Agency was unable to determine i progress was
being made toward achieving the objectives. It meeded to identify the cifectiveness of
implemented progroms among different segmentx of the national audience and program
information areas thut needed more emphasis. At the time, the best data avalabie oo public
knowledge regarding Social Sccurity were survey data on the degree to which individuoals
personally chamed 1o have knowledge about Social Security. These data were inadequate to
answer the specific questions the Agency identified, and better measurement 0ols had (0 be
devised.

In ate 1997, SSA, with the help of the Gallup Organization, developed the Public
Understanding Measurement System (PUMS) as a process to measure the public’s buseline fevel
of knowledge of Soctal Security programs. A scries of 19 guestions refated 1o Soetal Securily
was created, and in 1998 4 nationwide survey of 4,000 adults was conducted. The Agency
determined that individuals who had 13 correet answers would be considered “knowledgeable ™"

The 1998 results indicated that 55 percont of the public was knowledgeable about Social
Security progranms, and had an understanding of the basic programs and coacepts. 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 stuatisticul analysis showed that
knowledge varfance was chiefly due to demographic factors such as age, education, and income,
with older, more educuted, and high-income individuals showing the highest degree of
knowicdge.

Y gee Fahihit 1.
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A second survey was completed in January 2000, and it showed a shghtly higher overall
knowledge level, 1n addition, the results showed an increase in the public's knowledge about
several questions related o an individual’s own retirement planning. For example, knowledge
that an individua! can receive some retirement benefits before full retirement age rose from 62
percent 10 65 pereent, while knowledge that there will be an increase in the age for receipt of full
retirement benefits rose from 65 percent 1o 72 percent, One pivotal factor in increasing the
overall lcv?']: of public knowledge about Social Security was receipt of the Secial Security
Statement.”

The PUMS sorvey was designed 1o answer both questions initially identified by S8A ax
important to further the strategic goal of educating the public on Social Security.. It provides a
valuable guide for identifying basic Social Sccurily information not generally known by the
pubdic, and idemtifying subscts of the population in which an understanding of Social Security
was lower thun the generul population. This knowledge will help facilitate focused
communication efforts (o target under informed segments of society.

The Agency has set performance targets for FY 2000 and FY 200}, Data and other
analysis from the PUMS will be the primary method used (0 measure progress in achieving the
strategic cducation objective. A national survey of 4,000 people will be conducted cach October
through the year 2003, and a series of quarterly surveys in several regions will help determing
the effectiveness of specific public education initiatives,

THE SOCIAL SECURITY STATEMENT

ScciallSecunitylStatementlistalvaluablelioolittiatiwilllhelpfAmericans
preparetfortheidiongitermifinanciallsecuritydifputsitheltiturelintinein

SIGornmissionenKenneth1SWAoiel

customized matling ever undertaken by a Federal agency when it began to send

an annual Social Security Statenmient (a redesigned Personal Earnings and Benefit
Estimate Statement) 1128 million workers. Designed to increase the overall level of public
knowledge about Social Scourity, the Social Sceurity Statement potentially represents ene of the
Agency's most valuable public information and cducation tools. The 4-page statement helps
workers with [inancial planning by providing estimates of their retirenent, disability, and

O n October 1, 1999, the Social Securnity Administration launched the largest

" The January 2000 survey results indicate that while 57 percent of the public was considered knowledgesble. 68
pereent of these who recotved a Statement were found w be so.
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survivors” benefits, The statement also prevides workers an easy way to determine whether their
carnings are accurately posied on their Social Security records.

The annual Social Scourity Statenient was the result of efforts by Senator Daniel Patrick
Moynthan to establish in law Uie reguirerent that all Americans receive an annual stutement of
potential Social Security benefits, By law, the Agency will send the annual statements to
workers whe are ages 25 and older and not receiving Social Security benefits. The Apency
staggers the maiting of the statements throughout the vear, with approximately 500,006
statements delivered each day (about 10 million per month). Workers automatically receive their
statements about three months before their birthday,

The Omnibus Budget and Reconcilintion Acts of 1989 and 1990 required the Agency 1o
hegin providing the public with annual stafements abaut euch tadividuad’s Social Security
caroings record and extimates of the amount of henefits individuals may receive. These
Statemenis had been avatlable (o the public upon reguest since 1988, However, the legislation
required the Agency to sturt sending these Staternents autonmatically in FY 1995 to workers
reaching age 60 {(and older). and in FY 1996 through FY 1999 10 those attaining age 60 in those
vears. The fegislation further required that beginning in FY 2000, the Agency would issue the
Statements annually 1o all workers age 25 and over, an estimiated 133 million people. The intent
of this provision was 1o assure that each worker is aware of the protection provided by Social
Security and is periodically afforded the opportunity to review the accuracy of the his/her
garnings record,

The results of the January 2000 PUMS survey undertaken with help by the Gallup
Organization showed that seeeipt of the Statement played a significant role in increasing
Americans’ understanding of Social Security. The survey showed that individuals who have
received a Social Security Statement have a significantly greater understanding of Social
Security than those who did not reeeive a sttement, The January 2000 survey results indicated
that while about 57 percent of the public is knowledgeable, 68 percent of those who received a
Suatement were found 1o be knowledgeable, Those who have received a statement were
significantly more likely 1o know:

(1) The amounnt of Social Sccurity benefits depends on how much they earned,

(2) Soclal Security pays benefits to workers who become disabled;

(3) Social Security provides benefits to dependents of workers who die; and,

{4) Social Sccurity was designed only (o provide pan of total retirement income,

Beginning October 2000, warkers age 55 yewrs and older began receiving a special insert
in their annual Social Security Statement providing important information on retirement oplions
that will help workers make impotant retirement planning decisions before seaching retiremoent
age. The insert highlights the various factors workers nearing retirement need to consider, such

as the long-ters effects of taking a reduced benefit or the impact work would have on their
benefit,
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A decision was made to modify the mail-out schedule 1o accelerate the FY 2000
mailings. Rather than mail Statements to approximately 1.6 million people turning 60 each ygar
between 1996 and 1999 and thes jump to mailing to 133 million Statements, i was decided to
phase in the FY 2000 mailings by adding to cach of the scheduled annual mailings. Therefore,
the following schedule was put into place:

Legislated Accelerated Actual
1995 7.2 eiilion
1996 1.6 million 5 million 3.6 million
1997 1.7 million 10 million 124 oillion
1998 1.8 miHion 20 militon 20.6 million
1999 1.8 million 30 mitlion 26.5 million

This schedule allowed the Agency to handle the two primary fallout workloads, inquiries
and carings corrections (both of which are considered to be onc-time workloads), o advance of
the annual mailing of 133 million Statements, By phasing in the additiona! recipients, when the
annual mailings began in FY 2000, over 70 nmullion of the 133 million scheduied recipients had
already received one Statement.

The Agency began sending the Statements aulomatically to individuals uge 60 and over
in 1998, As of FY 2000, nearly 73 million statements have been mailed to individuals 40 und
older. In addition, individuals have been able to request statements from the Agency since [988,
with roughly 37 million reguests for statements over the past 12 years processed.

Along with workiog to assure that the Staterment would be as comprehensive und
understandable as possible, the Agency faced the additional challenge of planning for the fallowt
workicads associated with the Statements. Based on experience with the fallout workloads from
the on-reguest Statements, the Agency focused its attention on two major workloads, inquiries
and carnings corrections, For first time Statement recipients, it was projected that inquirics
would oceur ot a rate of 3 percent and earnings corrections would ocour at a rate of 8,19 percent.
While every effort was made to encourage the public to contact us by telephone, plans werg
developed for handling these workloads in the field offices.

In the on-request Statensent process, all fallout workioads were handied by a single-site
component, the Odfice of Barnings Operations (OEQ). To support the on-request inguiry
warklond, OFEO had its own toll-free number. OEQ wig the only component with access 10 the
various microfilin files with earnings informution and therefore was the only site with the
capability to correct carnings errors. If a ficld office received an eamings correction, they sent it
to ORG for handhing.

Witl the impending Staternent workloads it was recognized that this single-site operation
would not have sufficient daff 1o handle the workloads. Rather than staff-up OEO for what
would be g Jimited period of peak workloads from 1995 through 2000, alicrative processes were
developed,
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The first change was 10 expand the capability to correct earnings errors (o other
components beyond OEQ. Software that supported OEO’s processing of carnings correction
actions was expanded 10 include ficki offices, program service centers, and teleservice centers.
Thix sofiware enabled any Agency processing site to establish carnings correction actions,
perform searches of #s oa-line Suspense file, nad effectuate carning corrections. This software
also contained communicalion functionality so that sites could contact QEO for assidtance, such
as scouting to microfilm, as sccessury. National training was conducted through “train-the-
trainer” and Phoenix lessons. The training wag provided 1o all claims (ecchnicians {claims
representatives snd service sepresentatives), teleservice representatives, and program service
cemer technicians {claims authorizers, benehit authorizers, technical support staff).

The second change necessary was 1o prepare or the Inguiry workioad. For the first year
of matling Statements, the Statemenis contained the OEQ 10li-free aumber. However, QEO did
nof have adequate stafl or welecommunication hardware sufficient to handle the anticipated call
volumes that were expected in later years as the mail-out volumes grew. Thus after the first
year, it was decided that the S5A Nutiona! 800 Number Network (1-800-772-1213) would be
used as the telephone contact point for the Statement Inguiries, Communication links were
estublished to connect the OEQ 800 number staff into the national 800 number call routing paths.
Call routing plans and Statement specific menu prompts were developed to direct the Statement
related traffic 1o OEO personnel as the first call location, with routing of overflow calls to other
sites. Training was provided to al] teleservice representatives, including program service center
personnel who served as “spike” staff to assist the national 800 number stalf during peak calling
periods.

In fater years, when the annual mailings reached 133 million Statements, other services
were developed to handle more of the Inquiry workload. Studies and surveys were conducted to
ascerlain the nature of the inquiries, and the 800 number menu was expanded to allow the
sefection of various recorded informational messages on the topics that people called for most
often. For example, answers to quesiions tike why did [ get this Statement, where did you gei
my address, etc. were dealt with i an automated menu so as 10 ot require use of precious
personnel resources. In addition, automated response scripts were developed to process such
requests as for forms to request a new Statement and (o corvect a Sockal Security card, A
website'® was developed specifically to handle questions from the Statement, containing
responses to the most frequently asked questions and links to other sites among other things,

Frony the time of the first maslings in FY 19935, as changes occurred cither in the
Statement or in the software supporting the production of the Statement, instructional materials
were updated and reflresher training was conducted. The fallout workloads have always been
closely monitored to assure that the public received the very best service from the Agency,
beginning with the receipt of an accurate Statement o the satisfactory resolution of any guestions
of carnings correction actions.

Because the Swatement is the Ageney’s most useful tool for increasing public
understanding about Social Security and the need for personal financial retirement planning,
5S4 has developed » multi-niedia campaign 1o glert the public to the annual mailings. The

i
7 www . ssa govimystisment,
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office has also distributed & package of employee informational mauterials on the Stutement, and
the Agency's Infernet website offers further information about the Statement 1o recipients or
other individuals who have questions.

The Social Security Statement has received recognition from many outside organizations.
The National Academy of Social Insurance has said that, “the Slaicment is S8A's mosi effective
[public tnformation] tool. The ngibility of thiz form, which includes carnings for cvery year in
which that individual was employed by a job covered by Social Security, may help make this
program more real 1o people. Getting  benefit stuiement on a regulure basis 18 gomg to have a
pronounced impact on people’s cxpectations and atitudes sbout Social Sccurity.”

As Comniissioner Apfel has noted, “[Thhe resulis clearly demonstrate that Social Security
Statements are increasing the public’s understanding of the busic features of Social Security.” In
addition, he has stated that, “[TThe Statement is not only providing information that is useful and
easy 1o understand, it is also prompling millions of Americans 1o 1ake action to better prepare for
retirement.” And to help the American public do so, the Agency has used other outreach
products and technological tools to aid their endeavors,

TECHNOLOGY

he Clinton Administration has overseen greal advances in technology,
enhancements in information sharing, more open systems, onfine access, and the
) emergence of a strong Internet presence throughout Goverament. In an

increasingly complex and fast-moving society, technology has become synonymous with
effective and cfficient service. The new Information Highway has left the familiar
communications landmarks of the past behind, and informaton now doubles cvery two to three
years; available virtually everywhere, almost instantly. Por example, the Library of Congress’
entire collection of books could now be trunsmitted over optic transmiission lines in less than 10
minutes. These new developments have greatly improved Government efficiency, public access,
and employee job enrichmient via advanced teehnology.

At the same time, these changes have made it difficult for many people to work through
the flood of information available to find what is really useful, The increase in information
vehicles that has made 1t cagier for communicaiors 10 get messages oul hus also made it more
difficult to get those messages through 1o their audiences. The Agency recognizes that in the 21
century, the Information Age, changes would vostinue and accelerate, and have embraced
technology as an eifective tool to reach and educate the Amernican public,

In Januvury 1994, Team Intemct was assembied by the Office of Systems 1o hegin the
SSA Online initistive. Their purpose was (o create an Internet service including Internet gopher,
file-transfer protocol, and World Wide Web servers, lts success has been recognized by other
agencies and other parts of the Admintstration who have vsed this system as a model 10 get on o
the “Information Super Highway". The improved xervices have received positive media reviews
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in WIRED magazine and The Washington Post, and PC Computing magazine honored SSA
Online as onc of 101 Best Internet Sites™ in the May 1995 issue.

The Agency’s Internet home page, Social Security Online (http://www.ssa.gov/), has
been recognized as among the most innovative and information-rich in government. The Internet
site provides visitors with program information, downloadable versions of the forms used by the
public, and other new intcractive services that are being adopted and added to the web site. It is
continually undergoing major redesigns to allow the Agency to better manage {uture growth,
prepare for the high volume of anticipated on line transactions, and increase the overall
satisfaction and usability of visitors. The tremendous surge in visitors to the site is testament o
iLs success: -

SSA Home Page Visits

15,000,000
12,000,000
9,000,000
6,000,000
3,000,000
0

1994 1995 1996 1997 1998 1999 2000

Year

Number of Hits

The site has grown since its start-up in 1994 (22,212 visitors), with almost 15 million projcciced
visitors in 2000."

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

7 Social Security: Performance and Accountability Report for Fiscal Year 2000, Office of Financial Policy and
Operations. SSA Pub, No, 31-231, December, 2000, pg. 18,
' www.ssa.goviespanol/
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In looking to the future, a recent survey reported 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 50 percent of American households had a personal
camputer, and only 38 million houscholds were using the Internet. Both of these numbers are
expected 10 grow dramatically in the next five years.

The challenge now for the Agency’s comrmunicators is 1o market the Interner site
effectively. All agency publications wnd public service announcements carry its web address for
individuals seeking additional information. In addition, 5SA Online has linked with other
government organizations such as the Administration on Aging and the FirstGov Initiative"” and
not-governmentat organizations such as the American Savings Education Counci and the
American Association of Retired Persons.

The biggest potential audience for the Social Security’s Internet site i younger
Americans, who are most com{onable with and the most frequent users of this medium. In 1998,
approximately 8.6 milion children aged 8-12 and 8.4 midlion teenagers were online. As they
reach adulthood, the Internet will be the information source of choice for most of them. The
Agency is working to fet younger Amenicans know now that there 1s information about its
programs on the web. The Agency’s website includes a “YouthLink™ page™ with age-
appropriate material that teachers, in particular, may find useful in helping their students learn
about the aation’s social insurance program.

PusLic INFORMATION AND EDUCATIONAL SERVICES ON SSA ONLINE

$SA History Sire:®

The SSA History Page made its debut in Getober 1996, It has since beeo ruted by an
independent research service as one of the best sites on the Interpet (e, top 3%). Among
Exceutive Branch agencies, the S5A History Page is second only to the National Archives in
making historical muterial available over the Internet. The SSA History Page contains 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 to find outside
of large university libraries, In addition 1o wnilten materials, the History Page also provides
many sudio and video recordings of individuals who were prominent in the Agency's past and
who have made significant contributions to shaping the programs of today.,

® FiesGov was 2 Clinton Administration initiative (FY 20080 10 combine all online feders] services into onge site for
the Amwrican public’s convenicncs (e, 10 become the portad site for government services), Its molte was: “Your
First Chick 16 the U8, Government”,

www, firsdgoy gov

 wwwssagovdkids/

 www ssagovihistory/

* The History Page posted the first Social Security Trustees Report from 1942 and the Report on Health bnsurance
from the 1934 Committer on Economic Sccurity, seither of which bad been previously availabie.
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Employer Site:**

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

Work Site:**

In May 2000, the Work Site, designed to improve service to people with disabilities who
want 10 work, was created, This site contams important information for Social Security and SSI
disability beneliciaries, and it provides specific and relishle information for employers, service
providers, advocates, and others that help individuals with disabilities find work, Visitors will
find a wide range of information on the site, from training programs for people with disabilities
1o tax tncentives for employers who hire them. In addivion, the Work Site is fully accessible by
those with disabilities.

Vendar Site:™

Launched in October 1998, ths she provides direct deposit information and an
enrollment form to vendors and the administrative payments community. The site alsohas a
quick link to the Payment Advice Internet Delivery system that allows vendors fo register on the
web and look up payment informmation when g direct deposit has been made to their account.

Retirement Plangier:™

(n April 2000, the Agency premiered the "Retirement Planser” o help the public assess
what incane they will need in retirement, and what sources they can count on. The Plaaners
contain valuable information about retirement, disability, and sarvivors benefits, and factors that
can affect them. } provides Hnks o important information on factors that can affect a worker's
retirernent benefit, such as military service or foderal employment. And B provides links to the
web site of the American Suvings Education Council {(ASEC), which has excellent information
on the need for pensions and savings in retirement.

The Retiroment Planner 13 an exiension of the informanon 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 to the site.

www ssa.goviemployer/
www ssiLgov/work/

* www ssugovivenda!

™ w0, goviretice/
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e-News™ s

s March 2000, Social Security introduced eNews, a consumer oriented electronic
newsletier about Sacial Security programs and issues. The free monthly newsletter, which
guthered over 100,000 subseribers in the first six moaths it was published, provides the latest
Sacial Security news in a convenient readable enail format. Social Security automatically sends
the general edition of eMNews 1o subscribers, Special delivery of sclected topics of interest is also
available for free monthly delivery upon request. Selected topics include: disability, retirement,
survivors, Supplemental Securnity Iocome (881, Medicare, laws and regulations, press office,
wage reporting, data, studics and research, and senior issues.

L3

Aceess America for Seniors:

A result of the partnering with other government agencies and cutside organizations
initiated by the Agency, this site provides a wealth of information lor older Americans, together
with links 10 other servicing agencies. The Agency sponsored this site with other organizations
such as the American Association of Retired Persons (AARP). This tyvpe of partrership was 2
priority of Vice President Gore’s National Partnership for Reinventing Government,

. “H
Overseas Intermnet Service:™

An Agency web site has been established specifically to provide information and
assistance (o people outside the ULS, 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 4 month,

Soeial Security Forms: ™0

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

Orling Resourees for Public Policy Community:

Aside from the informational materials provided 1o the goperal public, the Agency also
presents large amounts of data and unalysis for the public policy community, The Office of
Policy nuintains a4 website providing various publications, research materinls and policy papers,
and links to other sites relating to Sociat Security public policy issues.” The Office of the Chicf
Actuary maintains a websiie putting the aciuarial tables driving Social Security public policy in
casy aceess for the public policy community, and informution on the Trust Funds, COLAs, und

werw s govienewsd

www . seniorg.poy/

www.ssa govfistornatioasifinier st bl
weww ssa goviontino/forms il
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various publications and rep(}ns‘n These sites give the public policy community aceess to the
sume roports and figures that the Agency uses in determining the future of Social Security.

COMMUNICATIONS STAFF AND TRAINING

recognized that media efforts originating from Washington and Baltimore

headquarters had limitations, Much ol the public relies on local newspapers and
broadeast media for information, and making use of these cutlets was vital to any effective
public information effort. The Agency increased the number of public affairs specialists {PASs})
who work in major local media markets. Between 1998-2000, the number of PASs grew from
less than 30 to about 100,

3 t 1he swme time the Agency was expunding its conununications foolg, it also

The PAS position was created 1o address the need for coordinated public affairs activitiex
in the mujor metropolitan areas alier the elimination of many of the Agency's ficld representative
positicns, In 1980, the Agency had about 1,400 ficld representatives who, among other dutics,
provided continuity of contacts withirs the community, especially with the local media. The
effects of increased workloads and fower siaff in ficld offices caused the number of field
representatives 1o diminish significantly 1o slightly over 40 in 2000. And the focus of the field
representalive’s duties has gradually changed, placing relatively less emphasis on providing
public information and more on taking benefit applications.

As the Social Security Advisory Board noted, *{Tlhe curtailment of public information
work by local employees is belicved by many long-tinie 33 A enployees to be linked {0 a decline
in public understanding of the Sccial Security program.”

Even with steps being taken to incrense the swimber of public affatrs specialists, an
effective communications program must make use of all availsble resources. Staff professionals
handied most conmmunication efforts, and the Apency worked (10 Increase the communications
skills of #ts executive staff and managers. SSA also began to educawe its employees about vital
public issues 5o they can serve as its 65,000 individual representatives.

In 1999, the Agency provided iraining to 135 members of the execuiive and senior staff,
including all of the Regional Commissioners, on messages, media, and communications skills,
From 1995 thru 1999, 1,200 fietd managers, public affairs specialists, and regional publhic affairs
officers received professionally sponsored communications training, The training began in 1995
with a one-week course developed specifically for the agency's regional public affairs officers
and their assistants, together with public affairs specialistis. The success of the course resulted in
the development of smaller sessions {two or three dayy) tatlored 1o the needs of managers and
exccutives whose responsibilities include dealing with local or national media,

R hupetwww ssa. gowACTS

296



The Agency also created an “Employees as Ambassadors Program.” The purpose of this
program was to provide all of the Agency’s 65,000 employces with information to respond to
tough questions about Social Security from the general public, or from family, ncighbors, and
friends. As with most organizations and government agencies, the Agency’s workforce in the
past 20 years had tended to become increasingly specialized. Computer technicians, human
resources professionals, and administrative personnel often had little training in Social Sccurity
programs, and even among program staff the complexity of the programs resulted in program
specialists — such as title 11 and title XVI specialists — who knew their own programs well but
had little cross-training or training in big picture issues.

This increasing specialization led to the underutilization of the Agency workforce as a
source of information for the public. To address this, a two-hour course on the basic facts,
history, and philosophy of Social Security was developed, as well as a primer on the long-range
financing issues lacing the program. Every Agency employec received training through a live,
instructor-based presentation, and after the initial training, the Agency developed an
“Ambassador [I” training program to inform employees about major Social Security issues for
1999 — such as our Y2K preparations and the new Social Security Statement. Future (rainings
were envisioned to 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 Intranet to keep our PAS employees and other field
office employees engaged in public education, public information, and public outreach efforts
with up-to-date, timely information material. A Public Affairs Resource Center (PARC) was
created on the Employee Information Server (EIS), and it has proven to 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 Periodicals,
and a Newsroom. The Agency continues to expand and improve the PARC.

CHALLENGES

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

information aboui the future of Social Security, dealing with an increasingly
diverse society, addressing intensified individual retirement concerns among “baby hoomers,”
and keeping up with technological changes.

The Agency has identified the outlines of significant communications challenges

Informing the Public:

In the present public policy context, informing the public about critical issucs regarding
the future of Social Security has become increasingly important. Ensuring the long-range future
of Social Security and providing an adequate foundation of rctirement income for Americans
were and still are among the top domestic issues facing the nation. Though there are differing

297



views as 10 how this can best be accomplished, the American public needs resources and
information to be able to participate in this national dialogue,

Throughout the pational debate sbout the Iong-range financing of Social Security, there
have been many claims by various sources, cach seemingly authoritative, 48 10 the dimensions of
the long-range finuncing problem fuced by Social Security., With mass media, the tendency to
dramatize policy debates by secking out and emphasizing areas of conflict did not contribute o
developing an understanding of the issucs involved or consensus for policy change.™ With
Social Sccurity financing, the public was confronted with conflicting claims (sometimes called
“stat wars”), and often did not know whom (o rely for factual information und analysis.

The Amgcrican public should be able to look to $SA for factual information about the
program and the issues. One of the Agency’s primary goals is to ensure that virtually all
Americans are knowledgeable about the program within the next few years, Much work renmains
to be done in achieving this goal, but a focused and cohesive public information campaign and
strategy has been in place and is currently being implemented. More importantly, tracking the
progress of these initiatives through PUMS has contributed greatly to the Agency's
effectivencss, This public education role for the agency is both critical and challenging as the
nation continues to struggle with resolving the long-range financing issues facing the Socisl
Sccurity system,

Diversity and the Challenge of Many Audiences:

Increasing racial and ethaic diversity of the American population has caused the United
States to bocome increasingly multi-cultural ™ The Census Burcau estimates that by 2030 more
than one-third of the population (139 million people of a projected 383 million). will be posi-
1970 immigrants and their descendants. This population growth raises several issues for Agency
conmnunicatorns.

The PUMS zarveys indicaie that public understanding of the Social Sceurity program is
uneven, with women and minority populations having comparatively lower knowledge levels
about the Soctal Secunty program and long-range financing issues, To rectily this sttuation, the
Agency will aced to engage i more minority outreach, particularly with son-Enghsh media. In
addition {o minority outreach efforts, the Agency must be prepared to address the Social Security
information needs of womea. Fully 60 percemt of Social Security beneficiaries are women, and
Social Security represents a larger proportion of women's retirement income than men’s. Thus
the Agency has targeted a number of public information materials 10 women, and many of its
public information materials are availabie in Spanish, other non-English language versions, and
also Braille.

 The Securitics and Exchange Conmnission, i the context of assessing workers' retirement planning, noted that
most peeple were uneble to independenily son teough complex econemic information,

M As of 2000, Africsa-Americans comptise 12 percent of the gencral pepudation, Hispanics approximatety 11
perceni, and Asias Amoricans, the fastust growing segment of the American population, 4 pereenl. Within the sext
30 vears, these porveniages will grow dosnaticafly. Alrican-Amerivans are projecied o comprise 13 percent of the
pupelation, Hispanics o more thas 20 purcent, and Aslan Amenicuns (o more thas 14 pereent, with much of this
increase sesnliing from immigration,
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Howoever, the challenge is in getting these muterials 1o the audicnce for whom they are
intended. One initintive involves using daily press and periodiead publications 1o amplify its
messages. The Agency is working o place articles regarding Social Security in nutions
women's magazines and to meet with editorial boards of those periodical publications about
topical Social Security issues, Similarly, in 2000 there were abow 500 periodicals and 323 radio
and television stations with largely Hispanic audiences for which the Agency is now devcloping
and markeding briel consumer-oriented information articles.

The Internct is, as noted previcusly, an exiremely promising information fool, And that
is particularly true for certain sub-populations. For example, among Hispanic houschoelds with
incomes over $35,000, nearly half had 4 computer at home in 1998, a 20 percent leap from just
twa years carlier, Furthermore, over g quarter of this population uses the Internet,

Retirement Wave: The Baby Boom Generation

Intensified concerns gbout retirenmient among the “baby boom” generation have made
financial planning an increasingly imporlant communications issue that will remain o
throughout the next decade, in 2000, there were more than 80 million members of the “baby
hoom™ generation (those individuals born between 1946 and 1964) who are in middle-age and
beginning to look toward or think about retirement. Between 2000 aed 2010 the population aged
65 and older will grow slowly, by about four million, from 35 million to just over 39 million, as
people born in the 19308 and carly 1940s age. By contrast, between 2010 and 2030 with the
baby boomers aging, the numbers wil soar by about 30 million, reaching 70 million 1a 2030,

The aging of America will alter society. In the vears immediately ahead, the American
public will have ever-greater concetns aboot ensuring financial security in retirement., The
Agency has worked very hard 1o communicate information about a1 worker's rightx and
responsibilities under the program, as well as basic faces about the program, the philosophy of
the progrant, and the nan-retirement benefits provided by Social Security.

But the dramatic demographic changes mean that the Agency needs to broaden its public
information offorts 1o include more data on financial planning. For cxample, it is anticipated that
there will be far gremter public demand for more information about the income replacement value
of Social Sccurity benefits, the already scheduled risc in the normal retrement age, the
retirement carnings st and cost-oi-fiving adjustments. 1tis also expected, due o a relatively
high divorce rate since the late 1960s, that there will be a greater need for public information
about divorced spouse benefis under Social Security.

Other federal government agencies, such as the Department of Labor and the Securities
and Exchange Commission, are also undertaking national campaigns to incresse public
awareness about saving and investing for retirement. As moye Americans near retirement age,
there will be a need Tor greater coordination among federal agencies and other outside
organizations regarding financial planning messages.

Broud public concern about financial security in retirement aiso presents an opportunity
for cooperative education/information campaiges between Social Security and the privaie sector,
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including banking and investment industry firms, and the life insurance industry. Because Social
Security has always advocared a "threc-legged” financial stool for retirement security {Social
Sccurity benefits, pensions, and individual savings). messages involving sectors such as these
would be complementary, rather than competitive,

In the immedinte future, the Agency must do more 10 help those individuals now inearly
to mid-30s understand the complexities of retirement decision-making, and working with other
government agencies and privale organizations, provide them with ail of the information needed
to make an informed decision,

Technuology:

The communications revolution has aot only changed the way the Agency distributes
information, it has changed the way it conducts business. The reason is clear - the Internet is
growing faster than all other wechoologies before i radio was around for 38 years before it had
30 mitlion listeners, (elevision took 13 vears 1o attract 30 million viewers, and the Internet got
there in just four years, The Agency 15 now committed o exploring options for greater usage of
the Internet, and the Commissionaer has commitied the Agency 1o deploying a suite of services
over the internet,

How the Agency prepares to continue to inform the public about Social Security will be
tested as the population changes, the baby boomers begin 10 focus on retirement, and media
attcntion about the fture of Social Sceurity becomes more widespread. Centainly the need to
develop new commiunications tools and new approaches will continue, and the ever evolving
development of the Internet and other communications technologies witl demand that the
Agency be both quicker to recognize and 1o adapt to a changing communications environment,
But the “digital divide” also means that a public service agency such as SSA must be committed
to providing Social Sccurity and retirement planning information in the ways that the American
public will want it, and in a manner that is aceessible to it The need for such a commumications
approach by the Agency has not been greater since the creation of the peogram 65 years ago.
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ExHiBIT 1

Summary of the PUMS-ll National Results

Introduction

The Social Security Administration (8SA) set a goal in its Agency Strategic Plan (ASP)
“te strengthen public understanding of Social Security programs.” To reach this geal,
SBA's objective is to ensure that, by the year 2005, 90% of Americans will be
knowledgeable about Social Security programs.

In order to measure progress toward achieving this goal, SSA deveioped the FPublic
Understanding Measurement Systarm (PUMS) to establish baseline data on the public's
knowledge and to track changes in the public's level of knowledgs through the year
2005. The PUMS initiative provides S5A with data and information needed {¢ dasign
annual public education programs targeted to address specific knowladge or
performance gaps (e.g., areas where public knowledge is lower than 90%) and (o
evaluate the effectiveness of SSA public education initiatives in achisving iis strategic
objective,

S8A contracted with The Gallup Organization to develop and conduct the PUMS
survays. At this point, national surveys have besn completed for 1898 and 1899
{referred to as PUMS-1 and PUMS-I, regpectively). For PUMS-I, a new section was
added to the survey instrument {0 measure the usefulness and ease of understanding of
the Social Security Statement.

in addition to the national survey, a one-year knowledge tracking study’ was initiated in
November 1989. This study was designed 1o test the effectiveness of various forms of
public education and outreach In ratsing public awareness and knowledge of Social
Security. The knowladge-tracking study is being carried out in sixteen communities
located in the Philadelphia, Atlanta, Chicago, and San Francisco SSA regions. The
knowledge-tracking instrument also includes the section conceming the Social Security
Stalement and an additional section on local outreach and education awareness. The
resuits of the knowledge-tracking study will be available in the fall of 2000.

The national and knowledge-tracking survey instruments were developed through a
collaborative effort between Gallup survey design experts and SSA officials, National
Academy of Social Insurance {(NASI) and academic experts were also consuliad 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 for PUMS-II {400 in sach S8A region).

' The knowledge-tracking study is alsc known as the "Move the Needle® study.,
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Twelve thousand {12,000} respondents are being surveyed for the knowledge-tracking
survey (three thousand per quarter).

Tha purpose of this briefing book is to summarize the most notable findings of the
PUMBS-II national survey, completed January 25, 2000.

Overall Knowledge Scores?

The overall knowledge level of the adult population did not increase significantly
between PUMS-| and PUMS-H. The results of PUMS-H indicate that 56.6% of the public
15 knowledgeable about Social Security programs as compared to 54.9% in PUMS-L

In addition, 24.1% of the public is "close to knowledgeable” (e.q., responded correctly to
11 or 12 of the 19 knowledge indicators} in PUMS-{L

Significant Changes between PUMS-I and PUMS-II

The results of PUMS-Hi are significantly different from the results of PUMS-1for a
numbsr of knowledge indicators. The following knowledge indicators received scores in
PUMS-I that are significantly higher than the corresponding scores received in PUMS-L

s Early retirement. Knowledge that an individual can receive some retirement
benetils before the full retirement age rose from 61.8% 10 65.4%.

+ Exact age of early retirement. Knowledge that the exact age of eligibility for some
retirerment benelfits is 62 rose from 45.6% 1o 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%.

» Benefits relate to eamings. Knowledge that the amount of monthly Sociat
Security retirement benefits depends on the level of past earnings rose from
88.9% to 81.8%.

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

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

» Fewer Workers, Future. Knowledge about the insufficient number of workers to
finance future bensfits feil from 60.7% 1o 57.4%.

« Not Food Stamps. Knowledge that Social Ssecurity does not pay for the food
stamp programs fell from 50.2% to 48.0%.

it is noteworthy that the indicators that increased significantly have high personal
retevance while the indicalors that decreased significantly are more system-related.

* Respondents are considered 10 be *knowledgeable™ about Social Security programs it they respond
correotly to o Ipast 13 of the 18 knowledge indicalors.
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Ancther significant change between PUMS- and PUMS-Il is an increase in the level of
confidence that Social Security benefits will be avallable for the public when they retire
{from 38% to 44%]}.

Receipt and Awareness of the Social Security Statement

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

» 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 49.5% in PUMS-| of the
publlic to 62.2% in PUMS-IL.

by addition to being statistically significant, the increased awareness of the Social
Security Statement is meaningful, because awareness generally precedes a perosived
need tor infermation.

Relationship between the Social Security Statement, Knowledge, and
Confidence

Receipt and knowladge of receiving a Social Security Statement significantly increase
knowledge of Social Security programs. Sixly-eight percent (68.0%) of those who recall
receiving a Statement are knowledgeable. Furthermore, knowledge about Social
Security programs significantly increases confidence that Social SBecurity retirement
henefits will be there for you when you retire. The relationship can be modeled as
foliows:

Receipt of an 3S Statement = Knowledge + Confidence

Response to the Social Security Statement

The proportion of the public (24% or about 48 million people} who recall having recsived
a Social Security Staternent had a positive response to it.

o 82.4% of the public {about 38 million people) repor finding the Statement to be
very to somewhat uselful in increasing their knowledge of benefils that may affect
them directly.

*  78.8% of the public {about 37 million people} report finding the Slatement 1o be
very {c somewhat useful in halping to determine their level of nead for additional
sources of retirement income.

»  88.0% of the public {about 32 million people) report finding the Statement to be
very 1o somewhat useful in helping with their financial planning.
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» B3.7% of the public {about 40 millicn people) report finding the Statement to be
very 1o somewhat sasy to understand.

In addition, as a result of receiving a Social Security Statement, millions of Americans
raport baing much more likely 16 take action to ingrease their own financial security.

+ 52.4% of the public {about 25 million people) repon being much more likely o file
the statement with their important records.

» 16.9% of the public (about 8 million peopie) report being much more likely to
contact the Social Security Administration for more information,

¢ 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 1o understand than the PEBES document. Fifty-
eight percent {58%;) of Social Security Statement recipients reported finding #t to be very
gasy to understand, while 50% reported finding the PEBES document very easy 10
understand. Ease of understanding is also reflected in the likelihood of recipients to
contact SSA. One in five recipients (20%) of PERES racipients stated that they are
much more likely to contact SSA, while just over one in ten {12%) of Statement
recipients leel ikewlise.

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 o
SEA's public education activities is primarily positive.

« S8A continues to be the preferred source for information about Bocial Security
programs. Of the 22.8% of the public {about 46 milhon peaple} who requested
Social Security information, 80.8% {about 40 million pecple) report having
requested this information from S5A.

» Use of 58A's website {$SA Online} as a source of infarmation more than
doubled from 1998 10 1999, Five percent {5%) of the public's reported requests
for information {neady 2 million contacts) were made via S8A's website.

s 74% of those who both contacted S8A and received a Social Security Statement
(18 million pecple} were knowledgeable about Sccial Security programs,
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CHAPTER EIGHT:
WORKFORCE INVESTMENTS
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Security Administration (88A) ueated and invested in s workforce, The legacy

of downsizing in the 1980s had a profound effect upon the Agency, and in the
19505, the impending Retirement Wave of the Agency’s workforce received serious
consideration. Attemipts to amcliorate these issues, added to the other forces and advances in a
rapidly changing workplace environment, obliged the Agency to focus on its workforce. SSA
recognized the need to reflect the public it served, resulting in great advances in diversity. The
relationship between ils management and employees was recognized to be vital, and the Agency
became a leader in partnership with labor. Technelogy and other advances in the workplace
were beginning o be implemented with the goal of helping the workforee to be valued, efficient,
and cffective.

T?xe; vears from 1993 through 2000 marked significant changes in how the Social

The simpetus for change was stimulajed by the Clinton Adnunisiration. Iast before the
second inauguration President Clinton und Vice President Gore called 1he new Cuabinet (o the
Blair House to discuss the issue of reinvention. They gave the Cabinet a set of papers that was
subsequently published 1n January 1997, called the Blair House Papers containing the principles
and ideas for agoncies 1o use o make further inroads towards betier process designs and
customer service enhancements.

Up 10 1994, before independence, the Agency focused heavily on customer service
injtiatives. The Blair House Papers emphasized the importance of focusing on the Federal
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work{oree — getting the bost from employees and raising the spirit of employees. The results of
National Performance Review's (NPR) benchmarking studies indicated that the best in business
organizations devoted substantial resources and atiention o employee development and
satisfaction. In addition, Hterature spoke 1o a strong and direct link between employee
saitsfaction and customer satislaction, With this as the backdrop, the Agency embarked on
initiatives 1o listen 10 the concerns and betier understand the needs of its employees

In 1998, Vice President Gore directed the NPR to conduct the first ever governunent-wide
empioyee satisfaction survey, the NPR/OPM government-wide Employce Satisfaction Survey.
The survey was sent 1o 34,000 federal employees selecied at random, including 750 Agency
employees, The survey created a baseline for messuring selected reinvention initiatives,
assessed and benchmarked organizational change on key Hems, built on the Office of Personnel
Management (OPM) Performance America dalabase, and supported the collection of 4 set of
balanced measures for federal agencies. The survey was conducted again in | i}%? and 2000,
reporting on and analyzing the results and developing an improvemoent szmmg}*

The Agency initiated its own surveys 0 better understand its workforce, The Agency
Strategic Plan included an objective "o promote an Agency culture that sucoessfully
incorporates our values,” a part of the Agency goal ™o be an emplover that values and invest in
cach employee,” As s first step toward achieving thix objective, the Office of Workforce
Analysis conducted an employee survey, the Organization Culture Survey, 10 help determing
what the Agency’s organizational culture i, what ¥t should be, andd any gaps. A workgroup then
reviewed the results of both the Culwure Survey and the results of the NPR/OPM Employee
Satisfaction Survey, and they developed an nnpr‘ovcmem plan including both short-term and
long-term actions o address any shortcomings

In garly FY 2000, the Agency began plans to lmpiemem the employee measurement
strategy of the Market Measurement Program (MMP).* Based on research that indicated
emplovee satisfaction was most strongly influenced and determined at the local work unit level,
a plan was developed for 4 comprehensive satisfaction survey that would provide information
about satisfaction with the local work environment, This survey was intended to support and
complement the Colre Survey because the it provided the Agency with information at the
organization level and identified issues that need addressing. It also tdentified issues that may
lend themselves o local solutions, but the information was not aggregated in a way thut enabled
the Agency o focus al this level. The MMP employer survey would solve this gap by focusing
at the local level, and would also enable the Agency to address work place improvements
wdentified in the OPM/NPR employee surveys.

‘Zurvay eesulis are i the Archive material

Impmw, ment Plan is in the Archive material,

? Spe description of MMP jo §5A repon “Gathering and Using Customer tnformation w Improve Service 1o the
Public” issucd March 206K,
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fn September 2000, the Agency hired a privale contractor o plan and administer a test of
an employee survey process that would:

e Provide up-front communication prior to conducting the survey to explain the
purpose and importance of the survey te emplovees and nianagers;

o Ask questions matket tested and validated to Hek o employee productivity;
¢ Be simple in order to increase the likelibood of 2 higher response rate; and

e Include a process for using ihe survey resulis using full purticipation of ermployees in
planning improvements in their work unit based on the resulis.

The success of this initial pifot will result in s full implementation of the survey process
for all employees.

More importantly, during the vears from 1992 1o 2000, the entire Agency grew 1o fully
recognize thal increased public trust and faith in the Agency and the programs it administers can
only oceur if the Agency demonstrates that it is a well-run organization whose employees feel
valued and well-treated.

DIVERSITY

concluded s work and presented @ report containing its {ind recommendations

to President Clinton. The report conlained the Board's observations on what
they hud seen and heard about race and its mpact upon communttics throughout the country.
The President’s Initiative on Ruce luter evolved into the President’s Initiative for One America,
and President Clinton established 4 permanemt While House Office on the President’s Initiative
devoted to helping bridge the racial und ethnic divides in our socicty and to working to forge
new coalitions goross lines of color and class.

Ozz Scptember 18, 1998, the Advisory Board on the President’s Initiative on Race

In keeping with the President's Initiative for One Americy, in his Oath of Office address,
newly appointed Social Sceurity Commissioner Kenneth S, Apfel, affirmed his comniitment to
establishing a diverse workforce. He stated, “[Als the Agency enters the next century, we shoukd
continue 10 strive toward achicving a workforce that is like America: young and old, male and
female, African American, Caucasian, Hispanic, Pacific-Asian, Native Amgerican, those with
disabilities and those without.”

Although the President’s Inttiative for One America was not instiuted until 1998, the
Agency has a long history of activities supporting the Initiative that precedes [998. Throughout
the period from 1993 through 2000, Special Emphasis Programs, Special Emphagsis Munugers,
and Equal Employment Opportunity (EEO) Advisory Groups had up instrumental role in
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promoting cuitural diversity within the Agency. The Agency developed and monitors an
Affirmative Employment Plan that identifics the representation of cqual cmployment opportunity
groups in s workforce, ard recruitment efforts are targeted 1o address vnder-representation.
EEQ Advisory Groups were established to advise the Commissioner regarding the employment
concerns of women, minoritics, and disabled employees as well as the service delivery needs of
the Ageney's cusiomers. The Agency also ased special hiring authorities 10 recruit employees
with disabilities, and provided reasonable accommodations to enable these employees to have o
level plaving field.

PROGRAMS AND POLICIES

pecial Emphasis Programs were established in response to Presidential Excoutive

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

Women's Program, Hispanic Empleveent Program, Minority Concerns Program,
and the Program for the Employment of Persons with Disabilitics. The Asian Pacific American
Program was established in 1992 10 give atiention to und focus on that fast growing, complex,
and diverse group which had previously been part of the Minority Concorns Program. The
Federal Worpsen's Program was established to enhance employment and advancement
opportunitics for wemen. The purpose of the Hispanic Employment Program was 1o ensure that
Federal employers recruit and hire Hispanics and once hired, provide them with career
development opportunities. The Minonity Concerns Program was initially established 1o address
the employment concerns of African Amcricans, Asian Pacific Americans, and Americans
lndians, and to improve services to their communitics. The Program for Employees with
Disabilities gave technical advice, leadership, and guidance 10 managers in providing greater
carcer opportunities (o employees with disabilitics.

EEQ Advisory Groups were also formed (o advige the Commissioner and other Agency
managers of the employment and service delivery concerns of their constituencies. The advisory
groups were:

s Bluck Affuirs Advisory Council (BAAC),

s National Advisory Council for Employees with Disabilities (NACEDY),

e Hizpanic Affairs Advisory Council (HAAC),

»  Pucific Asian American Advisory Council (PAAAC),

* Full-time Special Emphasis Program Managers, located at the headquarters complex. sdminister each of the
Speeinl Emphasis Programs. In the regions, Civil Righis and Egual Opportuaity Managers mimisisior the Speciad
Emphasis Programs. These managers conduct activites promoting the emgloyment and sdvancgment of thelr
membrers: they provide advice and relerral services 1o fiek and headguariors personse] on mutiees thal include
nunosity pecruiiment, comaunity cuwireach, complaints of discrimination. and carcer developmont.
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»  Women's Allairs Advisory Committee (WAACY; and
«  American indian Alaska Native Advisory Council (ALAN).

These groups met periodically with the Commissioner and other members of the
Excoutive Staff, pursued initialives of interest to thetr groups, and held training conferences
where employees and management came together o talk about service delivery, recruitment,
training and career development and advancement, For example, the mission of HAAC is o
ensure courteous, respectiul, and sensitive treatment of all cliemele, mchiding non-English
speaking persons. HAAC pursues this goal by educating others about the shared responsibility
to provide services with sensitivity, and by advocating for and supporting the recruitiment,
development, and advancement of Hispanic and bilingual persons throughout the Agency.

AFFIRMATIVE EMPLOYMENT PROGHAM

The Agency had an Affirmative Enployment
Program (AEP) Plan for women and minoritics o assess the
state of cqual opportunity in the Agency, The AEP Plan
was a tool to strengthen EEO for wornen and minorities by
identifying specific arcas of under-representation, barriers to
eqgual opportunity, and conerete actions to correct identihed
deficiencies. The completed plan contained:

%, d a M A ' + "?
13 Program sealysis detatling the sistus of ¥8i Training Class resembiss Uniled Nations,
affirmative employment efforts within the
Agency;

2y Description of identified problems and burriers in personnel and management
policies, practices, systems, or procedures? and

3} Ntatement of objectives and action tlems o resclve identified problems and barriers.

Numerical objectives were establisbed when the workforce representation of an EEO
group is severely below their corresponding civilian labor force (CLF) representation. The
purpose of numerical obijectives was 1o attain g workforce that was reflective of Americn; the
objectives were goals, not quotay, stated in terms of 4 poreentage of available opportunities.

A separate plan, the Affirmative Action Program Plan for People with Disabiliies,
addressed the hiring, placement, and advancement of individuals with digabilities, Additionally,
the Agency used a Disubled Veterans Affirmative Action Progrum Plan o enhance employment
opporiunitics {or disabled veterans, The AEF program enabled the Agency to identify
imbalances 1 the work{oree and take corrective actions,
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The SSA workforce consisted of 62,394 full-time and part-time permanent employees as
of FY 1999, a decrease of 2,979 employces since FY 1993, While the workforce has decreased,
it has become more diverse as a result of increases in the representation of women, minorities,
and employees with disabilitics. The overall representation of women and minorities in the
Agency exceeds their representation in the (CLF).” Women make up 70.7 percent of the
Agency's workforce compared to 46.5 percent for the CLF. Minorities make up 40.2 percent of
the Agency’s workforce compared to 27.2 percent for the CLF.

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

Hispanics, Asian Americans, American Indians, and employces with disabilities have increased
since FY 1993;

Percentage of Total SSA Workforce

GIFY 1983
EFY 2000
1.7 2.6

0.7 1
Black Men Hispanic Asian American Disabled
American Indian

RECRUITMENT 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 lcvel as
of FY 2000 was close to 62,000 full- and part-titme cmployecs, workloads continued to grow and
were predicted to rise even more as the “baby boomers” reach retirement age.

As of FY 2000, the Agency possessed a mature workforce; the average worker was 46.7
years old and had an average of 20 ycars of Federal service. As large numbers of expericnced
employees prepared to 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 (GAQ) provided a report to Congress entitled
SSA Faces Challenges. The report stated, “[the] SSA must build a workforce with the Mexibility

*'The CLF comprises of persons 16 years of age or older who were employed or seeking employment, Persons in
the Armed Forces are excluded from the CLF. CLF data comes from the Office of Personnel Management's 1999
Annual Report to Congress on Federal Equal Opportunity Recruitment.
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and skills to operate in a changing environment.” 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 employce and client base.

In 1997, the Agency published its 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 to serve SSA”s diverse customers in the
21* century.” The Agency recognized the need 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-lerm and a long-term recruitment strategy to recruit employees from
historically underrepresented groups were developed.

In Oclober 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 disabilitics (PWD), Further, based on the Census Bureau’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 eliminating this gap and to take itself through the FY 1999 recruitment cycle.

The strategy proposed consisted of four action items:
» Advertising carcer opportunitics via the internet and in key minority periodicals;
e Providing an e-mail application process;

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

e 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 Qutstanding Scholar’ hiring authorities to recruit new employees from underreprescented
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 employees with disabilitics. This strategy expanded
upon the framework already established in the short-term strategy and was designed to promote

® Schedule A allows persons with disabilities to be evaluated and certified by Stne Vocational Rehabilitation
Centers and appointed non-compelitively,

7 This program allows college graduates from underrepresented groups who have completed their undergraduate
programs with a 3.45 GPA or betier (or finished in the top 10 percemt of their graduating class) to be hired non-
competitively.
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the Agency as the employer of choice. The long-term strategy, which is intended to carry the
Agency through the year 2013, includes a marketing strategy, formal recruitment methodologies,
and asystem to monitor progress and hold components accountable.

In specific, the fong-term strategy included:

« Improving and expanding the recruitment relationships with colleges and universities
that have high concentraiions of the under-represented groups in their student
populations;

« Creating stronger networks with State vocational rehabilitation and employment
offices and the Departiment of Veterans Affairs in all states, Puerto Rico, and the
Virgin Iskes,

»  Using displaced private industry employees as a recruitment source;

o Using employment incerstives {e.g., recruitment signing bonuses. a tuilion
reimbussement peogram, hiring at higher grade Ievels, paying refocation expenses,
¢t ) to attract top compuler science candidates;

»  Advertising extensively in key publications marketed to targeted populations;

» lavesting in promotional flems {e.g., pens, cups, notepads, mouscpads, keychains,
mini-flashlights, ete.) with 88A logo for distribution of recruitment events:

» Parlicipating in the President’s Committee for Employment of Persons with
Disabilities Workforce Recruttment Program, and,

+ Duoveloping taitored secrattment packages for regional and field managers, including
a pamphlet entitled "Warking for Sacial Security” and other employment
information.

As a {ormal recruiiment methodology, the long-term recruitment strategy reconunends
the establishment of multi-discipline recruiiment teams to conduct on-campus recruilment at
predetermined schools, advertise vacancies, and maintain an Agency presence at career {airs.
The teams arc o include a Personnel Office representative familiar with hiring authorities, an
employee from the group turgeted for recruntment with whom potential candidates can identify,
and a representative from component for which candidates are being recruited who can talk
about the available positions.

As a result of implementing our recrultment strategics, the Agency in FY 1999 and FY
2008 hired Asians, Hispanics, and persons with disabilites at a rate significantly greaier than
their represeniation in the CLE. In FY 199%, the Agency hired a total of 2,603 new cmployees,
andd in FY 2000, a8 of August M, 2000, the Agency hired 2,366 new employces:
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Comparison of Hiring Percentages

25 23.1_23.1
20 -
15 . BFY 1999
‘o , 10.5 EFY 2000
. 6.5 68 35g
;] a7 l OCLF
| .
Asians Hispanics PWD
FY 1999 FY 2000 (thru 8/30/00) CLF*
Asians 181 (7.0%) 154 (6.5%) 3.7%
Hispanics 602 (23.1%) 547 (23.1%) 11.4%
PWD 285 (10.9%) 161 (6.8%) 5.9%

As depicted in the charts below. the workforce representation of Asians, Hispanics, and
persons with disabilities 1s moving steadily closer to parity with their CLF representation.

Percentage of Total Workforce

- 114
12
10 4 9.2 %
g 7.7 =10/1/98
6. 5.9 9/30/99
3.7 0 8/30/00
1 1923257 CCLF
>l
0 . .
Asians Hispanics
10/1/98 9/30/99 8/30/00 Net Change CLF*
Asians 1.9% 2.3% 2.57% +0.6 3.7%
Hispanics 7.7% 9.2% 9.9% +2.2 11.4%
PWD 1.9% 2.6% 2.7% +0.8% 5.9%
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In 2000, the Agency received recognition for its progress when Equal Opportunily
Publications {EOP), an outside organtzation, published a cover article calling SSA a model
employer for improving the representation of persons with disabilities in their Winter 1999/2000
issuc of CAREERS & the disABLED magazine.

AMERICAN INDIANS AND ALASKA NATIVES INIMATIVE

Although American [ndians and Alaska Natives were aot underrepresented in the
Agency's workforee, their numbers in the CLF had been so small they were not initially included
along with Asians, Hispanics, and persons with disabilitics for specinl recruitment activities, In
Muarch 2000, the Agency hosied an Americon Indian and Alaska Native Service Delivery
Conference in Denver, Colorado to explore how o better serve and reprosent these communitics.
The conference served as a catalyst shifting atiention and focus 1o this group.

The conference was aticnded by reprosentatives from over 120 tribes, and the
Conierence’s programs and sctivities focused on ways 1o increase their representation in the
Agency’s workforce and improve outreach and service delivery o American Indinns and Alaska
Natives. Asnresult, the Agency established an Amenican Indian and Alaska Native Executive
Steering Committce to develop and implemient projects that would achieve the gouls of
ncreasing the workforce representation of Amencan Indians and Alaska Natives and improving
services o thely communities. These goals included such steps as establishing a Cooperative
Education Progrant® for siudents of Tribal Colleges and Universities and establishing a formal
relationship with the National Indian Council on Aging so that it could access the Council's
exiensive database on the public information needs and demaographics of American Indians and
Alaska Natives, In addition, the Agency developed a cormmunications plan targeting American
Indians and Alaska Natives,

The Agency also promoted the cubtural awareness of its own warkforee to the needs and
concerns of this constituency group. A two-part interactive wwletraining video series was
broadeasted, delivering cultural and awareness training, Pan | provided o broad prospective of
the diversity in American Indian and Alaska Native cultueex. e Pact H, an Agency pancl of
American Indian employees representing various tribes discussed Social Security claims, legal
and urban issues, and views from life on reservations.

DisABLED INDIVIDUALS: REASONABLE ACCOMMODATIONS

The Agency has alwuys pnided iiself in providing reasonable accommodations to the
known physical wadfor mental Hmiutions of qualified applicants or employees with disabilities
(EWD)

* Phe progeam authotizes the Agency o hire 25-50 studems cach year for service defivery positionss students will
attemi coflege full-time amd work par-time cach semester,
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In 1993, the Agency began purchasing adaptive devices and personul computers
configured with adaptive device software/hardware. The Office of Civil Rights and Eqgual
Oppeortunity continued 10 manage the Agency's Full Tane Employee (FTE} Pool that provided
readers for blind and low-vision emplovees, personal assistanis for severely mobility-impaired
employees, and sign language interpreiers for field offices with several deal emplovees. In 1993,
the Agency employed 450 cmployees with severe disabilitics,

In 1994, S84 further progressed in dealing with its disabled employces. An Assistive

Device Support Help Desk was established in the Agency’s Model District Office to take calls
from employees expericncing technical difficulties with their adaptive hardware/software, snd
the Agency began the Accessible Computer Configured Employee Support System (ACCESS)
project. The ACCESS project had oversight responsibility for purchasing adaptive techoology
and upgrading obsolete cquipment (i.e., its work became parnt of the Agency's procurement
projects), providing employees with disabilities full accessibility to the Agency’s computer
systems cnvironment.

The Agency received recognition for its progressivism. On Septomber 8, 1994, the
Agency received a "Golden Hammer” Reinvention of Goverament Award (o recognize the
Agency as “Heroes of Reinvention” for inlcgrating adaptive hardware and software into the
Agency's infmastructure and designing training programs 1o meet the needs aof employees with
disabilitics. In addition, on October 20, 1994, the ACCESS workgroup was presented with an
HHS Secretary's Continuation Improvement Recogaition award for their efforts ensuring that
Agency cmployees with disabilities would have full access 10 the new IWS/LAN system.

During 1995, the Agency provided reasonable accommiodations to 575 of its employees
with disabilities.” It awarded contracts that significantly improved accessibility for employees
with disabilities:

¢ Training for employees with disubilities provided computer and adaptive devices af
the employce’s worksite (gencratly on a onc-to-one basisy, mationally.

e Provide voice-activated computer workstations te cmployees with mobility
impairments {i.c., voice-activated systems allow employees whe do not have total use
of their hands ot upper bodies to use computer programs “hands free”)

The first Agency wide contract for sign language interpreter services for deaf conployees
was awarded in June 1995." The contract was established to support the needs and provide
reasonable accommodation for deaf employees, and it provides for nine fuli-tine on-site
interprefers at Agency headguurters as well as providing for interpreter services in field offices.
In addition, an Employees with Disabilities inter-component Workgroup was formed to prepare
for the large deployment of 1,742 local urea networks and 56,600 computer workstations
nationwide; the workgroup made the necessary plans and performed integration testing to insure
that assistive technologies would be part of the national IWS/LAN rollow.

* Comhined hudgit of $3.5 milfion was used to process and provide reasonable aceommodations for over S0
rEgLEsIS.
" "The gast for interpreter services in 1995 was $353,102.
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The Agency was again recognized for iis progress in 1996, The Ford Foundation and the
John F. Keanedy 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 2 grant of $20,000.

As the national IWS/LAN rollout entered 1998 and 1999, the Agency processed another
450 and 430 IWS/LAN site 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 Disabifities Kurt L. Schmoke
Public Employer of the Year Award."® The Agency also provided refresher training’ on
adaptive cquipment. In addition, the EWD Workgroup designed a resource siie on the Intranct 1o
provide information for employees with disubilities and their managers regarding avaitable
devices and other helpful suggestions. This workgroup was given a special budget under the
Ageney’s Diverse Workforce Key Initiative 1o use for special needs such as preparing training
materials in sccessible format and for ensuning that all training centers were accessible to
employees with disabilities.

In 2000, the Ageacy processed over 500 reasonable accommodation requests, and in
adherence with recent Executive Orders,™ continued its long-standing commitment 1o hiring
people with disabilitics through iis competitive hiring process and the Selective Placement
Program. In suppont of these Executive Orders, the Agency commitied Hself to hinng 1,300
additional persons with disabilitics, or 13 percent of its hires for FY 2001-2005. Once hired, the
Agency strived to inswre that employees with disabilities were provided with equal opportunily
in the workplace environment,

Throughout the Clintorr Admisisteation, the Agency worked hard to miske its workforee
accurately reflect the conununity 1 serves. By doing so, the Agency is belter equipped to serve
the public in an appropriate, effective, and efficient manner. While the Agency is not
underrepresented as 4 whole in minonty employees, largeted recruitment of specific
underrepresented groups such as Asian Americans, Native Americans, and persons with
disabilities led to large gains in both the recruitinent and retention of these groups. Detailed
nitiatives o reiain these underrepresented groups complemented these recruitment efforts, and
with leadership initiatives from Commissioner Apfel, great sirides were made.

" Stemens Nixdorf Information Systems gave the sward 1o the Agency for being proactive in seeking o employ
blind and visuully impaired persons,

" Awacded for the Agency's high Sevels of hiring prople with disabiiities.

" Ata cost of $230,000,

HEO 13163 (inereasing the Oppontunity for Individuals With Disabilisies To Be Employed in the Federal
Gesvernment ") and B0 13164 ("Reguiring Federsl Ageneies to Faighlish Procedures to Facilite the Provision of
Reaxongbly Accommadation”) both sigoed wnd pronnalgaied on July 26, 2000,
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PARTNERSHIP

n 1993, Presidomt Clinton signed Executive Order (EOQ) 12871, “Labor-Management

Partnership,” mandating federal agencies to involve employees and union

representatives as full partners to identify problenss and develop solutions
accomplish the Ageney’s mission, By warking in pannership with the American Federation of
Government Emplovees (AFGE), the exclusive representative for approximutely 50,000
bargaining unit employees, the Agency hoped to foster a much closer relutionship between the
union and munagement 1o create tangible benefits in service, cost-effeciivencss, productivity,
efficiency, and quality of is work environment,

Prior 1o EG 12871, the hustory of labor-management relations in many federal agencies
was one of internecine conflict; SSA’S story was similar, Labor-management relations werg
strained at best and dysfunctional at worst. However, the Agency apphied itself to implementing
EO 12871 vigorously, and both its management and union leadership saw an opportunity to
break out of old patterns of behavior, It is this joint commitment, reaffirosed in the 2000
SSA/AFGE Ratification ﬁgreemem,“‘ that has made partnership an effective cffort.

To address and tormulize
partrership at the nationat level, the
National Partnership Council (NPC) was
formed in 1994 comprised of high-leved
members in both the ysion and the
Agency.”® The charter was signed on June
22, 19594, and it stated s puipose o be
“...1o design, implemen and maintain
within 88A a cooperative, constructive
working relationship between AFGE and
management to identify problems and crafy
solutions.” The NPC strave to improve the
day-to-day opcrations of the Agency’s
service delivery; help the leadership make

P X Commissioner Shirtey Chater and President John
better decisions than would be possible Sturdivant of the AFGE signing the NPC charter,
under traditional bargaining and

consultation procedures; develop a framework within which manugement and the union can draft
effective partnership decisions; and ensure that the process should be mterest-based {i.¢., thal the
legitimate needs and interests of all participants must be examined aad understood before
gencraling options},

¥ See Bxhibit 1,

¥ sMombership consists of the Commissioner, Poincipal Deputy Commissioner, six Deputy Commissioners {or their

Assistani Deputy Comsmissionerd, and for the union, the ABGE President, General Cammiflics Spokusperson, and six
Companent Heuds {or their Principal Desigaee). The NPC currenily (as of November 2000 meets the lirst Monday
of gvery month.
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The NPC s obigctives were:

*  Improve SSA's service delivery;

» Help SSA’s leadership make better decisions;

¢  Deal with Agency-wide issues; and

+ Generate guidance for lower level partnership levels.

The NPC worked towards achicving these objectives in many ways. For example, it
encouraged the formation of partnership councils throughout the Agency. Originally, these
councils were mandated to, among other things, estabhish alternative dispute resolution {ADR)
methods and options for informal disposition of employment disputes.

Prior (o independence, the Agency’s ADR program was rudimentary with so 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 Adnunistrative Dispute Resolution Act {ADRA} and the President’s directive on ADR, the
Ageney complied with the specific requirements of the ADRA and established ADR programs in
vartous areas, Further, the Agency extensively trained managers und employees in ADR
techniques; these technigues have been applied to collective bargaining and labor-management
partnerships as well as in resolving emplovees’ complaines of discrimination. These initiatives
tesulted in a marked decrease in the number of grievances and unfair labor practices filings,

Far example, the number of wbitration requests from the period 1994 through 1996
showed a reduction from 488 requests in 1994 down to 331 in 1996." The principles of ADR
have helped to reduce othier types of Bligation; the number of unfair labor practice charges filed
in 1993 was 382, but fell to 167 in 1999, From the peviod 1994 through 1999, the number of
union-management grievances decrensed from a high of 463 in 1994 (o only 171 filed in 199G,

The local parinership councils dealt with issues that might otherwise have required
negotiation or Hitigation, and their success allowed the scope of their work to grow from
personnel issucs to encormpassing the facilitation of work processes. Parinership councils dealt
with matters relaling 1o customer service, operational efficiency, employee empowerment, and
labor-management issues. These partocrship efforts resulted in enhancements in carcer
opportunities, establishmeat of developmental programs, and joint efforts to improve family
friendly practices within the Agency.

In changing the relationship that existed between labor and managemnent, which was
targely adversarial, the NPC provided for systematic training of agency cruployees I consensus
building methads of dispuic resolution. At the direclion of the NPC, iraining programs and train-
tho-trainer sessions were developed w interest-based bargaining (IBB) covering partnership

" The Phifadeiphia Region slone realized annual savings of approximately $30,000 based solely on the reduction in
the namsber of grievances advanced 1o ardduntion during that perdod.

K31



principles, conflict resolution, consensus decision-making, and other 1BB techniques. This
training consisted of the following:

¢ In May 1994, iop Agency executives along with the AFGE Council Presidents
atiended a 3-day training session that included interest based techniques, consensus
decision-making, and conflict resolution.

o Partnesship councils {20 Agency-wide) received 3-day training sessions conducted by
Swyracuse University, emphasizing conflict resolulion, consensus decision-making,
and 1BB problem solving techniques. The remaining councils received similar
training provided by a variety of seurces, including the Federal Mediation and
Congiliation Scrvice (FMCS) and internal Agency resources.

» By 2000, the Agency had trained 2 aational cadre of 220 facilitators in 1BB problem
solving, consensus decisien-making, partnership principles, and various tools and
techniques (o help group processes. The facilitators would help uddress and resolve
all types of problems and issues.

As partnership councils continue to be established, training will be an ongoing process,
As the Agency and the wnion work in a colluborstive fashion, this raining will gradually provide
the groundwork for a culture change throughout the organization.

One of the requiremients in BQ 12871 was {or agencies 10 evaluate the impact of
partnership on its erganizational performance. The Agency, on July 8, 1997, formed the
Partnerstup Evaluation Team (PET) to conduct an obiective evaluation of how the process had
been operating since its implementation, The NPC issued the teant’s roport in March 1998, and
it emphasized how the Agency had benefiied from working together since #s inception. The
wsuance of this report made the Ageney the first o complete an agency-wide evalvation of the
effects of labor-management partaerships on organtzational performance, and the report
tdemtified over 1,500 activities that have aided effectiveness and performance and that had been
mitiated through or enhanced by parinership.

The PET found numerous examples of components that had been working with divisively
polarized relationships between management and their union counterparts. After identifying
these prabiem situations, and then implementing joimtly deveioped plung for parlnership, many
were then able to work in eollaboration. Moreover, these partnerships ofien times grew bevond
their initial involvement in personsel issues and became problem-solving teams on methods o
make The Agoacy serve its Customers better,

The NPC and the PET were recognized for their successes in September 1998 with their
receipt of the John N Sturdivam National Partneeship Award, The award cited the SSAJAFGE
joint effort ag ©.an cutsianding example of how labor-management panncrships are meeting the
National Purtnership for Reinventing Government's goal of a government that works better and
costs fess.”
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The SSA and the AFGE deall together in partnership on many imtiatives that have
improved customer service (e.g., the 800 number telephone service; systems expansion; the
reinvention of work processes). Other initiztives 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 1o assist in establishing and maintaining workable partnerships. The NPC
also used this forum to present the SSA/AFGE Partnership Recognition Awards to employees
who had worked tirelessly and diligently over the previous year on partnership initiatives.

The NPC chartercd a second workgroup to update the inventory of parinership projects
and activities to determince 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
team 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 issucs.

The President’s Memorandum on Reaffirmation of Partnership issued on October 28,
1999, required Federal agencies Lo report on progress being made in achieving the goals of the
memoranduni and the directives sel forth in EOQ 12871, On April 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 to 67 as
of August 2000. The councils were very productive and constructive in dealing with 1ssues 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
cnvironment through developmental and growth opportunities, to facilitate efforts to address
productivity and efficiency, and to limit fiscal costs to the Agency.

By taking the initiative in partnership, the SSA fostered a closc 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

ast changing technology has significanily affected not just how (he Agency serves
the public but also in how it doexs ity work. While its workforee is one of its most

L. valuable assets, technology is equally important because i is essential to the
effectiveness of that workforce and indispensable to the success of the Agency’s business
approach. By providing the resources necessary and investing in the technology needed, the
Ageney has reaffirmed {o its workforce that it takes serioosly the new challenges of increascd
workload and government sireamlining. S5A s investment 1n techaology indicaied the value the
Agency placed on its workforce. The years from 1993 through 2000 were characterized by a
surge of advances in providing the necessary echnological tools 0 1fs employees 1o perform
their work. Without this type of investment, the Agency would jeopardize its commitment (0
hiring and maintaining a highly skilled, high-performing, and highly motivated workforce that is
critical fo achieving the Agency’s goals,

The Agency’s ability to meet custonser expectations and service depends on the expanded
use of automation. The success of SSA to use technology to support improved of redesigned
pracesses rests on a sirategic technology infrastructure that provides wutomation at the
employee's desktop, smukes needed infonmation inuncdinely aceensible in glectronie form, and
moves toward a paperiess processing environment. The Agency esiablished the Architecture
Support Stafl {o coordinate the efforts of its lnformation Technology (IT) community with
respect to the establishment and maintenance of an ﬁmargrise«wida Information Technology
Architecture (EITA), The Staff supports legal mandaies’ and federal guidelines'?,

Whilc the push for better {echnology has been a constant through the Clinton
Administration, the urgency had varied with time and circumstance. The early vears of the
Agency under DHHS were characterized a8 a slow evolution. Hardware and sofiware
improvements were done slowly without an overarching vision. There was no clegr conception
of how technology was going to completely change how Social Sceurity does its work.
Independent Agency status allowed SSA 10 move more quickly in creating an automated work
environment.

Commissioner Kenneth Aplel and members of his leadership team embraced the coming
changes, and provided the vision and energy to push forward (rom such setbacks as the PEBES
online privacy predicament, While an important fearning experience, it made the Agency
slightly cautious in is approach to technological change and risk taking. Bui in recent years the
Agency's leadership had become very strong proponents of techoology, and bave ereated the
environment and the push for $SA to become a leader in the Federal Government in techaology.

** Sueh as the Clinger-Cohen Act of 1996 (Public Law 104-106) which assigns the Agency’s Chief Tnformation
Officer the respoasibilisy of developing. sinintsiaing, and faciliting the implememation of 1T wechitecture (TAL
¥ Such as the Joee 1997 memorandun from the Office of Manogeinent and Budget (OMB Memorargdum M-97-16)
providing guidance o federal agencies on the development and binptementation of [TAL In sccordance with OMB
gundunce, the ITA should Integrate the business processes and goals of the sgeney with I'T acquisitions and should
focus pn work processus, information flows, and siandards,
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INTELLIGENT WORKSTATION/LOCAL AREA NETWORK (IWS/LAN)

INSTALLATION

program and its eotire business approach. 1t facilitated many of the planned

praductivity improvements and enabled full reengineering of the disability process,
including processing time reductions and other Bnprovements projected in the redesign. 1t will
provide greater capacity and increased processing capabilities essential for the major service
delivery and process redosign initintives.

Tbc TWS/LAN iaitiative was the linchpin for both the Agency’s customer service

In 1993, the Agency’s Information Technology Systenis Review Staff (TSRS}
recommended funding strategies that included maintenance of separate placeholders for
budgeting Agency workstationfsoftware upgrades in anticipation of users’ needs. This actually
occurmed prior to the IWS/LAN project implementation. The ITSRS also responded (o concerns
expressed by the Goverament Accounting Office (GAQ), the Office of Management and Budget
{OMB), and the Cengress concerning the IWS/LAN initiative, This work helped promote
support and funding™ from these bodies required to move forward with an IWS/LAN strategy.
They also recommended funding sirategies for wide area network enhancements, support
services, and expanded (elecommunications infrastructure required for IWS/LAN future
implementation,

The original decision to provide intelligent workstations 1o cvery employee, interconnect
all the worksiations by LAN, and connect all the offices to the regional computer centers/
National Computer Center by wide wea network was made tn 1993, With over 60,000
cemployees in over 1,600 offices nationwide, the Agency redesigned and prepared each {acility
nationally with new data cables and an upgraded electrical system,

Beginning in 1994 the Agency, with the support of GSA, began site prepuration of all
Agency affices at an average raie of one office each working day, The GSA used innovative
methods to meet the Agency’s needs in an coonomic manner, and mainframe computers and
specialized software were used 1o track the siie prep process and keep the program on schedule,

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

In December 1996, the Agency began the lastailation of 1the National IWS/LAN contract,
which by 1997 was completed in 487 sites. Additional workstations and LANs were purchased
and installed a1 Headgquariers and Regional Office locations, bringing the total installation 1o
91,650 workstations and 2,129 LANs by mid-1999. in addition, the Agency determined that it
waoukd noed up to 300 additional IWS/LANS (o complete the target systems environment, In

* 1o the Aptomation Investmenl Fund.
# At a vahie of $279.5 million,
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August 1999, OAG awarded a 3-year contract,” which included 6,178 workstations. The ITSRS
had guided this contract, adjusting quantities based on identified requirements and benefits.

The installation of the IWS/LAN in the Agency brought a host of new tools to improve
and enbance work processes, The Office of Operations, responsible for divect customer support,
was most dramatically affected in terms of impact on s business process. Technical and
managerment staft recognized that these new 1ools were 2 means to improve productivity and
enhance communication among its huadreds of facilities and thousands of employees. The most
wnmediaely significant of those new tools and technologies was the Intranet.

In recogaition of its efforis with the IWS/LAN project, the Agency received the 1994
Federal Technology Leadership Award, sponsored by Government Executive magazine, The
annual national competition recognizes outstanding achievement in making goveramen( Tore
effective through the use of information systems.

Although IWS/LAN was iostalled in all Agency offices, the project evolved with the
changes, expansions, and refocations of the offices, The standards et forth earlier and the
processes i place, along with the GSA help, will cosure that the Agency continues to provide a
safe and healthy work environment and reliable computer systems to all its employces.

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

The Agency, recognizing the needs 10 improve service and work environment in is
foreign program, has installed its IWS/LAN in the Manila DV A office and eight of the largest
claims-taking FSPs. Thesc overseas offices now have direct access to the Agency’s databases
andd programs, and arc no longer dependent on U.S.-based offices to provide them with
information they require to serve foreign based Social Security custorrers. This results in more
efficient work processing and the ability o assist many customers on first contace,

THE INTRANET

Intranel. The Intranet is more than the Internet in that it is a seif-enclosed secure

network comprising of only Sowial Security servers, and can only be accessed by
Soctal Security employees with valid and current security clearance. The Intranet has become
the vehicie by which components communicate with all other parts of the Agency, directly down
to the individual employee. With over 1,600 offices nationwide, each office and each employes
is no longer cut off from the rest of the Agency due o thew distance from the headguariers

The IWS/LAN mitiative allowed the development and utilization of the Agency’s

2 Ata cost of $50.2 miltion.
* The eight FSPs are i Mexice City, Guaduldacs, Cludad Tuarcs, Athens, Frankfort, Londoa. Rome and Naples.
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complex or their regional office, but is now interconnected by technology. The possibilities for
further colishoration and future synergies are only beginning to be realized,

More than just email, the Intranet allows a compenent 1o place the vast majority of its
information in easy reach for almost every Social Sceurity employee nationully, The entire
resources of the Agency were now available as casily as opening an Internet browser. Moreover,
because of its secure pature and availobility only on internal Social Security networks, the
Intranet allowes the delivery of services to its internal customers in ways that are still being
discovered,

SSA DigiTal LiBRARY

The Dignal Library was first unveiled in July 1998 @ the headquarters complex. The size
and scope of the Library was expanded in order to reach all Agency employees nationwide by
Spring 2000, Irs strength Hes in ity ease of use and accessibility, It contains a catalog histing of
all of the hardvopy materials maintained by the Agency’s Library, records management
information, histortcal information, access to over 3,000 compact discs containing thousands of
journals, boaks, newspapers and magazines, and the USA PhoneDisc. The Library also has
access 10 online services such as Lexis/Nexis and WestLaw and NewsEdge (an up-to-the-minute
accouniing of current events worldwide). From the onset, the variety of materials available via
the Digital Library has been determined based upon user needs and user requesis.  All materials
resident in the Digital Library are intended to better serve the customer base and assist Agency
employees in doing their jobs as efficiently and effectively us possible.

ELECTRONIC FORMS IMPLEMENTATION

On Septomber 1, 1993, the Agency began working on 4 tactical plan for the sational
mnplementation of electronic forms. This mitiative sought to put into an electronic format as
many of the forms used by field offices as possible, thereby eliminating various costs {e.g.,
printing and shipping of forms from a centralized location) and sireamlining the processing of
the forms (directly into the workstation). This initiative was part of the Agency's strategic
priorily to evolve into a paperiess agency.

Over several years, the Agency continued 1o tnvestigate electronic forms and
subsequently developed a contract with a vendor through the Government Printing Office for the
conversion of paper forms into an electronic format using the FormFlow software. Initially as a
pilot. 62 forms were converted and placed on the IWS/LAN systems of a few field offices. The
succesy of this pilot resulted in its wider implementation in 1999 into other ficld offices.™

# During FY 2000, approximately 3606 of the Agency’s L9400 puper fotms weee converted into an inelligent il
ahle clectronie torma,
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In August 2000, a SSA Forms Repository was released onto the Agency’s Intranet,
allowing most field offices access to all of the clectronic forms. The forms are provided in
Adobe PDF format (Print-Only) and in JetForm FormFlow format (Intelligent Fill-able Forms).
In addition, the Agency continued to work toward providing the gencral public access to various
Social Sccurity forms via the Internet.

The Agency depends on thousands of employees across the country to carry out its
mission to provide world-class service. The Intranet has become a vehicle lor effectively
communicating information while providing employees with new tools to do their jobs more
efficiently and more productively. The next task is to successfully 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 lor developing more creative applications to improve work processes and
employee quality of the workplace environment.

OTHER ADVANCES IN TECHNOLOGY

ith the need to improve IT infrastructure constantly, the Agency has made

improving the its standing on technology a key goal. Investments 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 efficicncics may be gained by linking
web-based technologics with existing legacy systems and established service delivery models.
The ¢-SSA Technology Strategy report released in November 2000 described Social Security’s
transition plans and highlights the productivity gains that the Agency expects to realize from the
planned infrastructure upgrades.

Another key component was the need for regular hardware refreshment. The Agency’s
technological infrastructurc must be refreshed at regular intervals to keep up with the rapid pace
of technological change. The Commissioner and Deputy Commissioner have pushed to reduce
the Agency’s procurcment cycle for new IT equipment from seven to three ycars. The decision
to move to a three-year refreshment cycle meant that cvery 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
existing workstations and make limited upgrades to the supporting infrastructure of servers,
printers, laptops, scanners, controllers, etc. As an initial step, in August 2000 the Agency
purch:zl.:‘cd and began installing 40,000 personal computers in the first phase of this three-year
cycle.”

Another improvement was (o the telecommunications network infrastructure. An
adequate telecommunications infrastructure was required to support Social Security’s electronic

25 s . . . .
I'he workstations have more memory, faster processors, and 17-inch monitors.
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service delivery initiatives, without which the Agency would not be able to take full advantage of
current and future technologies. In August 2000, the Agency entered into a contract to obtuin
new “frame relay support” equipment and installation. This more efficient technology doubled
the capacity of the Agency’s teleccommunications lines; improved response times for network-
based applications; improved manageability and reliability of the Agency’s computer network;
and enhanced support for new network video and telephone services. As a resull, all emiployees
on IWS/LAN will have Internet access on their desktop by December 31, 2000.

The Agency also invested in an integrated human resources system. By using
customized, commercial off-the-shelf software, this new system automated processing of
personnel, administrative, and scrvice functions. It also provided automated support for human
resources management activities, including online ad hoc information retricval.

In additton to the technology upgrades to improve customer service, the Agency also
made several technological upgrades (o improve its administrative processes. The Agency
automated scveral processes including ordering supplics, processing purchase orders, and
supporting electronic commerce. These advancements in technology reduced Agency operating
costs by over onc million dollars annually. The Agency also implemented video
teleconferencing, a project to acquire the necessary technology to provide two-way video and
audio that is used for training and public service announcements.

Numcrous technological enhancements were made to the 800 number service. The
Agency installed automated services, both in English and in Spanish so that callers are able to
conduct business transactions 24 hours a day, seven days a week. The software to improve caller
access was also updated, and thesc improvements have greatly improved customer satisfaction
with the 800 number network.

The Agency embraced the National Performance Review’s recommendation to expand
electronic commerce for Federal acquisition by conducting an electronic commerce pilot in
1997, Use of the Internet and clectronic commerce was expanded in each subsequent year. The
Agency posts all of its acquisition notices and solicitations on its Internet home page, allowing
interested vendors to read and download them. In FY 1999, the Agency discontinued the old
practice of mailing paper copies ol these documents to vendors. Contracting opportunities are
announced exclusively by electronic means. All of the requirements are posted with the
Electronic Posting Service,26 which will, in the near future, be the one place a vendor needs to go
to see all Government requirements. These electronic commerce methods are faster and more
economical (i.e,, saving the cost of printing paper copies of solicitation, labeling and mailing
them, and maintaining a bidders mailing list), and benefit vendors who register with the
Electronic Posting Service, including automatic email notification of Federal business
opportunities of inlerest to them.

Technology infrastructure will continue to evolve at a brisk pace. It will become faster,
better, and cheaper. While advancing technology offers tremendous opportunities to increase
access to and improve the accuracy, limeliness, and convenience of its service to the public, it
also presents challenges. The Agency has begun to restructure business processes 10 make

% The Internet address of the Agency’s acquisition site is www.ssa.gov/oag).

326


www.ssa.gov/oag

cffective use of ncw technologies in order to meet future needs and to give its employcees the
ools they need to meet the workplace demands. To support employees and enable them to meet
customer needs, the Agency will continue to evaluate and keep pace with emerging technologies.

SUCCESSION PLANNING & TRAINING

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

workplace 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;%” the reduction in workforce numbers
coupled with increased workload and the significant technological changes in how the Agency
performs its business has forced its employees to wear multiple hats at the same time as well as
learning to wear new ones. By the mid 1990s, the Agency’s workforce was “mature” with 57
percent of employees over the age of 45, with predictions that 40 percent of the Agency’s
existing 1998 workforce would be rctired by 2009. This imminent “retirement wave” of
stgnificant portions of the Agency’s workforce, in particular in the upper management levels,
will result in a serious continuity and succession problem for the Agency if left un-addressed.
Thesc forces buffcting Agency employees have increased the need for constant training to
prepare them for the new challenges of the future.

Moreover, the REGO initiatives initiated by the Clinton Administration, under the
leadership of Vice President Al Gore, reemphasized the importance of focusing on the needs of
Federal Government employees. Reinvention and streamlining by definition and necessity
requires government employees to do more with less personnel resources, hopefully with better
tnfrastructure/technology resources and better work processes. Under these initiatives, agencics
were encouraged to invest a substantial portion of savings realized from reinvention activities to
finance employee training and development,

The Agency is commiitted to providing the training and development necessary to ensure
that its workforce possesses the knowledge, skills, and abilities required to meet and handle
increasing responsibilities and workloads. The Office of Training (OT) helped prepare the
Agency's streamlined workforce for their new missions, has begun a number of new initiatives
and programs to better serve its customers — Agency employees. The drive to provide more
training, to make it continuous, and to provide it “just-in-time” has become paramount.

With such a large percentage of the workforce eligible to retire, the significant loss of
knowledge and experience to the Agency was apparent. In addition, a very high percentage of
those eligible were in the management ranks. Thus succession planning and leadership
development became a key element in the Agency's Strategic Plan. In the spring of 1997, the
Agency developed a plan to revitalize management training and career development.

7 In 1980, the Agency had over 84.000 employces. but this number has decreased over 17,000 (over 20 percent)
during the following two decades to its FY 2000 level of a little below 63,000 employees.
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Implenentation of the leadership development strategy began in 1998 leading to the
revitatization of many carcer developmontal programs.

A key pant of the Ageocy's training progran Is recognition of the importance of life-long
learning and the tmportance of self-development in attaining both personal and Agency goals.
The various initiatives are Hoked (o leadership competencies that help w broaden employee's
perspectives and expenences.,

SUCCESSION PLANNING:
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potential vetirements in the next five years, H soon discovered that o lurge percentage

of employees would be eligible to retire by the vear 2002, especially at the higher
grade levels. But it was not encugh to only exaniing how muny employees would be eligiblc to
retire; the Agency necded (o deternyine how muny employees actually expected to retive. By
cxamining the number of eligible employvees who aciually leit the Agency on regular retirement
over the past len years, it found that the average employee retiring on regular retirement was 81
years of age. Based on this historical pattern, a model for projecting how many employess
wouid retire in future years was developed.

In 1997, the Agency began to analyze the upcoming retirernent wave by fooking at

in 1998, the Agency prepared a more comprehensive study of the reliroment wave
atirition, focusing on predicting the who, where, and when of retiremaent Josses. Agency-wide
prajections through the your 2020 showed the penk of the retirement wave occurring in the years
2007-2000, when it was expected that approximately 3,000 employees will retire each vear
compared to an average of 851 retiroments per yeur 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
cluims represontatives, and 48 poreent of computer spectalists were projected to relire within this
time period.”™

The Agency Luter validated the model by comparing the actual number of retirements
with the number projected, and the madel was found (o be a good predictor. The Agency also
projected the succession flow of mew hires into key positions and the movement of employees
hetween those positions. Thix assumes mainiaining current staffing levels and the ability to
back{ill positions ax employees left,

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

In March 2000, the Agency completed a study addressing the issue of succession
planning.®? This report identificd four arcas where the Agency should focus 1o address the
problems associated with accelerated retirement of the Agency's workforce:

B prodicting Retiremment Atition for i Matering Workforee: October [998, Office of Workforce Anztysis, Octoher,
199K,

® Workforce Planning at ihe SSA, Office of Workfurce Analysis, March, 20%i0.

3



s “Flaliening the Wave”

+  Cuareer Dovelopment Programs (CDPy)
¢ Diversity

s Training

The Agency needed to “flatten the retirement wave” so 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 Ageacy needed 1o provide appropriate and effective career development
programs to further invest in the remaining workforce, take advantage of the synergies offered
by this new opportunity to increase and improve the Agency's divemity, and give its workforee
the needed tools (o handle this new situation through more efficient sad effective training.

“FLATTENING THE WAvE”™

The peak of the Agency's retirements is set to oceur from 2007-2009, coinciding with the
cetirement of the baby-boom generation, resulting in an increase of workload right when the
Agency's workforce begins losing its most experienced employvees. In order o avoid a crisis
sttuglion, the Agency needs 10 spread out the retirements over more years (1o minimize the
impact of retiremnents on any particular year) and increase its recruitment and retention practices,

From 1996 through 2000, the Agency offered early retirement to i#ts employees, and
about 5 percent of those eligible for carly retirememt took it.>® This had the dual effect of
increasing the normal retiremients for cach year since 1996 and thus decreasing the patential
retirement crunch in 2007-2009. With each passing year, the percentage of carly retirements out
of total retirements has been steaddy increasing {e.g., in 1999, carly retirements accouniad for
50.5 percent of all retirements). These early retirements allowed the Agency to hire 4,000 new
employees from 1997-1999 ay replacements for these earty retirecs, By 2007-2009, these new
recruits will be expericnced cmployees,”’ thereby avoiding the feared expericnce loss and its foss
on productivily. In addition to allowing the Agency to replace employees who would have
retired during the peak retirement years, the carly retirements brings in new workers, with
appropriate and up-to-date fechnological skills,

Thix solution wus not an easy choice for the Agency to take; the exodus of present staff
meant that cxisting workloads were that much more difficelt for the remaining staff. However,
the alternative was felt 1o be worse; if no efforts were made to flatlen the retirement wave,
approximately 30 percent of Agency employees would be in trainee status during the 2007-2009

524 in 1996, 825 in 1997/9%, and 1,381 in 1999, Werkforce Planning at the 884, Office of Workforee Analysis,
March, 2000, pg 4.
* Experienced employees are defined as baving worked in their capacity for at feast 2 yeors,
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peak retiremignt years.”? Another important benefit of the presence of experienced workers was
not joust to process ingreasing workloads, but also in the training and mentoring of new recruits.

The Agency used formal training to convey the technical programmatic knowledge
necessary for a new hire to perform their job, but this formal training was coupled with on-the-
job menmoring which is crucial Tor new hires to sce and apply their newly gained knowledge in
practice. Mentoring was also a manner in which institutional knowledge was “passed on™.
Morcover, while resource intensive (forcing the Agency™s most experienced and productive
employees (o spend precious time mentoring new hires), it was an invesiment in the future that
produced more knowledgeable and productive employees for the Ageney,

The suceess of this effort was based on the ability of the Agency W replace cwrrent
rctirgment fosses with new hires, and thus the importance of hiring and retention. In FY 2000,
the administrative budget request was pot fully funded, resulting in the inability of the Ageney o
hire as many new people as it needs 1o {ully replace all the losses due to attrition and retirement,
The Comnnssioner's response to Congress was to reduce the Agency's service goals, and the
Agency attempted 10 do as much as possible with the reduced resources. For FY 2000, the
Agency hived approximately 2,000 new employees.

CAREER DEVELOPMENT PROGRAMS (CDPS)

One important element in preparing for the imminent wave of retirements bas bees the
aceeleration of carcer developmental programs (CDPs). Under the downsizing of the 1980s,
previously existing CDPs were suspended duc to the hiring und job freeze. However, as the
1ssue of succession planning began (o take on added urgency, the pressing need for CDPs
became obvious, They became recognized as an important componeot 1o help prepure for the
future of the Agency,

By March 2000, the average age of a typical Social Securily employee was 46,7 years of
age.™ Urgency to develop employee skills for the future began 1o build, especially for
management positions where expected losses were predicted 1o be very high (the average age
being even higher than for the Agency as a whole). The Agency responded by reestablishing
development programs az the national, component, and mgx{)m levels, From 1997 through
2000, over 1,200 people™ were selected for participation in these development programs (the
first four being nutional in scope):

»  Senior Excentive Service (SES) Candidate Development Program
¢ Advanced Leadership Program (ALP)

»  Leadership Development Program (LDP)

2 LW ‘orkiorce Planning atihe S8SA, Office of Workfarce Analysis, March, 2800, pg 5.

Wnrk!r)rco Planning a1 the SSA, Office of Waorkforee Analysis, March, 2600, pg 1.
* Warkforee Planning ot the SSA. Offfee of Workforee Analysis, March, 2000, pg 5.
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Presidential Management Intems (PMI)

» Component-level and Regional Development Programs

Regional Job Entichment Programs

Leadership Seminars

The national CDPs complemented developmental and rotational programs sponsored by
varions Agency compaonents. The success of Agency CDPs attracted attention both within and
outstde the public sector; the Ageticy was benchmarked by numerous organizations {e.g., U8,
Department of Agriculture, Central Intelligence Agency, Pension Benefit Guaranty Corporation,
and U_S. Navy). The Comumnissioner was invited 1o speak at the National Academy of Public
Administration (NAPA] Conference in Septernber 1999 to discuss how the Agency’s strategic
plan serves as the foundation for s leadership development activities. These events
demonsirated recognition of both the qualily and effectiveness of the Agency’s succession
planning activities and of the Agency’s mvestment in the workforce.

Senior Executive Service (SES} Candidate Program:

Inttiated in June [998, this nattonal program for selected grade 15 enmployees is g two-
year program devcloping the competencies needed for SES positions. | also seeks 10 broaden
their experiences and leadership abilities through training and assignments.” Selected potential
candidates had to undergo a rigorous competitive assessment process, and 1o FY {998 the first
cohon of 36 employees was selected by the Commissioner.

Advanced Leadership Program (ALP:

Initinted in October 1998, this nalional program for selected employees in grades 13 and
14 is & two-year propram consisting of training and assignments designed to help participants
develop the competencies required by mid-fovel leaders. The candidates received tomporary
promotions during their participation in the program. In FY 1998, 35 employees were selected.

Leadership Development Program (LDPY;

Initiated in March 2000, this national program for employees in grades 9-12 is also # two-
year program featuring {raining and assignments to develep the competencies requird by first
line leaders and supervisors. In FY 2000, the first cohort of 61 emplovees was selected 1o
participate in this program. The candidaies veceived temporary promotions during their
participation 1n the program. ‘

A rotationa) assigament outside the Agency is reguired for SES candidates o further broaden their experiences,
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Presidential Management Inters (PMI) Program:

I 1977, President Caner issued an Executive Order 12008 establishing the Presidential
Management Intern (PMI) Program. | s designed to attract to the federad service outstanding
graduate students (Master’s and Doctoral-level} from g wide varicty of acadesic disciplines who
have an interest in, and coromilment 1o, a career i the anal ysis and management of public
policies and programs. The two-year internship program enables graduate degree students to be
appointed 1o federal positions as PMis and 10 have the opportunity to convent 1o a permanent
federal civil service position. All cabinet departments and more than 50 federnl agencies have
hired Presidential Management Inforns.

Since 1997, the Agency has increased 18 purticipation with the PMI program (run by the
Office of Personnel Management [OPMIY, and over 129 PMIs have been selected as of 2000,
making the Agency one of the keaders in this national program.

Component-ievel and Regional Development Programs:

Agency components and regions were given the mundate (o establish their own CDPs.,
From 1997 through 2000, hundreds of employees have been selected to participate in these
programs. A good example of a regional program was the Chicago Upwards Bound (CUB)
Program in Region V {or grades nine through twelve employees. This one-year competitive
CDP wus designed to enhance the careers of journeyman personnel in the region who have
demonstrated leadership potential. An example of a component led CDP was the Operations
Leadership Developmental Program (OLDP) that was run by the Office of Operations. This
CDP was similar 1o the national Leadership Development Program.

Regional Job Enrichment Programs:

Several regions have estublished programs to broaden the experience of their employees.
For cxample, in the Seattle Regioo from 1997 thru 2000, 379 croployess have been selected for
its Job Enrichment Program. where employees from grades {-14 participate by gaining
experience in another job for a pertod of 126 days. The Chicago Region also runs two similar
programs; the Chicager Emplovee Exchange and Rotation Program (CHEER)' and the Chicago
Managers Exchange Program™. Both of these programs seck {o give employees and managers,
respectively, the opportunity o request a waporary work assigniment in another office or
component for five 1o 30 working days.

36 Signed Aupust 25, 1977,
* Initinted ju 1998,
® Instinted on October 8, 1097,
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TRAINING

istorically, training was conducted within the framework of the traditional

classroom. However, with approximatety 63,000 cmployees scattered in over

F60D sites nationwide plus training responsibilities for the state disability
examiners (who adjudicate disability claims for the Ageacy), Issues such as timeliness,
consistency, and funding for rravel becanwe increasingly problematic by the early 19908, The
samg echnology that ennbled the steady evolution from paper-based processes (o one relying
increasingly on compuier lechnology, coupled with the ongoing need 1o incorporate legislative-
mundated changes, required the constant fraining and retraining of the workforce, The Agency
was thus faced with o training dilemma common to large organizations: how to offectively and
efficiently provide {requent training to a large, geographically dispersed employee population.

Solving this dilemma presented the Agency with a challenge common to corporate and
govormment trainers - how o provide effective training &t the least cost at the right time. While
classroom ftaining remained a vital part of training strategy, the Agency recognized the
timitations of g stnct rebance on classroom traning. Traveling 1o a centralized focation for
trasning was nol always possible, and cost and Umehiness become Tactors when many employees
must be trained quickly. Techoological wdvances provided new 100ls 1o the trainer, offering a
diversity of methodologies from which to choose. Deiermining which iechnologies to
tmplement, the Agency considered cost, subjoct matter, time constraints, and the fuct that people
have different learning styles und do not respond equally to the same approach.

The scarch for solutions 1o the training delivery dilemma had been ongoing for years.
During that time, training materials were redesigned and various approaches using computer-
based training implemented, The focus on technology-based solutions began in 1993, and to
wentify what the Agency needed (o accomplish, almost two years ol contacts and visits were
completed with private industry and other government agencies (including the Ford Motor
Company, the Foderad Aviation Administration, the Xerox Corporation, the United States Post
Office, and AT&T). BEventually, it was identified that these factors would be imporiant for the
Agency to focus on!

(
» Allow for more economical and ef(icient traming;

» hnprove timeliness and consistency; and,
»  Maintain or even improve training quality and ¢ffectivencss,

Simultancously, the Agency was embarking on the IWS/LAN installation initiative o
provide networked computers in liew of the mainframe-linked “domb™ terminals that were then
standard. The combination of extensive benchmarking, advent of the IWS/LAN rollout, and the
continued demands for training helped spur g rethinking und reengineering of training delivery
methodologies. The result was a hybrid approach using a variety of emerging eehnologies, each
of which was used to address different iraining needs.



TERMINAL-BASED TRAINING: PHOENIX LESSONS

An early and primitive form of computer-based training which had becn a mainstay in
training for years, it was used especially for portions of entry-level and system enhancement
training. Since personal computers were not cven a consideration when the original program
was acquired, these computer-based training had to be resident on a mainframe computer and
accessed via “dumb™ terminals by employees. While available to all employecs at most
locations, the 200 or so lessons eventually developed for use on the system were simplistic and
highly text oriented with very limited interactivity.

This technologtcally archaic system has been superseded with the advent of personal
computers and the IWS/LAN rollout, but was still in usc in a few Jocations as late as early 2000.
With newer technology, OT began to convert all of the old Phoenix Lessons to newer formats,
and by mid 2000 this conversion was completed.

PersONAL COMPUTER-BASED TRAINING: MuLTIMEDIA/CD-ROM

The proliferation of personal computers (PCs) in the 1990s and advances made in
multimedia and CD-ROM technology made essential their consideration as a potential training
tool. While a technological 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
informatton than ever before and a spruced up interface, but still had the fundamental limitation
of little truc interactivity. It did a lot more {c.g., multi-media capability), but possessed the same
limitations of being applicable primarily to training projects with a reasonably stable subject
matter, large audiences, and comimon training needs. However, even with these limitations, it
did have its successcs.

For example, the roughly 10,000 employees whose duties include responding to some 58
million or more calls every year Lo the national 800 number required a large amount of training,
on the same subject matter, with the vast majority of them working in large, centralized PSCs or
TSCs. Multirnedia capable PCs were provided to several sites, and a customer service program
was piloted with some 4,000 students. Post training evaluations of these employees yielded an
over 95 percent acceplance rate of the content and delivery mode. Based on the results of this
pilot, the Agency acquired over 4,000 additional multimedia capable PCs.

The Agency subscquently developed a number of other customized multimedia programs
including lessons on the Privacy Act and disclosure requirements, stress management, disability
entitlement factors, Social Security program orientation and solvency, and additional training in
customer service. This internal development of software was in addition to the many existing
off-the-shelf software packages already used, thus ailowing for a greater scope of materials
avatlable to the Agency for training purposes. These packages included portions of a
management curriculum, general and basic skills lessons, and other lessons applicable to
disability/medical examining personnel such as coursewarc on anatomy and physiology.

335



As improvements to the IT systems architecture progressed, multimedia/CD-ROM
technology has now been relegated as an alternate delivery method when slow response times,
poor Internet performance, or other problems made the use of onling training methods less
desirable. It has been superseded with the advent of the networked environment. The amount of
information now available has exploded exponentially, and interactivity, the main limitation of
both terminal and PC based training, was now made posstble.

NETWORK-BASED TRAINING: INTRANET/INTERNET

The advent of PCs, LANs, and the Intranet made network-based training a reality. New
net-based tools were selected o meet current and future requirements for the Agency's training
environment and technological infrastructure. Staff was trained in new authoring tools and
converied ofd mamframe-based lessons 1o the new Web-based delivery platform. Addiional
net-based “oll-the-shelf” lessons were also purchased and piloted before being made widely
accessible to employees.

As an intenimm step while the national Infranct infrasiructure was baing developed, OT
leased commercial off-the-shelf courses for tocal access networks (LANS).™ The courseware
was loaded on local servers and made availsble to employees™ workstations. The preparation for
making this truinfog svatlable o field office locations involved coordination between various
eomponents in the Agency to integrate the courseware into the IWS/LAN configuration and 1o
assess the impaci on the Ageney's infrastruciure. The courseware was approved for usc on the
national IWS/LAN platform beginning with the March 1998 installations,

In 1994, the Office of Systems bogan the Independent Workstation Learning (TWL)
initiative 10 provide computer-based training to its employees at their workstations through the
use of their LAN. The initiative promoted continuous learning at the desktop and embodies the
concept of just-in-time training. Beginaing in carly 1997, renemed the e-Learning initiative, it
was extended throughout the Agency through the establishment of the national Intranet. All
cmployees in offices with the IWS/LAN installation completed have aceess (0 e-Learning.

In recognition of the success of the e-Learning initiative, it received the 1997 National
Performance Review's Hammer Award and the 1998 Government Computer News Award,
These awards were reccived for the development of the onling {raining system and giving
emplovees control and responsibility for their own Lrining and developrent by promaoting
confinuous education opportunitics.

With the continual development of the Intranet infrastructure, as part of the Intranet
training delivery initiative, the Agency purchased and installed & web-based (raining server that
provided inleractive training courseware and materials over the Intranet. Courseware included
office automation training as well as in-house developed programmatic-specific courses for
claims representatives, eleservice representatives, and other front ine employees.

**Phese early ofi-the-shell courses were primvarily an Microsoft Office 95 and 97 and Interoes Explorer.
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The Agency developed a simple but comprehensive appronch to employee training for
non-supervisory personnel, Designed 10 help emplovees guin the twols they need (o enrich their
development and improve the operation of the argunization, # included competency-based
training models and self-ussessment tools.”" They were supported by the Individual Learning
Account cancept, wherein employees were given eight hours of duty time from which to draw in
ordet to take the training they feel they need for competency reinforcoment based on the results
of their self-assessment, This new approach has not yet been adopted by the Agency, and a
recent pifot will help determine the effectiveness of this new methodology.™

Apother significant tnttiative toking advaniage of the Intranct and the Internet was the
SSA Online University, This allowed employees 1o access a large number of web-based training
courses al their own time, covering o wide range of topics from information technology 1o
management skifls to personal development. Employees can access the university from any
place with Internel access (home, work, and library}, or from thetr own worksiations through the
Imrancet. This initiative enhanced ongoing training and development opportunities for cmployecs
by umproving the accessibility of qualily truining resources for their use.

And lastly, as a backdrop to these tralning initiatives, the Agency continued to make
progress in making all cluss offorings accossible to employees with disabilities, OT developed
templates to coavert all courses into a format accessible by software such as JAWS. In addition,
the OT web site was redesigned (o be accessible o employees with disabilities.

INTERACTIVE VIDEO TELETRAINING (IVT)

Designed as a distance-leurning network using an interactive onc-way digial satellite
technology with a viewst response system, the IVT system was a ong-way video, two-way audio
system using compressed digital satellite technology. The system used keypads with built in
microphones 1o allow imstructors and students to communicate on o real-time basis with few of
the limitations normally imposcd by geographical separation. It was used for in-service,
managerial, and entry-level training on a daily basis. By overcoming the barrier of geographical
separation, the IVT program provided consisiency in training (reduciag duplicative efforts),
significant monctary savings (no travel nceessary), and helped reduce the glass ceiling cffect for
individuals who can not travel duc to personat/family situations (allowing carcer advancement
without requiring long trips away from home).

IVT was the first major acquisition, and beeame arguably the Agency’s cenlerpiece, in its
diverse approuch to delivering training. As a result of the henchmurkiog undedaken in 1993 and
1994, a proposal was made in earty 1995 for a smadl pilot of 30 downlink sites to test IVT g
effectiveness and determtine how the technology could best he used. The piot was successiul,
and a demonstration for the Executive Siaff in June 1993 resulted their support 1o proceed with
limited implerneniation 1o a three-phased approusch:

* The models addressed the training aspects of job performance and career dovelopment. The seil-assessment wols
were desigoed to help employees assesy their skl and knowkedge loveds anonymously,
! Pitot was scheduled from FY 2000 through FY 2001 in the Denver Reglon.
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s Phuse I Instal] a broadeast studio in Baltimore and 220 downlink {recciver) sitey;
« Phose I Install IVT in all remaining Agency sites; and,
« Phuse I Make IVT accessible ut the desktop.

initially denigned as a limited pilot, IVT quickly mushroomed into a fully funclionul
system. Phase T ran from late 1998 through 1996, a broadeast studio was constructed in
Baltimore along with 220 downlink sites (scattered throughout the country, including Puerto
Rico, Aluska, and Hawabh). Studio ] presented its first broadeast in March 1996 to
approximately 50 downlink sites. At that Lime, the broadeast signal was sent via a ferresirial
line (o the Federyl Aviation Administration’s uplink in Oklahoma City for transaiission throogh
an AT&T saelhite,

From 1996 untii mid-2000, Phase 1l progressed and the IVT network grew into a
nationwide system with Tive studios and almost 830 operational downlink sites. Alveady the
largest VT system in the Federal Government when it was only 220 sites, the Agency expanded
stll further, In accordance with the original plan, the long-term goal was to provide IVT directly
e each individual PC workstation. With the inexorable progress of technology, implementation
was put on hold pending planned improvements (o the system infrastructure that will supply
sufficient bandwidth 1o permit the sending of full motion, full screen video to individual PCs.

Utilization of VT has been widespread and significant. While most systems restrict
audience size to 30 to 60 participants, the Agency routinely served audiences of 300 to 500
viewers with no known detriment to the learning process, On many occasions there were in
excess of 1,000 viewers for a single tratning program. [n addition, while teletraining programs in
other organizations consisted of standard courses broadcast repeatedly (c.g., entry-level training
falls largely in this category), much of the Agency’s programming resulted from an emphasis on
training that is timely and meaningful, with new training courses continually being developed
and broudcast 1o coincide with changing workloads and procedures, Programs were repeated
onty as needed to accommodate different time zones. Great emphasis was also placed upon the
use of interaction as a key to providing a guality training experience. Most courses were
imternally developed, but the Ageney had paneered with outside vendors and groups such as
Harvard University's Schools of Government and Buginess,

During its first two years, over 1,750 hours of training representing an estimated 73,000
training insances for Agency and state disability detcrmination service employees were
broadeast. Because of the initial successes with the training. it quickly led to the construction of
a second broadoast studio in 1997, 1t was spon apparent that IVT was 4 valughle traming ol
But it was also apparent that us effectivencss was not ymaximized because it reached too fow of
the primuary customers for whom 1l was intended - ficld office employees.

By 1997, three separate analysis {the fast dong by an independent thivd party) of IVT's
cost and business effectiveness was confirmed; they found no significant difference in learning
between IVT and classroom fraining and documented that there would be significant cost
benelits tn expanding IVT. Approval and funding was secured in 1997 10 expand the system by
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an additional 610 downlink sites and to add three additiona hroadceast studios. This expansion
inchuded the construciion of an uplink facility in Ballimore so that the connection through the
Federal Aviatton Administration was no longer needed.  Adiditionally, it included the change w a
different sateilite, vei to be launched.

The new downlink sites were selected with the goal of making IVT accessible to the
targest number of employees possible. Instullations began in late 1997 and were virtually
completed as of August 2000.% Pant of the delay can be attributed to problems with the original
satellite; it fell vietim to a solar flare in cacly 1997 requiring the re-pointing of the satellite dishes
at every downlink site and hmiting transponder availability, In addition, technology upgrades
and the transition 1o a new satelhite resalied in delays in faunching the new satellite. When it was
finally Inunched in August 1998, the rocket malfunctioned and was destroyed, prompting yel
another round of dish re-pointing and delays,

As part of the upgrade process, each of the original 220 sites received new cquipment,
and all sites tew and old) were equipped with a second recciver, Having five studios meant that
simuliancous broadcasts became a possibility, and a second receiver would allow downlink sites
to receive two differeat programs at the same time.

The new broadeast studios, located in Kansas City (Studio 33, Atdanta (Studio 4}, and
Dallas (Studio 5), were designed with Swudio | as the reodel, but incorporated technological
advancements since the first studio in equipment. Each of the new studios agreed to fake the
lead in piloting one of the major entry-level coueses for SSA field emplovees. Atlanta became
responsible for Title XV Claims Representative training, and Dallas and Kansas City for Title
Claims Representative tratning,

These entry-level classes were raditionally done in ¢lassroom sessions averaging 12418
students cach, and they required participanis to travel 10 a centenl location for the duration of the
7-12 week classes. The pilol IVT classes of 30 siudents each began in the Tall of 1998 and were
completed by January 1999, Although all three studios lunited daily instruction via IVT w four
hours or less, euch initinlly used a different approach in integrafing VT instruction with regular
classroom instruction. Subsequent offerings have homogenized the process so that while class
length 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 a significant savings in both fravel costs
and iestitctor salaries,

Once the regional studios became operational and maore downlink sites were instalied, the
value of IVT for training grew with 1ts ows momentung, By FY 1999, IVT was used 1o present
over 2,000 hours of training 1 2 total documented audience of over 119,000, The total amount
of training presented in FY 2000 was projected (o be over 3,200 hours with a documented
audience of gbout 161,000, In addition 1o the growth in usage, studies showed that training
prosented vin IVT was effective. Bui, as was the case when the 1997 expansion began, a critical

* As of August 2000, 11 sites remain (o be installed dow 1o their individual situations.

* Documented sudience sumbers were the number of ermplayees who log in on the viewer respense system, A
subseqguent xiudy suggested that manay erplovees did not actually log in suggesting tha the acnsl toial audience
<ould be up o double the documented audience mumbers,
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problem was that IVT 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-office
ad hoc instruction or video tapes of the IVT programs supplied by other offices.

During 1999 and carly 2000, cost benefit analyses supported proposals to complete the
original goal of bringing 1VT to every Agency site. Approval was given for this full expansion,
but budget limitations meant that only 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 regional 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.

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

¢ Reduction in total training time by as much as 28 percent for individual courses;
* Reduction in the costs for travel and salaries;

* Trainees learned in their offices, making them more productive carlier;

* Significant reduction in costs in priority and labor-intensive training;

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

o No difference in the level of learning achieved.

This last finding was most significant; direct comparisons between VT and classroom
sessions of the same training showed there was no statistically significant difference in trainee
performance and lcarning. In addition, employee reaction to 1VT has been favorable.

In only a few years, the Agency has moved [fom concept to operation the largest and
most dynamic 1VT system in the Federal Government. However, the real achicvement lied in
the programming, its acceptance by the SSA community, and the substantial cost savings. VT
has enabled timely responses to a number of high level and potentially labor-intensive training
efforts with significant reductions in monetary and human resource costs. The learning paradigm
of training “whenever we can get it” has changed to “delivery as we need it.” Three examples
illustrate this significant change:

e The Agency needed to train 500 new Hearing Officers within a short period, and the
usual two-week classroom course with 25 students at a time would have been too
costly and cumbersome to put together on short notice. By using 1VT, all 500 were
trained at one time with little to no costs in travel or lodging. Subsequent cvaluations
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showed no reduction in the training’s effectiveness; IVT had changed the old
concepts of having to travel 10 o central site and needing long blocks of ume for large
training efforts.

&« As part of 1is efforts 1o reenginecer the disability process, the Agency presenied 4 16-
hour training session 10 over 15,000 Federal and state employees, Using IVT, the
Agency presented the training in 35 sessions, saving time and moncy while oblaining
a higher degree of consisiency in the message. In addition, for the [irst ime over
state, regional offices, PSCs, and hearings employees were trained together, offering
opportunities 1o learn from cach other and gain an appreciation of each other’s roles.

e In spring 2000, President Clinton signed new legisiation that had an exiremely short
period for implementation concerning the annual earnings test for beneficiuries.
Using IV'T, training was conducted nationally for field employees within one week
after the legislation was signed.

While technology and VT will never totally replace traditional classroom training, there
will always be a need for a variety of training delivery methods. The use of technology has
clearly becoming a dominant facter i training delivery within the Agency ax ity advantages
beconte apparent o more and more of ils managers and employees.

PHYSICAL INFRASTRUCTURE & SECURITY

states plus Puerto Rico, the Virgin [slands, and other American territorigs. In

addition, there are another ten regional offices, six processing centers, 36
teleservice centers, and a large headquarters complex in Baltimore, and it is clear that the
Agency occupies and manages a large amount of real estate, But physical infrastructure is more
than just the number of buildings managed, i also includes the actual physical work
cnvironment, including furniure, hardware, and security, From the carliest strategic plan
through the current plan, the Agency has focused on emplovee satisfaction, and hax defined one
of its goals to “Create a Nurwring Environment for SSA Employees.” In line with this focus on
employee well being, the Agency engaged in a number of initiatives from 1993 10 2000 10
improve infrasiructure and physical security.

Th& Sacial Security Administration (SSA) operates over 1,300 field offices in all 50

The Office of Facilites Management {OFM) manages the Agency s facilitics programs,
The OFM directs the Agency’s real property program, including short- and long-range facilities
planning; design, construction, and leasing of the headquarters {acilities, fucilitics mainenance,
repair and construction prejects, and policy development related 10 these operations. 1t works
closcly with the Goeneral Services Administration {GSA) 1o help administer offices in the field,
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UPGRADE OF THE HEADQUARTERS COMPLEX

n 1993, the Agency and GSA jointly developed a long-range siraiegy 10 upgrade the
Agency's headguarters complex buildings in the Woodlawn area of Baltimore,
Maryland. The 280-acre, ton government-owned buildings™ were beginning to show
their age; most of the buildings were buill in the carly 19605 to 1970, Mujor renovations were
nceded, and when construction began on a new fucility (o consolidate the Health Care Financing
Administration (HCFA) to another sife, the moviag of HCFA employees out of the cast campus
buildings™ gave the Agency the window of opportunity t initiate these major renovations.

In 1995, the Woodlawn Master Plan swas published, and it extablished short- and long-
terin goals 10 deal with issues such as a theme for the complex, building facades, pedestrian and
vehicular circulation, site eatry and identification, internal organization and circulation, and
solar/day lighting issues. This document became the Agency and GSA'S vision for the future of
the Woodlawas Complex, and it served as the basis from which designs for canpus-wide
renovations were developed. Headquarters” building redesign and renovation were scheduled as
foHows:

i

Headguariors Contract Iexion: . A .
1 ' = Coonslyuciion Extiesustod Cost

Buifding | Awarded ([Compleled _

Seeurily West 1994 Completed in 1997 $30 million

Building i

E'ﬁl‘:‘é}?‘gh &low 1095 1996 1996-1999 $21 mitlion
48 YU5.7001 (to begin alter oy

Annex 1995 1947 East buildings) $38 million

Operations & new

Child (;are 1008 1495909 2022008 $126 million

Center™

* Consisting of approximately 2,243,000 square foot of ussble space,

** Approximately 6,100 employees work m this facility performing a variety of wasks for the Agency (e.g., systems
admiaistration, long-range and strategic ploaning, cluims processing amd administrauve aciivities),

* The Secority West building has $00.000 square fuet of usable space., and & major focus of this projeet was (o
improve the working conditions of i3 3,500 coplovees.

¥ The Bawt High Risc has cight stories and 130,200 square feet of usable space. and the Bast Low Rise has three
staries and 11 1,605 square fect of usable spuce,

** The Annex has four stories and 311,171 reesare feer of usable space.

®The Operstions Ruilding has four and one hadf siories and 800,053 square feet of usable space. s renovation will
cdude g compleie renovation of the msip cafeeria, and the Child Care Comer will be reloguted 1o a new, staagd-
wlene neilhty (s sepumie study determined that the most gasteffective way 10 Keep the Ceater in operation during
and sfter the senovations was W reloeate i1




Renovations included heating, ventilation, and air conditioning (HV AC) reteofits:
replacement of the brick fagude, roof, windows, electrical distribution equipment; removal of all
known hazardous materials (e.g., ashestos, lead paint); instaliation of fire sprinkler systems,
energy efficicnt lights, skylights, metors, and pumps; and, other repairs necessary (o bring the
buildings into comptiance with the Americans with Disabilities Act {ADA).

These state of the anl renovations will provide a modermn, safe, and healihy work
environment, Specialized spaces were designed into the bulldings (e g, conference camers;
training centors and fraining roomns; applinace centers; and audio-visual studios), and employees
were provided with sew, improved workstation systems furniture, Equally impontant, these
renavations installed and supported the technological infrastructure necessary for the IWS/LAN
sodiout,

Renovutions for the remaining bulldings of the headgquarters complex are anticipated (0
follow after the completion of the renovation of the Operations building. These remaining
butldings include the West High Rise, West Low Rise, and Altmeyer Buildings, The completion
of these renovations will result in a state of the art workplace environment that Agency
employees can be proud of, and confident of their health and safety, In addition to the actual
physical environment, the Agency also implemented other safety initiatives such as in the area of
fire prowection.

FIRE PROTECTION INITIATIVES

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

GSA 0 the Agency and sigaificant reduction in the GSA fire protection staff.™
The Agency beesme responsible for operating large buildings nationwide, and had {0 quickly
develop the staff und <kills necessury to do so cffectively. While the Agency did have
experieace managing real estate in the headquaners complex, the regions were not as well
prepared,

Two events in the 1990s significantty changed the way the Agency's fire prolection

In 1943, Agency staff completed the design and installation of u new fire alarm sysiem
throughout the entire headquarters complex; the new system significantly enhanced the Agency’s
ability to provide fire alarm coverage throughout the headquarters complex buildings. In
addition, the Agency undertook varions other initiatives 1o ensure that fire protection in its
buildings nationwide complied with the Americans with Disabilities Act {ADA) of 1999
standards and firc alarm systems,

* Another consequence of sucambining goverament, GSA began to delegate the daily management of buildings
the agencies they held the buildings fos,
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ENVIRONMENTAL HEALTH PROGRAMS

being of its employees. the Agency began to assess how the work environment

affected the health of its emiployees. The Agency cstablished the Enviroamental
Protecion Program in 19906; it was designed to ensure that all employees were housed in a safe,
healthy work environment. The program expanded on existing environmenial health and safety
(EHS) programs by oblaining information about building systems and empioyee concems, and to
wlentify and resolve existing and potential problems. These initiatives impacted core business
processes and customer interfaces in beneticial ways that were not originally foreseen.

In an attempt o provide a physical environment that promoted the health and weli

Many of the initiatives were designed to ephance the physical environinent and educate
employees so that they could better understand and respond to arising EHS issues, While
argeted towards employees, building improvements often benefited the American public who
came and visited any of the Agency’s 1,300 plus facilities by eliminating or reducing the risks of
harardous situations, The heightened awareness and state of readiness fostered by employees
regarding EHS issues allowed the effective and timely resolution of any rising EHS problens,
Employce satisfaction, and hence productivity, increased with the reduction to the risks of
employec injuries and property loss,

The initiatives focused on areas like: (1) Industrial hygiene (identification, remediation,
prevention, and management for air quality, waler guality, and asbestos management); (2}
Comprehensive assessments of EHS programs in ficld offices {designed to provide initial
baseline data on EHS performance, identification of EHS non-compliance, and implementation
of interimflong-term corrective action}: {3} Headguariers preventive maintenance program
{preventive maintenance assessments initially focus on headguariers buildings, with long-range
plans to expand to delegated facilities natioowide); and, (4) Education and awarencss inttiatives
{e.2., hazard communication iraining, cardiopulmonary resuscilation training; user fricndly
furniture teaining; communication awareness). Many of the mnitiatives led to sigaificant gains in
safety and satisfaction in many ficld offices.

HECYCLING AND ENERGY EFFICIENCY

Government’s reeyoling program, consistently exceeding the goals sat forth by the

Thmughm( the 1991, the Agency has remnained at the forefront of the Federal
3

Clinton Administration.” In 1997, the Deputy Commissioner for Finance,
Assessment, and Management {DUFAM) was named the Agency Environmental Exccutive
{AEE), responsible {or sponsoring and chuiring events that provide educational opporntunities for
Federal employees and awareness of environmental issues for the public. In conjunction with

* Auached (APPENDIX VILA - DUFAM) are summarics of the Ageacy's siuvoling efforts for FY 1U87- 1999,
» listing matorials and amounts the Ageocy reeyeled st HQ bolldings (Including revenue generaied through recyeling).
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the White House Task Force on Recyeling, the Agency developed a sirategic plan to implement
the Clinton Administration’s recycling goals.

From November 1997 through 1999, the AEE chaired the Federal “America Recyeles
Pay,” held annually on Novermber 15, A joint effort of by White House Task Force members,
the Agency organized, monitored, and administered the activity, scliciting patticipation from
both Federal agencies and the private sector.

In April 2000, the Agency sponsored a recycling awareness and energy conservation
exhibit on the Mall s Washington, D.C. Agency cooployees and its recycling maxcot, “Recycle
Billy,” provided information on the Agency’s recycling programs, and distributed mini-recycling
bins, recyeling pins, and a wide variety of recycling und encrgy conservation literature. The
exhibit was one of the most popular attractions of the over 50 booths sponsored by other Foderal
agencies and privaic sector groups.

Prosident Clinton hax weleased vartous Presidenual Exccntive Orders (BEOs) involving
recycling and environmental issues, and various initiatives within the Agency were implemented
because of these EOs. In 1998, EO 13101% resulicd in the implementation of awareness training
in teleservice centers (FSCs) and program service centers (PFSCs), bringing aboutl the
appointment of recyeling coordinators at cach of these locations. In 2000, BO 13148 resulied
i the Agency reviewing Hs existing environmental management systems and audiling programs
purportiog to promote poliution prevention,

As a consequence of the truining and awareness fostered by these and other inittatives,
Agency facilities were well equipped to recycle. For example, the headquarters complex has the
capability 1o recycle aluminum cans, plastic bottles, glass boules, white paper, mixed paper,
magazines, newspaper, phone books, cardboard, styrofoam, wood pallets and scraps, fluorescent
tamps, clectronic ballasts, printer toner cartridges, and batterics. The Agency also promoted
recyeling with i3 outside contractorns: stringent recyeling requirements were built into contracts
for services at Agency {acilities,

In addition o recycling, the Agency has been proaciive in meeting the goals established
by the Clinton Adminisiration in regards 1o energy cfficiency. The Energy Policy Act of 1992
and EO 131227 set the goals, and the Agency strategics for meeting these goals were carried out
theough a4 combination of encrgy audits, cnergy conscrvation projects, and prospectus level
projects throughout its facilities management.

The Agency designated 2 Senior Energy Manager who met regularly with Department of
Energy representatives and participated on the [nteragency Energy Management Task Force. In
recognition for its progress, the S8A Senior Encrgy Manager received the 1999 Federal Encrgy
and Water Management Award” from the Federal Interagency Energy Policy Committee for
exceptional accomplishments in the efficient use of energy in the Federal sector. Institutionally,

2 Greening the Government through Waste Prevention, Reeveting, and Federal Acyuisition, signed September 14,
1998,

R3] 4 L . . .

** Greening the Government through Leadershin i Bavirommental Managowent, sigacd April 21, Z8KE

* Groening 1he Government throwsh Bfficien Energy Management, sigoed June 3, 1999,
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building/facilities managers were established at every Agency delegated Dacility, and they were
responsiblc for understanding energy regulations and guidelines and for implementing energy
conservalion meuasures, monoring eacrgy consamption, and cvalualing costs and savings,

ENVIRONMENTAL ACCOMPLISHMENTS

Agency accomplishmernits in environmental issues included:

» Instalied motion sensors in the headquarters complex, Metro West, Novtheast PSC,
Mid- Atlantic PSC, Greal Lakes PSC, Western PSC, and Witkes-Barre Data
Operations Center to save lighting costs;

s Installed energy efficient motors in mechanical space of delcgated buildings;

* Installed energy efficient lighting, including compact fluorescent tamps ia place of
incandescent lamps, at all delegated space;

« Completed the "Campus Cross-Tie"” project, providing emergency power to the
headquarters complex with the generators from the National Computer Center;

# Retired and replaced old, inefficient contral plants and equipment with new energy
efficient, eavironmentally riendly equipment with installed energy management
sysiems;”

» Instatled lighting controls;™

e Instatled variable speed drives for pumps, cooling tower fans, and air handlers;”

# Replaced automatic sliding doors with revolving doors at the Mid-Atlantic PSC and
headquarters complex {revolving doors provide a positive scal at all exterior

enirances and energy savings by preventing the logs of conditioned air);

» Instalied water conservation equipment in the form of low {low aerators (al} delegated
buildings), and low flow toilets (headquarters and Mid-Atlantic PSCY; and

*  Perlormed energy audits a1 all delegated buildings to assist in identifying and
priorilizing encrgy conscrvation projccts,

* Planis completzd: Western PSC, Great Lakes PSC, Mid-Atiantic PSC, headguaricrs, National Computer Conter,
ii{l‘ld the Supply Building, .

™ Plants completed: Western PSC, Great Lakes PRC, Mid-Atlaniic PSC, headguaniers, Nutonal Compister Center,
and the Supply Building

* Plants completed: Western PSC, Great Lakes PRC. Mid-Atlantic PSC. headguancrs, Notienal Computer Coswey,
and the Supply Building

345



In FY 1999, six comprehensive energy and water audiis were completed at delegated
faciliies, Most of these audits were sccomplished using utility encrgy service contracts, and
from these audits, the Agency initiated numerous projects in 2008 in the headquarters complex
and al the Great Lakes and Mid-Atlantic PSCs. These projects included new lighting, heating,
ventifation, air conditioning, lighting controls, and variable speed drives; completion of these
projects was projected to be FY 2001,

In addition, sustainable building designing wus in progress in several large Ageney
buildings. In conjunction with GSA, the Agency completed renovations in its delegated
buildings with values in excess of 830 million. The vast majority of these renovations are GSA-
funded prospectus level projects, and while not exclusively encrgy projects, they significantly
affect the cnergy hascline by mstalling: 1) Energy cfficient contral heating and air conditioning
plants; 2} Encrgy cfficieat windows and doors; 3} New computer-based central energy
managemen! sysiems; and 4) Natural day lighting and lighting controls.

The Agency also renovated existing buildings with energy officient (cchnologies sauch as
thermal storage, efficient bighting, covgeneration, and passive solar technology. GSA submitted
and received approval for a prospecius project to build a new, standalone childcare facility at the
Woodlawn, Maryviand, complex; it will be designated the Agency’s showease Tacility,
Renewable teehnologies will be meorporated into the design of this facility, including ground
source heat puimps, natural day lighting, and passive solar desiga,

ENERGY TRAINING ACCOMPLISHMENTS

The Agency took very serously its invesiment in its facilitics stalf on issues of energy
efficiency, and thus sent its building managers and staff to attend various training classes and
conferences on such topicy as life oycle cost analysis, aliemative fuels, lighting controls, and
demund side munagement practices, Ageney employees also asttended GSA regional conferences
to become familine with current strategies in GSA’'s program for reducing energy consumption.

The Agency has participated in Department of Energy (DOE) interactive training
programs o ensure the presence of a trained energy manager in every Ageney delegated facility.
The Agency scheduled additional training designed to help energy managers track energy usage
asieh CORLL

Agency employees nationwide were educated on the need for and beaghits of energy

conservation through an awareness program via ¢-mail, newsletters, and the Agency prin
magazine, QASIS.
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EnmPLOYEE WORKSTATION IMPROVEMENTS

for employees. Accelerated dependence on computers to process workloads
resulted in a labor arbitrator’s ruling mandating the Agency to install uscr
friendly workstations in all field and teleservice offices where video display monitors were used.

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

Throughout 1993 and 1994, cxtensive studies and negotiations with AFGE resulted in 13
new workstation designs based on employee functions. These designs incorporated a number of
user friendly features, such as electrically adjustable tables to alleviate health problems
assoctaled with extensive use of dala processing equipment. In May 1994, the Agency began
installing the new systems furniture workstations in field offices using furniture procurcd from
the Federal Prison Industries (FPI), the Agency’s mandated {urniture source.

Because the original arbitration mandate declared that the furniture be installed in all
ficld 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 timeframes
required. As a result, FP1 granted a waiver for the Agency to contract with private sector
vendors to supply some of the {urniture to the Agency's field offices.

On September 20, 1995, Herman Miller, a furniture store, was awarded a 4-year contract
for installation of uscr friendly furniture in ficld offices throughout the nation. This contract, the
largest of its kind awarded by any Federal agency as of 1995, was managed within the Agency
from initiation (development of requirements) to evaluation of bids (o final award. A tcam was
established to develop the work plans and to implement the contract. The team, assembled from
diverse components within the Agency, worked swiflly to develop and implement processes,
procedures, guidelines, case controls, and budget mechanisms for using the new contract 1o
install ergonomic furniture.

Eventunally, it was decided that FP1 would concentrate on providing and installing
furniture at the large sites (e.g., PSCs and headquarters) and providing this service in a few ficld
offices. Herman Miller was used to provide (urniture for most ficld offices, hearings offices,
TSCs, and other smaller offices. Though Herman Miller’s contract was ending in 1999, many
ficld offices had not yet resolved pressing space and lease issues and were unable to rececive and
install the ncw furniture. Since FPI was still fully engaged with the larger sites, the initial waiver
was extended for 2 years, and this new contract included streamlined procedures to shorten
timeframes {or furniture destgn while reducing the Agency’s procurement-related workload.

Using the two furniture sources, FPI and Herman Miller, the Agency installed 46,946
workstations in 1,436 field office siles (96 percent of the workforce) with user friendly
furniture.® In addition, 8,751 workstations have been installed in the PSCs; 95 percent of PSC
cmployees enjoy user riendly furniture workstations as of FY 2000.

58 .
As of when?
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[nstallation of the user friendly furniture in headquarters components continues, linked to
the master housing plan and renovations of the various buildings and properties housing
hcadquarters components. Over 6,500 workstations have been installed, and this portion of the
project is expected to extend over an additional five years.

MODERN WORKSTATION TRAINING

The objective of modern workstation training was 10 educate Agency employees in the
proper use and adjustment of workstations to provide greater comfort and reduce the number of
physical injuries. The training initiative is the result of recommendations from a job safety
analysis conducted in 1995, recommendations later confirmed through feedback from employee
focus groups.

In 1998, there was a pilot study during which the Public Health Service conducted
several forms of ergonomic workstation training at the Agency’s field offices. An independent
contractor evaluated results, and based on results of the pilot study the contractor recommended
that the Agency’s approach be a cost-cffective 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 Committee® agreed to this approach.

MobuLAR FURNITURE RETROFIT PROJECT

Prior to development of the fully adjusiable systems workstations, the Agency installed
modular furniture workstations in field offices as well as first generation (not electrically
adjustable) systems furniture. Although state-of-the-an at the time of installation, it lacked the
level of adjustment the current workstations contain,

Funding for continuation of modular furniture retrofits beyond the pilot sitcs was limited.
Careful analysis was made of risk exposure, minimizing expenditures for the project while
maxinizing benefits to the Agency. As a result, retrofits were generally done during an office
relocation since this eliminates duplicative site preparation costs and minimizes disruption of an
office by furniture reconfiguration. This approach kept costs low and within budget.

59 b . 5 . . 4 -
Which includes both management and the American Federation of Government Employee (AFGE) members.
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PHYSICAL SECURITY

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

for many employees, The relative safety of the work environment was no longer
taken for granted, and perhaps the greatest stride in employee security was the raising of
awareness fostered by both tragedy and Agency educational programs. Since 1996, the Agency
has had a well-developed, nationwide physical security program.

g 5 a direct result of the Oklahoma City Bombing and a perceived increasc in

In 1993, the Agency employed u security-consulting firm (o conduct physical security
surveys of ifs regional offices, PSUs, field offices, TSUs, and Office of Hearings and Appeals
(OHA) hearings offices. From the firm’s findings and recommendations, a matnx of the lop ten
security improvements most frequently recommended in the reports were developed and used as
a guide to direct, develop, and fund improvemonts 1o ficld office scourity,

In addition, the National Health and Safety Partnership Committee for Security
(NHSPCS) sponsored the first SSA/AFGE Physical Security Conference in 1993 featuwring
speakers, panels, and breakout sessions under the guidance of union and management
facilitators. The conference allowed managers, union officials, members of other {ederal
agencies, and local law enforcement participants to vaice their concerns about security issues,
They identified training/informationa) needs and shared ideas on solutions on such issucs as
employee and customer/client safely and security, botlt inside snd outside the office. The goal of
the conference was to produce a realistic set of recommendations for timproving security,
Attendees identified major physical security concerns and issues facing cmployees and proposed
solutions that became the focus of subsequent NHSPCS activity,

A second security-consulting firm hited in 1996 conducted further physical security
surveys at siles not covercd by the first survey {e.g., Agency resident stations, contac] sations.
and OHA satellite offices). Based on this firny's findings and recommendations, the Agency
identified furtber areas of improvement for employee safety and provided additional funding o
improve security at these facilities.

In 1998, the Agency established a security tactical plan and provided funding of $15.2
mittion to its {ield offices, PSTCs, TSCs, OHA offices, regional offices, and the data operations
center for additional guards, physical sccurity upgrades, and enhancements professional security
services nationwide, Physical securtty upgrades included such things as plastic windows and
emergency alarm buttons in interviewing booths,

In addition, the Agency conlracted with another security-consulting firm in 1999 to
conduct physical security surveys of 154 field offices that had relocated since August 1997,
Using this [irm's recommendations, funding was provided to cohance the sccurity at these
relocated offices. All of these surveys gave the Agency a large amount of data and information
to base fulure improvements. The Agency developed a database (o capture information on the
status of the over 14,000 recommenditions made by the sccurity-consulting firms for increasing
security nationwide.
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As a forther service to its employecs, the Agency used the Security Information Bulletins
via the Intranet and the QASIS maguzine to communicate safety findings and suggestions. The
Agency also issued snnual reminders to s managers 1o updute and discuss Security Action Plans
and Occupant Emergency Plans with their office staffs and the union.®® The pluns help in these
ways:

s Dircct employces’ actions in emergency siluations;
& Prompt coordinated steps 10 be taken (o obtain axsistance when needed; and,

« Easure that employees were aware of proper protective and emergency procedures
including anticipating, controlling, and reporting demonstrations, sit-ins, and civil
dizorders that may occur in or near the office/facility.

Plans were tailored specifically to each facility’s unique situation and security needs, and
were annually updated and reviewed with the staff.

The Agency worked with the Federal Bureaw of Investigation and the Delense Security
Service to shorten the time needed to contplete sultability checks on contract employees. These
actions permii ¢lectronic checks to 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 Nutional Crinte laformation Center, Integrated Autormatic Fingerpriat
Identification System, the Defense Security Service, the Agency databuse, and the Immigration
and Naturalization Service.

All of these messures (o foster emplovee confidonce and security were undertaken by the
Agency to protect its most important asset, its employees. While Oklahoma City cast a shadow
over ali Federal agencies and removed the innocence of Federal emplovees in regards 1o their
own personal safety, some positive uctions did result from this terrible tragedy. Increased
physical security inttiatives and awareness educalion programs have been instrumental in
creating a protected work environment and the safer employee.

INTERNAL COMMUNICATIONS

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

management-employee communications program. A new emphasis was placed

on providing more limely communtcations with employees and ot opening more
direct communications channels between the Commissioner of Social Security and the Agency’s
workloree,

* Security Action Plans and Occupant Emergency Plans provide seeurity policy and procedures for people, records,
eguipment, and the office/facility.

351



Mareover, advances in techuology prosented new information vehicles for the Agency's
communicators to use. The mass utilization of e-mail and the eventual networking of the vast
majority of the Agency into the IWS/LAN national network ¢reated instantaneous conncctions,
Cornmunications that once took weeks at great cost were disseminated in minutes for next lo
nothing. Mare imponantly, issues that were formerly deemed unimportant to employees {in part
because of the costs associated with mass communication) were now wddressed freely with the
national audience of all SSA employees. They feht a connection with the entire organization, and
had a sense of investiment with tie Ageney.

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 set up
ifs own internal communication/e-mat] networks 10 spread news and information (o their own
employees, and often times developed issuc/component specific e-newsletiers for wider
audiences.

Exampies of information vehicles used by the Agency included:

OASIS: the Agency's maguzine — Published quarterly, QASIS was the primary direct
informational vehicle used by the Agency (o convey to its widespread employces important
actions, issucs, and initiatives. Before the advent of e-mail and the IWS/LAN rollont, DASIS
was almost the only national vehicle of information te communicate {rem headqguarters 1o the
rest of the Agency.,

Commissioner's Broadcasts - In 1995, in response to the ragic bombing of the Federal building
in Oklahoma City that claimed the hives of more than 106 people {dncluding 16 Agency
cmployees) the Commissioner of Social Security issued a nationwide e-mait broadeast to share
breaking news with our workforce. Updates on the recovery efforts in the aftermath of the
bombing were issued in the succceding week,

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

Emplovec response 1o the comaunication and 10 e-mais, then a relatively new ool was
positive due to appreciation of the speed with which employees across the nation could be
informed. As a resuli, the Commissioner decided to muke regular use, on an ax needed basis, of
e-rrrail to inform coployees about pressing issues and events. These e-nmuils became
imsistutionalized as the Commissioner’s Broadeasts.

News Byres — Approximately 10 months after the first Conmumnissioner’s Broadeast, the agency
maugurated the use of News Bvies, a free subseription e-matl newsletier for any Agency
employee with an e-mail address. These provided brief synopses of general interest news that
were not generally pressing.

Headguarters Happenings (fornwerly the Centtrad Office Balletiny - Atmed specifically at the

Agency’s Baltimore Woodlawn headquarters comiplex, this e-mail instrument was used 1o
disseminate all types of information relevant to the headquarters.
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Disability Notes — This reguiar email communicates important mmformation of interest (o the
disability community about recent developments. §t was distributed freely to those interesed in
the disability program both within the Agency and in external agencies and organizations, I was
intended to be informational and not an official expression of policy. Tt ax available by hard
copy, email, and on the Internet.”!

Security Information Bulletins — SSA published and distributed advice 1o Agency employees on
matters affecting ther safety by means of these Security Infonmation Bulletins, They covered
various secarity and sufety tssues. and offered suggested actions and nitiatives 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 iems,

In addition to these employee communication initiatives, individual components also
began (o {urther 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 1o 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, (o improve communication and
understanding by developing a shared concept of defensibility, and (o 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 continned 10 work on other initiatives in an effort lo improve the Agency’s
success in Jitigating transcript litigation.

The Agency is committed to providing information to its own employces. By involving
them in the dialogue of Social Security issues, cmployees will feel a greater sense of invesiment
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 medin, 1o reach its
employees.

o) www.ssagoviedhome/
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ExHigir 1

2000 SSA/AFGE Ratification Agreement
Partnerships

Section 1, Introduction

The parties recognize that a new relationship between labor and management as partners is
essential for transforming the Social Security Administration into an agency that works more
cfficiently nnd effectively and betier serves customer needs. This partnership involves the
sharing of information at the carliest pre-decisional stage, thereby engendering muluad trust and
respect (o betler serve the agency's mission,

Section 2. Principles

Administration and Union representatives will bargain in good faith, including bargaining on
issucs which may fall under 7106 (b){1), using interest-based bargaining (IBB) with the objective
of reaching agreement. Every effort shall be made 10 reach agreemenis that address the interests
of both parties. The procedures for implementing IBB, including providing necessary training
and facilitation, and use of alteenate dispute resolution procedures, will be developed by the
Nationa) Pantnership Council.

Section 3, Partnership Councily

A. The partics have established a Partnership Council at the Agency level, The existence of
an Ageney level council will not preclude the establishment of lower level councils
where mutually agreed to by the parties,

B. Partnership Councils shall include an equal nuniber of Administration snd Union

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

been determined by the parties.

Councils shall abide by the general principles set forh above.

The Councils shall meet on a regular basis, normally at least monthly.

The Councils shall develop e written sgenda with topics heing submitted by cither party.

Council meetings will abways be atiended by the principals or their designees only.

All official time utilized by Union representatives under Partnership shall npot be charged

to ary bank or cap.

. Travel and per diem for partnership activities shall be paid by the Adminisiration in

accord with Federal Travel Regulations.

QmEmon

£

Section 4. Other

To the extent that no conflict exists, this articie does not cupersede the SSA/AFGE Memarandum
of Understanding of June 22, 1994,
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CONCLUSION

The retrospective information in this Adminisivative History demonstrates SSA's success
in administering iis programs and managing the resources entrusted 1o it. This narrative provides
a snapshot of the Agency’s performance during the past eight years, However, the status of SSA
would not be complete without providing o sense of the challenges the future may bring. These
challenges inciude long-term solvency of the Social Sccurity program and commitment to world-
cluss service as well as issues that have a more immediate impact on Agency operations,
including S84 and DI management improvement and {raud prevention and detection. While
these issues are challenging, the Agency has the policies and plans in place to ensure they will be
adequately addressed.

To help address these challenges, SSA released is 2010 Vision document, l provides a
view of SSA’s service in the 21 century and a strategy to aligh the Agency’s budget, haman
resources and technology to accomplish the significant workload growth expected over the next
decade. As SSA enters the new millenniur, it is mindful of the purpose of the Social Security
program as an "American Cornerstone” which has served the nation in providing economic
security to the Amcrican public for 85 years. SSA & committed to meeting g stewardship
responstbilitics while providing the best quality service 10 i3 customers,



AC
ACCESS
ACP]
ADA
ADR
ADRA
AEE
AEP
AFGE
AlAN
ALl
ALP
APP
ASP
ASPE

BAAC

CBO
ol
Chbs
CDR
CHO
CLF
COLA
CR
CWHS

GLOSSARY

-A-

Appeals Coungil

Accessible Computer Configured Employee Support System
Appeals Council Process Improvement
Americans with Disabilities Act

Alternative Dispute Resolution

Administrative Dispule Resolution Act

Agency Environmenial Exccutive

Affirmative Employment Program

American Federation of Government Emplovees
American Indian Alaska Nutive Advisory Council
Administrtive Law Judge

Advanced Leadership Program

Annual Performance Plan

Agency Strategic Plan

Assistant Secretary for Planning and Evaluation

-B-

Black Affuies Advisory Council

. o

Congresstonal Budget Office
Cooperative Disability Investigations
Career Development Programs
Continuing Disability Roview

Chief Financial Officers Act of 1990
Civilian Labor Force

Cost of Living Adjustment

Claims Representative

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

DM
DO
DOC
DPRT
DRC
DRI

ECHO
EEOQ
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 Scrvices
Department of Health, Education and Wellare
Department of Health and Human Services
Disability Insurance

District Manager

District Office

Data Operations Center

Disability Process Redesign Team
Delayed Retirement Credilts

Disability Research [nstitute

-E-

Every Contact Has Opportunity

Equal Employment Opportunity

Electronic Funds Transfer

Environmental Health and Safety

Enterprise-wide Information Technology Archilecture
Employees with Disabilities

-F-

Federal Mediation and Conciliation Service
Ficld Office

Field Representative

Federal Records Service Corporation
Federal Security Agency

Forcign Service Programs

Full-time Equivalent

-G-

General Accounting Office

General Business Plan

Government Management Reform Act of 1994
Government Performance and Results Aclt
General Services Administration
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-H-

HAAC - Hispanic Affairs Advisory Council
HCFA - Health Care Financing Administration
HEW - Health, Education and Welfare

HHS . Health and Human Services

HlA - High Impaci Agencies
HIPAA - Health Insurance Portability and Accountability Act of 1996
HP{ - Hearings Process Improvement

HR - Human Resources

HRS . Health and Retirement Study
ﬂlﬂ
IBB - Interest-Based Bargaining
ICTY - Immediate Claim Taking
. IFA - Individualized Functional Assessment
IG - Inspector General
INS . Immigration and Naturalization Service
IPMOL) - Incentive Payment Memorandum of Understanding
IRS - Internal Revenue Service
I'F . Information Technology
VT - Interactive Video Teletraining
IWS/LAN - ntelligent Workstation/Local Area Network
ML*
LAPR - Law{ully Admitted for Permuanent Residence
LDP - Leadership Development Progeam
LEP - Limited English Proficient
’mﬂ
MBR - Master Beneliciury Record
MEF - Master Earnings File
MINT - Muodeling Income in the Near Term
MMP - Market Measurement Plan
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NACED
NAPA
NASI
NBDS
NBS
NES
NLSMW
NPC
NPR
NRA
NSHA

OASDI
OASI
Oact
OCIG
OCOMM
OCSE
OCSI
ODIAP
ODISP
OEO
OFAM
OFM
0GC
OHA
OHR
OIG
OLCA
OMB
00

oP
OPEA
OPM
OQA
ORES
ORP
ORS
0S
OSM

-N-

National Advisory Council for Employees with Disabilities
National Academy ol 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 Hcalth and Activity

-O-

Old Age, Survivors and Disability Insurance

Old Age and Survivors Insurance

Office of the Actuary

Office of the Counsel to the Inspector General
Office of Communications

Office of Child Support Enforcement

Office of Customer Scrvice Integration

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

Office of Finance, Assessment and Management
Office of Facilitics Management

Office of General Counsel

Office of Hearings and Appeals

Office of Human Resources

Office of the Inspector General

Office of Legislation and Congressional Affairs
Office of Management and Budget

Office of Operations

Office of Policy

Office of Policy and External Affairs

Office 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

Office of Systems

Office of Strategic Management
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oT
OWA

PAAAC
PAS
PASS
PET

POA

PBS
PEBES
PMI
PRUCOL
PRWORA
1996
PSC
PUMS
PWD

QA

RET
RRC
RRE

SES
SMI
SR
SSA
SSB
SSDI
SS1
SSN

Office of Training
Office of Workforce Analysis

-P-

Pacific Asian American Advisory Council

Public Affairs Specialist

Plan for Achieving Self-Support

Partnership Evaluation Team

Program for Objective Achicvement

Planning and Budgeting System

Personal Earnings and Bencfit Estimate Statcment

Presidential Management Intern

Permanent Resident under Color of Law

Personal Responsibility and Work Opportunity Reconciliation Act of

Program Service Center
Public Understanding Measurement System
Persons with Disabilities

Q-

Quality Assurance

-R-

Retirement Eurnings Test
Retirement Rescarch Consortium
Request for Review

-S-

Senior Executive Service
Supplementary Medical Insurance
Service Representative

Social Security Administration
Social Security Board

Social Security Disahility Insurance
Supplemental Security Income
Social Security Number
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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 Committee
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