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The Social Security Administration (SSA) has a reputation as one of 
the federal government's leading agencies. In partnership with the 
State Disability Determination Services (DDS). we have a long 
history of providing exemplary service to our CUSlomers, and high 
<:ustomer~satisfuction ratings attest to our excellence. We have been 
vigilant stewards of the programs we administer. OUf planning and 
management capabilities are top~notch. OUf successes in using 
technology to improve the services we otrer have been a model for 
others. We have a corps of dedicated, professional employees, 

But while our history ofexcellence in service is unchallenged, our 
ability to continue such excellence is not, Today we face Significant stresses and strains on our 
ability to continue to deliver the quality of service the public has corne to expect. And we know 
that this win continue to intensify as SSA enters the 21M" century, We must act now to prepare 10 

handle the significant workload growth we wilt experience over the next decade. 

During this decade, workloads wilt increase dramatically as members of tile baby boom 
generation reach their peak years ofdisability risk and then begin to rerire. And our customers' 
service expec(ations will change, driven in part by rapId advances in technology. At the same 
time, SSA and DDSs face a tremendous loss ofexpertise and institutional knowledge. as large 
numbers ofour workforce are expected to retire over the next ten years. 

Responding to the challenges we face requires us to rethink the way we do business and develop 
innovative ways to manage Our growing workloads. Moreover. only with a very highly skilled 
workiorce and maximum use of rapidly developing technology, properly aligned to achieve 
optimum value, can we hope to build an Agency for the future in which we maintain, and 
exceed, the levels ofservice we provide today. And only with a vision of that Agency of the 
future--a vision clear to all ofus---t::an we hope to align ourselves and our efforts so that we will 
succeed. 

SSA's 2010 Vision was developed after a great deal ofstudy and much talking and listening to 
those who have a stake in the Agency's future. The Vision illustrates the SSA 01'2010 from 
three important perspectives: our customers, our employees, and our work processes. In the 
Vision, we declare our principles for service delivery in the future, We describe how we will 
change to deal with future workloads while honoring those principles, and we identify what we 
consider the key enablers of change. 



, 


OUf principles a.re the foundation of the Vision and they shape the changes we must undertake to 
meet our workload challenges. Two of these principles relate directly to how the cllstomer win 
interact with SSA: customers will have a choice of options for service delivery and they 
intlreasingly will be able to complete their business at the first point ofconi act. Two principles 
rdate to both efficiency and convenience: they commit SSA to working proactively for service 
improvement and to moving toward "one~s1op shopping" for government services. OUf 

stewardship principle states that we continue to safeguard the Social Security trust funds and the 
monies the Agency receives from the general fund of the Treasury. Finally, we amrm that, by 
whatever method we deliver service in the future, SSA will uphold the privacy and security of 
the information we possess. 

The Visioll's underpinnings include significant investments in human resources and technology. 
OUf workforce in 20 I 0 will be more highly skilled and must, in tum. be more highly graded. 
Employcc:s will have broad rather than narrow expertise and authority, with the ability to deliver 
services in a variety ofareas. The workforce will be more diverse to better serve an increasingly 
diverse public. Our employees will have the authority they need to make decisions and the 
knowledge and tools they need to do their work. The unions, employee associations, and 
Agency management wit! work together 10 support them. 

We will need to make substantial investments in automnted systems development and the 
supporting technology infrastructure. Enhanced technologies will allow large volumes of 
transactiuns to be handled electronically without the need for employee intervention. Technology 
will not replace SSA and DDS employees" Instead, it will provide them with the tools and 
support they need fo band!e higher volumes of increasingly varied and complex work and will 
contribute to our ability to streamline the work processes they use, 

With the publication of the 2010 Vision, SSA is taking a major step in addressing the workload 
challenges that lie ahead, But creating the Vision is only the first step; reali=ing the Vision is the 
work we must begin now, That work must begin today. We will shortly announce initiatives 
relating to the Vision in the areas ofteehnology. training, upgrading ofskills and positions, and 
activities moving us toward greater operational flexibility, These early initiatives will help to 

make the Vision clear and real to those who are critical to its realization, We must develop-and 
implement-the strategic and service plans that will give it shape. And we must make the 
investments in human resources and capital that will glve it life. 

For 65 years, SSA hns served the nation in providing economic security to the American public. 
am confident that this 2010 Vision, once realized, will penuit us to continue to serve our nation 
well, 

Kenneth S, Apfel 
Commissioner 0 f Social Security 
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EXECUTIVE SUMMARY 

Tbe mission ofSSA-to promote the economic security of the nation's peopJe-can be 
accomplished only through fulfillment ofour fundamental responsibilities to administer 
effective programs, provide quality service, ensure program integrity, educate the public, 
and value and invest in our workforce. Each critical responsibility poses challenges to 
the Agency. bur it is the service challenge. resulting primarily from the factors noted 
below, that is the focus of the 2010 Vision, 

, 
• 	 By 2010, workloads will swell to unprecedented volumes. The most significant 

factor contributing to this change will be the aging of the baby boom gene-ration 
(those born in 1946 through 1964), 

• 	 Along with the workload increase, the incredible pace ortechnologicaJ change win 
have a profound impact on both customer expectations and SSA's ability to meet 
those expectations, 

• 	 More than one~ha!fof the current Federal workrorce may be gone by 2010. over 
28,000 SSA employees will be eligible to retire, and another 10,000 are expected to 
leave the Agency for other reasons, This retirement wave will result in a significant 
loss of institutional knowledge. The DDSs will also experience a retirement wave. 

SSA's 20 I 0 Vision presents a picture of a changed Agency; an Agency that, along with 
its DDS partners, has an integrated service delivery network using redesigned and 
streamlined processes supported by slate~of~the~art technolob'Y; an Agency that provides 
scrviee comparable to or better than the private sector; an Agency that is considered an 
"employer ofchoice"-retaining, aHracting, and developing a highly skilled and highly 
graded workforce providing world-class service, 

The essence oHhe Vision is defined by the principles ofservice that it embodies and the 
enablers ofservice key to its realization_ 

: 
SERVICE PRINCIPLES 

CUSTOMER CU01CE ••• Customcrs have expanded options for service that are broad in 
tcrrm oflhe time, place, mode ofac;:ess, and language, 

FIRST POINT OF CONTACT••. Customers complete their transactions at the first point of 
contact 

PRIVACY... Customers have the confidence that SSA collects personal information only 
as needed for the Government's business and discloses personal information only as 
allowed by law, 

ONE-STOP GOVERNMENT SERVICE••• SSA works with other government agencies to 
move toward providing a wide variety ofgovemmem services in a single contact, 



PROACTIVE SERVlCE ... SSA ensures contact with hard-to-reach segments of the 
population, provides an automated application process, and is proactive in researching 
issues and trends that impact its programs. 

STEWARDSHIP... SSA safeguards trust fund contributions and tax dollars through 
effective management and aggressive preventative, investigative, and prosecutorial 
efforts, 

SERVICE ENABLERS 

TEClI:"iOLOGY ENHA~C.:MEt-:"'TS"" SSA maximizes use of technology to automate 
workload and administrative processes to enhance service and to support the fully 
electronic, paperless processing of its work. 

ACC1~S TO ELECTRON)C RECORDS..• Customers and emplo.yees have access to. electronic 
records, with the necessary security, privacy, and authentication. 

OPERATIONAL FLEXIBILITY" 'sSA'5 resources are integrated and restructured to. provide 
maximum flexibility in meeting increasing workload and servIce demands. 

EXTEkNALALLlANCES." SSA develops strong alliances with government agencies, 
community-based organizations, tribal governments, and the private sector in areas that 
benefit SSA and its customers. 

PU8LIC COMMUNICATIONS", SSA's communications 8<:tivities include using innovative 
means to ensure that the public has up~to~date knowledge about SSA programs and 
servtees. 

Il':iER!,\,Af. WORKING RELATIONSHIPS., ,SSA has strong working relationships across 
component lines, with its unions and employee associations. 

EMPLOYER OFCUOICE ..• SSA develops, attracts, and retains a highly qualified and 
motivated workforce through enhanced benefits. improved facilities, flexible work 
arra'!'lgements. and increased career opportunities, 

L.EADERSHIP , .. SSA 's executives and managers provide proactive, entrepreneurial, and 
customer--<:cntered leadership, 

THE VISION 

SSA's Vision comprises three components and is written from the perspective of having 
arrived at 2010. 

1. How SSA WILL SERVE ITS CUSTOMERS 

Service continues to be a cemral priority of the Agency in 2:010. Customers enjoy 11 
broader range of options for service than at any time in the history oflhe program. 
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Many customers who want the convenience of technology choose to deal with SSA 
routin¢ly through the Internet or the automated portion of the ton free telephone system_ 
These secure methods of service delivery enable customers to conduct much of their 
business, without assistance, at any time from virtually any place. For customers who 
need or want more help, SSA' s Internet service and toll free number are integrated. 
Customers needing assistance while on-line can request help from an available employee 
to -complete the transaction. 

But technology has not replaced employees or the in-person service that only they can 
provide. Technology provides the tools for employees in local community offices to 
serve those customers who require or prefer more personal service. Most importantly, it 
allows SSA to provide the same high level of service to all customers no matter whether 
they choose to conduct business with SSA in person, over the telephone, or through other 
electronic means, 

2. How THE AGENCY PERFORMS ITS WORK 

In 2010, SSA has an inlegraled service delivery network oftraditional local and 
centralized offices, "virtual offices," Internet access, and community contact points, aU 
intcrwnnected into '''one Agency. '. Work is accomplished through virtually paperless 
prOCt~Sscs. Both policies and processes have been adapted to make the most effective use 
oftel:hnology and the most efficient use of Agency human resources. Records are moved 
and transactions arc completed electronically. Electronic verification ofmost evidence 
eliminates the need for employees to handle documents and greatly reduces processing 
tinle. 

SSA '$ basic facility infrastructure remains intact in terms ofapproximate numbers. but 
the nature and mix ofwork performed in each facility are changed significantly. AU SSA 
direct service facilities offer a full range of services to the public. Customers can 
complete their business at the first point ofcontact, regardless of the mode ofaccess. 

Within the integrated service delivery network, field offices remain an enduring presence 
in communities across the country. They continue to offer face-te-face service for aU 
customers who prefer that option, but tbey are less involved in taking retirement and 
survivor applications and more involved in olher, more complex workloads. 

The program service centers, tdeservice centers. and the Office ofCentral Operations 
have transitioned 10 full~service operations. responding to the public's growing 
preference for doing business by telephone or the Internet. Employccs who work abroad 
in international operations are also an integral part ofSSA's electronic operating 
environment. 

The Agency's automated and streamlined processes have benefited the DOSs and SSA's 
hearings and appeals offices through the use oftne electronic folder and electronic 
medical evidence, vidcoconferencing, and other technology enhancements. Previously 
complex, Iabor~jntensive processes are greatly improved and shortened. 
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Headquarters and regional offICe staffs work in direct support ofthe entire service 
delivery network, luncHoning as expert resources io a variety ofprogrammatic and 
adlTlinistrativc areas. 

3. 	How TilE AGENCY SUPPORTS US F~lPLOVEES 

SSA's aggressive human resource planning, leading~edge personnel practices, and st.ate~ 
of-the~art technology have fully prepared employees to meet the demands of service in 
2010. The Agency's workforce is well qualified and fully trained to deliver services in 
a11 pmgrams and exercise judgment in meeting and satisfying customers' needs. 

The electronic nature of the work anows employees equipped with portable connective 
devices to work from any location, including traditional offices, home, or at community 
locations as driven by customer service needs, 

SSA's employee-growrh-oriented and flexible working environment positions the 
Agency to effectively compete for and retain skilled employees, The diversity of the 
workforce strengthens the Agency's scrvice delivery capabilitics. 

In 2010, SSA'slabor-managemcnt partnership is substantially strengthened. These 
working relationships have been instrumental in developing and implementing the 
innovations in human resource management Ilnd inf<mnation technology that have taken 
place over the last decade, 

HOW WE WILL MANAGE RESOURCJo:S TO ACJflEVE TilE VISION 

The requirements of tomorrow as well as the realities of today have shaped SSA's 2010 
Vision. Resources are not unlimited and service enhancements must incorporate 
efficiencies that will enable SSA to meet the coming challenges with this in mind, 
Continuation of business in the same way it is done today will result in SSA and DDS 
experiencing a 15,000 to 20,000 workyear gap by 2010. 

Enhancements to on~line services, electronic access to records. electronic notices and 
reports, enhanced toll free telephone scrvice~ and improved quality wilf move us toward 
eliminating the resource gap while improving customer service. It is clear that the 
Agency must begin now to make the changes needed 10 achieve the Vision. 

We believe lhat we can approach eliminating the resource gap and improve customer 
service only if: 

• 	 We receive the dollars needed to fund SSA's baseline, which will require an annual 
increase of$300 to $400 minion; 

• 	 We have the additional resources needed to support Qur workforce; 

• 	 We receive the resources needed to make the critical initial investments in a 
technological infrastructure that will provide direct, secure customer access to SSA's 
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services over the Internet. The Agency estimates it will need $200 to $300 mil!ion 
annually for these investments; and 

• 	 We are successful in achieving levels of change in our business processes that 
achieve adequate workyear savings. 

NEXT STEPS• 

The process ofcreating the Vision has been compJeted. The far more difficult proces.s of 
pursuing the Vision is just beginning. In addition to obtaining the human resources and 
capital investments needed to achieve the Vision, SSA will link and sequence the 
Agency's strategic planning and budget processes to the Vision to ensure (hat resources 
and priorities arc properly aligned, Early initiatives will be announced in the areas of 
technology, training, upgrading of skills and POSilion5, and activities that will move us 
toward greater operational flexibility. 

SSA will engage in more detailed service delivery planning. \Ve will map out more 
specifically our business requirements-how OUf core business processes must change 
and organizational functions must adapt to realize .he VisiQIl. From the business 
requirements, we will outline how the Agency's human and information technology 
resources must evolve to support new ways ofdelivering se:r.dce. Our five-year human 
resource plan will build upon the new business requirements and specify the target 
positions and skills that wlll be needed, and the action plans and tirnelines for delivering 
thes\j resources, Likewise, our Information technology plans will build upon these same 
requirements to specify the target systems infrastructure and the action plans and 
time lines for achieving it. 
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I. INTRODUCflON-THE COMPEUJNG 
NEED FOR A VISION 

"To promote the economic security olthe nation 's people through 
compassionate and "ixi/a,,! leadership in ...haping and managing 
America ',\' social security programs. " 

- The Mission ofSSA 

OUR MISSION AND HIE SERVICE CHALLENGE 

The Mission of SSA can only be accomplished through fulfillment of our fundamental 
responsibilities around effective service delivery, policy analysis and development, 
pUblic; communications, program management, and a strong focus on our employees. 
And, while each critical element involves challenges to the Agency, it is the service 
challenge that is the focus of the 2010 Vision. 

SSA';; responsibilities are vast. Annually, the Agency: 

• pays over $425 billion to more than 50 million beneficiaries, 
• . answers over 60 million telephone inquires via its toll rree 800 number, 
• serves over 26 million visitors in 1,300 field offices nationwide, 
• processes over 50 million changes to beneficiary records, 
• issues over 16 million new and replacement Social Security cards, 
• posts over 250 million wage reports, 
• processes over 6 million claims for benefits, and 
• sends over 132 million Social Security Statements. 

These tasks, and others too numerous to detail, are all accomplished with a workforce of 
about 65,000 Federal employees and 14,000 DDS employees, located across the country. 

The responsibilities with which we have been entrusted are significant. SSA has a long 
history ofexemplary customer service marked by high customer satisfaction. This 
consistently high level of customer satisfaction is delivered by a corps of dedicated, 
professional employees, and is the result of one of the best planning capabilities in 
government. It is also the result of our successes in using technology to improve the 
services we offer to the American public. While we have a strong history in these areas, 
there are significant stresses and strains on our ability to deliver the quality of service the 
public has come to expect. These will be heightened by the workload challenges we will 
be facing between now and 2010. 
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As a result, the Agency must continuously adjust and modify its business procedures and 
proee!>ses and has several current major initiatives underway to improve serviee and 
progrrun management. These initiatives focus on the SSI program, improvements to the 
disability, hearings. and appeals processes. and service via our loll free telephone service. 
Simultaneously, plans are underway to improve program management in the 
representative payee area and to strengthen accountability in our overall debt collection 
and integrity processes. But, as we look forward, these efforts will not be enough to 
address the dramatic workload increases expected in 2010. 

Perhaps the most significant factor contributing to this change is the aging ofthe baby 
boom generation (those born in )946 through 1964). During the next ten years, an 
increasing number ofpeo-pfe will be in their most disability~prone years (beginning in 
their 50's) and the older baby boomers will begin IQ retire. 

We project that this demographic shift will contribute to the following increases between 
1999 and 2010 as noted in the 200f) Annual Trustees Report: 

• 	 Disability beneficiaries, including auxiliaries, will increase from 65 mlliion to 9.5 
million. 

• 	 Retirement and survivor beneficiaries are projected to grow from 38 million to 44.5 
million, 

• 	 Supplemental Security Income recipients offederaUy administered funds will 
increase from 6.6 million to 7.3 million 

In addition, new workloads such as those associated with the Ticket to Work and Work 
Incentives Improvement Act of1999 will require a greater portion ofSSA resources to 
assist beneficiaries wah dis.1hi11ties to enter or reenter the workforce. 

The imphcatlons of these changes on SSA's resources will be significant. Ifwc were to 
auempt to process the 20)0 workloads llSing our current methods. we project that the 
SSA and DDS workforcc, which currently expcnds about 80,000 workyears (regular time 
plus overtime) would need 95,000 to 100,000 workyears-an additional 15,000 to 
20,000 workyears, We recognize that an infusion of this level of resources is neither 
likely. nor the best means to achieve our Vision, (see Section //1) 

TUB WORKfORCE CHALLE.'lGE 

As baby boomers in the general workforce cnter their disability-prone years and 
retirement, SSA and DDS work forces will begin to retire in greater numbers. SSA 
estjmates that by 2010, over 28,000 orits Federal employees will retire and another 
10,000 will leave the Agency for other reasons. This is more than half oflhe current 
workforce, This retirement wave could result in a significant drain in SSA's institutional 
knowledge. 
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SSA and DDSs will be faced with the challenge ofhiring and retaining a highly skilled 
and diverse workforce in what is expected to be a very competitive job market. 
Employers that are successful in attracting employees by offering choice in benefits and 
working arrangements, as well as training and professional development opportunities 
will become the future employers ofchoice, Recognizing these changes in future 
employment trends. SSA will need to explore innovative approaches and increase its 
investments to attract and retain the workforce that will be needed to carry our the 
Ageo('.y's mission. 

TilE l'ECllNOLOGY CHALLENGE 

[n adCition to workload increases !lnd a maturing workforce, SSA is faced with an 
incredible pace of technological change that will have a profound impact on both our 
custOlncrs' expeetations and our ability to meet those expectations, Technologies that 
will be commonplace in 2010 include: 

• 	 a wide array ofwireless, portable, connective devices; 
• 	 a rapidly evolving Internet technology; 
• 	 technological advances involving speech and video; and 
• 	 strengthened computer privacy and security through various applications of biometric 

and other techniques. 

The technological infrastructure will continue to evolve at a brisk pace; it will become 
faster. better, and cheaper, While advancing technology offers SSA a tremendous 
opportunity to increase access to and improve the accuracy, timeliness, and convenience 
of our service to the public, it also presents challenges, SSA must begin now to 
restructure business processes to make effective usc of new technologies in order to meet 
the future needs ofcustomers and to give our employees the tools they need to meet these 
customer needs, To support employees and enable them to meet customer needs, the 
Agcno:~y must also evaluate and keep pace with emerging technologies. 

THE 2010 CHALLENGE 

We recognize that the road ahead wi!! be difficult as we fuce budget constraints, 
increasing workloads, record levels ofstafTturnovers, and rapid development of new 
lechnologies. In response to these impending challenges and opportunities. the 2010 
Vision, which bas been developed wlih input from a wide variety of stakeholdcrs, offers 
specific ways in which SSA must change tn meet the demands. ofour growing customer 
base, 

In the next section. we present the Vision ofSSA in 2010: the level ofservice delivery 
that we will offer and the changes that will have occurred. The Vision outlines wnat we 
need to do to meet increasing workload demands and it explains how SSA can be an 
employer of choice, (n doing so, it provides a frame of reference for planning and 
decision making now and as we move forward. The Vision makes it clear thal without 



adequate human resource and technology investments, SSA will be unable to sustain 
current levels of service, let alone begin to address future workload increases. 
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II. THE VISION 

The Vision of SSA in 2010 has been shaped by the needs and expectations of our 
customers. The focus on customers is seen in the principles of service that characterize 
and drive the Vision. 

EquaUy important in shaping the Vision are the service enablers. Through process and 
technology changes, these key activities provide the efficiencies that enable SSA to meet 
the resource and workload challenges ahead, and thus to deliver on the promise of service 
built on the principles. Section IV presents more detailed explanations of each of these 
featun!s. 

PRINCIPLES AND ENABLERS 

SERVICE PRINCIPLES 

CUSTOMER CHOICE 	 Customers have expanded options for service that are broad 
in tenns of the time, place, mode of access, and language. 

FIRST POINT OF Customers complete their transactions at the first point of 
CONT,\CT contact. 

PRIVACY 	 Customers have the confidence that SSA collects personal 
information only as needed for the Government's business 
and discloses personal information only as allowed by law. 

ONE-STOP GOVERNMENT SSA works with other government agencies to move toward 
SERVICE providing a wide variety of government services in a single 

contact. 

PROACTIVE SERVICE 	 SSA ensures contact with hard-to-reach segments of the 
population, provides an automated application process, and is 
proactive in researching issues and trends that impact its 
programs. 

STEWARDSHIP 	 SSA safeguards trust fund contributions and tax dollars 
through effective management and aggressive preventative, 
investigative, and prosccutorial efforts. 
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SERVICE ENABLERS 


TECHNOLOGY 
ENHANCEMENTS 

ACCI:ss TO EI.ECTRONIC 
RECORDS 

OPERATIONAL 
FLEXIBILITY 

EXTERNAL ALLIANCES 

PUBLIC 
COMMUNICATION 

INTERNAL WORKING 

RELATIONSHIPS 

EMPLOYER OF CHOICE 

LEADERSIIIP 

SSA maximizes use of technology to automate workload and 
administrative processes to enhance service and to support 
the fully electronic, paperless processing of its work. 

Customers and employees have access to electronic records, 
with the necessary security, privacy, and authentication. 

SSA's resources are integrated and restructured to provide 
maximum flexibility in meeting workload and service 
demands. 

SSA develops strong alliances with government agencies, 
community-based organizations, tribal governments, and the 
private sector in areus that benefit SSA and ils customers. 

SSA's communications activities include using innovative 
means to ensure that the public has up-to-date knowledge 
about SSA's programs and services. 

SSA has strong working relationships across component 
lines, with its unions and employee associations. 

SSA develops, attracts, and retains a highly qualified and 
motivated workforce through enhanced benefits, improved 
facilities, flexible work arrangements, and increased career 
opportunities. 

SSA's executives and managers provide proactive, 
entrepreneurial, and customer-centered leadership. 

A VIEW FROM 2010 

The following view from 2010 illustrates the principles and enablers of the Vision from 
three important perspectives: our customers, the Agency's internal work processes, and 
our employees. 

How SSA S~:RVES ITS CUSTOMERS 

Service continues to be a central priority of the Agency in 2010. Customers enjoy a 
broader range of options for service than at any time in the history of the program. While 
customers still have the option to have an employee complete their transaction, many 
who want the convenience of technology choose to deal with SSA routinely through the 
Internet or the automated portion of the toll free telephone system. These largely self
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service and secure met bods of service delivery enable customers to conduct mueh of their 
business from virtually any place, and at any time. 

For customers who need or want more help, SSA'5 Internet service and toll free number 
urc integrated. Thus, a customer who needs assistance while on~line can reach an 
employee for help in completing Ihe transaction, Customers can compiete their business 
at the first point ofcontact. regardless of the mode ofaccess, SSA and DDS employees 
have access to electronic customer records with a comprehensive history ofthe 
cusiomer's previous coo. acts and pending actions, These employees also have the 
quali:ications and authority to 'take the completing action, 

T echnotogy has not replaced employees or the in~pcrson service for those customers 
who. for a variety orreasons, require Of prefer more personalized service. SubSlanlial 
numbers ofSSA '5 customers still need or prefer to be served by our local community 
offices. These customers usually have complex business or -difficulty in accessing SSA 
by otner means. Technology is the tool that allows the Age::J.cy to focus its field office 
employees on serving these customers and ensuring the integrity of our programs, Most 
importantly, it allows thc Agency to pro\-ide the same high level of service to all 
customers no matter whcther they choose to conduct business with SSA in person, over 
the tcieplmne, or through other electronic means. 

The Agency's cuslomers find a diverse workforce representing a broad spectrum of 
cultures and languages, To help overcome barriers that prevent some customers from 
Olcctssing our serVices, SSA depends heavily on the combined efforts of its diverse 
workforee and innovative alliances with a wide range of r:ederal, Slate. and local 
agencies, tribal governments, community service organizations. and advocacy groups. 

As a result of the Agency's efforts to "reach out" to customers through a wide varjety of 
mCOlns-traditioonl in~office service, community networking, direct communications, 
Internet, automated telephone services, and one-stop shoppmg-;::ustomers in 2010 have 
an unprecedented degrec ofconnecTion to SSA in terms of information and services. 

HOW THE AGENCY l>EkFORMS 11'5 WORK 

In 20 I 0, SSA functions as a service delivery network of traditional local and centraliz,cd 
offices, "virtual offices," Internet access and community contact poinls, an 
intercOlmected into '"'one Agency," Work is completely portable. CuslOJner telephone 
culls and Internet (including video) contacts are channeled to facilities anywhere in the 
SSA network that have the capacity to handle them. The technology infrastnlcture is 
robust and provides full connectivity among SSA and DDS facilities. 

Work is accomplished through virtually paperless processes and procedures that have 
becn ~tdapted to make the rOOS1 effective use oflechnology and the most efficient use of 
our human resources, Records are moved and transactiO!lS are completed in a secure 
electronic environment, ensuring the privacy and confidentiality oCthe data, Electronic 
verification of most evidence needed to substantiate claims and make record changes 
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eliminlltes the need for employees to handle documents and greatly reduces processing 
time. Expanded, real-time electronic llccess to data held by others also enables the 
Agency to greatly reduce and in many cases prevent overpayments. Expert and decision 
support systems and continuous training opportunities provide tools that help employees 
ensure work gets done right the first time. 

Employces in all locations have appropriate, secure electronic access to comprehcnsive 
customer records and use the same intuitive, Web-based applications with built-in 
decision support that are available to SSA's on-line customers. SSA has expanded the 
functionality and authority of direct service positions, and employees in 20 I 0 arc able to 
routinely complete business at the customer's fIrst point of contact. Hand-off's and 
lengthy delays are a distant memory. 

The Intcrnet and an integrated toll free telephone system (with sophisticated voicc 
recognition and language translation features) enable millions of customers to complete 
their business at any time without having to talk. to an SSA representative. Identity and 
authentication are increasingly carried out in a manner transparent to thc customcr 
making more services immediately accessible by phone and on-line. In 2010, most RSI 
claims and a substantial percentage of other transactions are completed electronically via 
the Internet and toll free telephone system. . 

The Agency's basic facilities remain intact in terms ofapproximate numbers but thc 
na~un: and mix of work performed in each facility are changed significantly. All SSA 
direct service facilities ofTer a full range of services to the public. 

Field offices remain an enduring presence in communities across the country. They 
continue to offer face-to-face service for all customers who prefer that option, but are less 
involved in RSI intake due to increased use of the Internet and automated application 
processes and more involved in the more complex disability, SSI, postentitlement, and 
appeals workloads. In addition, employees today are increasingly involved in fulfilling 
the Agency's fiduciary, program integrity, and public information responsibilities. 
Traditional in-person services are strengthened through partnerships with Federal, State 
and local agencies, tribal governments, community service organizations, and advocacy 
groups. Field offices also have an expanded role in enhancing one-stop shopping in local 
communities by helping customers gain access to a variety of government services. 

Meanwhile, the program service centers, teleservice centers, and the Office ofCentral 
Operations (i.e., 000, OEO, 010, and the ~OC) have transitioned to full-service 
operations, responding to the public's growing preference for doing business by 
telephone or the Internet. Employees who work abroad in international operations are 
also an integral part ofSSA's electronic operating environment. 

The Agency's streamlined and automated processes have benefited the DOSs and SSA's 
hearing and appeals offices as well. Through the use of the electronic folder and 
electronic medical evidence, videoconferencing, and other technology enhancements, 
previously complex, labor-intensive processes such as scheduling consultative and 
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vocational experts, reviewing medical evidence, and retrieving case files arc greatly 
improved and shortened. 

Headquarters and regional office staffs work in direct support of the entire service 
deliv1;!ry network, functioning as expert resources in a variety of areas. Working 
primarily in cross-functional, cross-component teams, staffprovide critical services, 
including evaluating and streamlining policies and procedures to enhance effective 
service delivery; developing and enhancing electronic integrated processes; maintaining 
up-ta-date, integrated on-line reference materials; designing training programs; 
developing effective communications products and strategies; and providing other 
significant administrative support. 

SSA continues to be an effective steward for the American public by keeping the cost of 
managing Social Security's programs comparable to that of other efficient organizations. 

How THE AGENCY SUPPORTS ITS EMPLOYEES 

Ten years after the turn of the century, employees remain the nucleus of the service 
delivery structure and continue to be recognized as the most capable in government. The 
Agency's aggressive human resource planning, leading-edge personnel practices and 
state·-of-the-art technology have fully prepared employees to meet the demands of service 
in 2010. These features, along with innovative recruiting and professional development 
strategies, make SSA an "employer of choice" in both the public and private sectors. 

While SSA's traditional, customer-centered values have remained constant, in keeping 
with the changing nature of work, the Agency's workforce is different in 2010. In a 
setting where most customer business is handled to completion at the first point of 
contact and work flows automatically to available employees anywhere in the network, 
employees have very broad rather than narrow expertise. The electronic nature of the 
work allows employees equipped with portable connective devices to work from any 
location, including the traditional offices, home, or at community locations as driven by 
customer service needs. They arc well qualified and fully trained to deliver services in all 
programs and exercise judgment in meeting and satisfying the customer's needs. 

Consistent with these more sophisticated skills and complicated work, SSA's workforce 
is more highly graded than it was in 2000. As employees develop mUltiple skills and 
competencies, they take on job responsibilities that entail more complex decision making 
and independent judgment. Career advancement opportunities arc also available in a 
variety of specialties such as integrity, security, quality, process evaluation, infonnation 
technology, communications, and management. Through comprehensive training 
supported by state-of-the art technology and position restructuring, the procedure-driven 
workforce of the year 2000 has largely transitioned to the entrepreneurial workforce of 
2010. 

Particularly for in-person service, employees are increasingly involved in disability 
program work, including providing employment assistance to individuals with 
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disabilities. The Agency's focus on the front-end of the disability processes (that flowed 
from SSA's disability redesign and prototype initiatives) required a corresponding 
investment in the SSA and DDS employees involved in those processes; both work forces 
need~:d to be higher skilled and compensated. 

SSA develops, retains, and attracts a highly qualified and motivated workforce by wisely 
invcsting in its employees. Enhanced benefits, improved facilities, flexible work 
arrangements, and increased career and training experiences create an environment where 
employees have unprecedented opportunities to contribute, learn, and grow. 

SSA's personal growth-oriented and flexible working environment positions the Agency 
to eflectively compete for and retain skilled employees. An expanded recruiting focus 
enables us to attract not only top college graduates, but also talent from non-traditional 
recruitment sources, including applicants interested either in long- or short-tenn careers. 
This expanded recruiting focus gives SSA a more diverse workforce than ever. 

SSA's diverse workforce strengthens the Agency's service delivery platform as a result 
ofa broadened language capability, cultural insights, and a deeper understanding of 
customers. This is particularly true in the case of the Agency's employees with 
disabilities. Leading its return-to-work initiatives by example, SSA's employees with 
disabilities give the Agency a unique perspective on improving service to disabled 
customers. 

In 2010, SSA's labor-management partnership is substantially strengthened. Leadership 
from SSA's management, the unions, and employee and management associations have 
been instrumental in developing and implementing the human resources and 
technological innovations that have taken place over the last decade. Partnership is 
working in SSA at levels of trust, collegiality, and effectiveness that would have been 
difficult to imagine ten years earlier, and is acknowledged as a key contributor to the 
Agency's success. 
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III. HOW WE WILL MANAGE RFSOURCES 
TO ACHIEVE THE VISION 

ESTIMATING RESOURCES FOR 2010 

SSA's Vision of the future, presented in the previous section, is shaped by the 
requirements of tomorrow, as well as the realities of today. Part or that reality is that 
resources are limited-and recognizing these limits, the Vision's service enhancements 
must incorporate efficiencies that will enable us to meet the coming challenges. 

Estimating resource needs is precarious when focusing on short-term changes. It is even 
more difficult when we attempt to make projections ten years out, given the host of 
variables and interdependencies that will surely occur. Therefore, the projections 
presented in this section are gross estimates based on relevant environmental assumptions 
and the Agency's best judgments about workloads and resource needs. The assumptions 
used for these projections will continue to evolve as SSA's planning and budgeting 
activities take place. We will regularly reevaluate, and adjust as necessary, these 
assumptions and projections as SSA moves toward 2010. 

TIlE RESOURCE GAP 

The following gross estimates reflect the magnitude ofprocess and technological change 
needed to reduce the projected 20 I 0 resource shortfall (15,000-20,000 workyears, as 
noted in Section III). For each process that requires change, we have included the 
assumptions required to achieve the 2010 Vision. We believe that we can approach 
eliminating the resource gap and improve customer service only if: 

• 	 We receive the dollars needed to fund SSA's baseline which will require an annual 
increase of$300 to $400 million; 

• 	 We have the additional resources needed to support our workforce and our 
technology, as discussed later in this section; and 

• 	 We are successful in achieving projected levels of change noted below or through 
combinations of changes that achieve similar workyear savings. 

BUSINESS CHANGES REQUIRED TO REALIZE TilE VISION 

On-line service provides customers the convenience ofdoing a full range ofbusiness at 
any time and from anywhere. 

• 	 40 - 60 percent ofcustomers with transactions that lend themselves to automation, 
such as retirement and survivor's claims, hearings requests, SSN applications, and 
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addrcss changes, initiate their business electronically without thc nced for an 
employee interview. 

• 	 10- 20 percent ofSSI customers and 30 - 50 percent of DI customers initiate their 
business on~line without the need for an employee interview. 

• 	 Up to 25 percent ofcomplex transactions and 95 percent of routine transactions are 
initiated and processed to completion without the need for employee assistance. 

Electronic access to records held by others eliminates the time employees spend in 
obtaining, copying, and handling documents. To help reduce the resource shortfall, SSA 
and DDS employees must be able to electronically access medical and non~medical 
records and data for: 

• 	 45 - 55 percent ofDI elaims, CDRs, and hearings, 

• 	 15 - 25 percent ofSSI claims and redeterminations, and 

• 	 55 - 65 percent ofRSI and Health Insurance claims and SSN applications. 

Electronic access to records held by SSA, and supported by expert systems, reduces the 
time that SSA and DDS employees spend in locating or reconstructing files. SSA must 
establish electronic folders and customer service records, supported by expert systems. 
This provides the Agency the ability to move work to sites that have the capacity to 
process it. 

Electronic notices (e.g., notices issued via e~mail) provide a faster and more convenient 
way ofcommunicating information to our customers who prefer this option. 

• 	 45 - 55 percent ofRSI, 01, and Health Insurance notices and 5 - 15 perccnt ofSSl 
notices are transmitted electronically. 

Electronic verification of benefits and SSNs provides customers and other agencies 
with immediate access to information, eliminating the need for employce assistance. 

• 	 25 - 35 percent of requests for benefit information and 45 - 55 percent of requests for 
SSN verification arc handled electronically. 

Elceh'onic reporting of wages by most employers is more cost~efficient for them, will 
eliminate most of our scanning operations, and reduce the number ofearnings 
discrepancies we investigate and correct. 

• 	 85 - 95 percent of the wage items we currently scan are received electronically. 

• 	 65 -75 percent of incorrect earnings postings arc prevented as a result of more timely 
postings and more thorough screening. 
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Improved toll free number service through improved automated prompts and call 
routing will significantly improve access for customers and substantially increase the 
number of calls handled to completion in the automated system. 

• 	 An enhanced automated prompt and call routing system reduces abandoned calls by 5 
million each year. 

Improved quality to reduce overpayments will result from more effective training, 
expert systems, increased focus on quality, and electronic access to evidence. 

• 	 The volume ofDl and SSI overpayments is reduced by 25 to 35 percent. 

INVESTMENTS IN THE WORKFORCE AND TECHNOLOGY 

It is ch~ar that SSA must begin now to make the changes necessary to achieve the Vision 
and close the projected 20 I 0 resources gap. The changes described in the Vision cannot 
be accomplished without significant and early investments in our workforce and 
technology. The following describes some of those investments SSA must make. 

SSA's WORKFORCE 

The Agency must begin now to prepare its workforce to meet the workload and service 
demands that will steadily increase between now and 2010. An early and significant 
investmcnt of resources devoted primarily to training, will be essential to the successful 
restructuring of the workforce. While we cannot predict with precision the scope of this 
up-tront resource investment, we estimate it will be in the range of I ,000-2,000 
workyt:ars annually for 3-5 years. The sooner this infusion of work years is made, the 
sooner the Agency will begin to derive benefits by a rcstructured workforce. This critical 
first step in workforce restructuring will focus on training to develop the skills and 
knowledge required by employees to perform different or expanded jobs. 

In addition to the early infusion of resources needed to accomplish an integrated service 
network through restructuring initiatives, by 2010 SSA will need to commit additional 
resources to accomplish the following activities: 

• 	 Increase training for SSA and DDS cmployees in key areas (e.g., program and 
process changcs, technology, and analytical skills). 

• 	 Increase mcntoring and coaching efforts to facilitate and ensure the success of 
workforce rcstructuring, and to support expanded IVT training. Effective mentoring 
and coaching will significantly affect the quality of training, development of the 
necessary technological skills, and transition to new or expanded jobs. 
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• 	 Expand SSA '5 efforts to help disabled individuals to work in support ofthc Ticket to 
Work and Work Incentives Improvement Act of 1999. 

• 	 Take the time to make sure an action is correct when first processed to improve the 
quality ofwork in SSA and DDSs; identify training needs and conduct in~line quality 
reviews to provide timely feedback. 

• 	 Hire replacement employees in advance of losses to facilitate the mentoring of new 
hires by experienced employees. 

• 	 Increase staff who work \\r1th advocacy and community groups to improve the 
delivery of service to segments of the population who have difficulty accessing SSA 
s-ervices. 

• 	 E.xpand hours of service to cover some evenings and weekends. 

• 	 Provide increased support for services in many languages. 

We c:stirnate that by 20 1 0 these initiatives will require the commitment ofan additional 
7,OO() workyears on an ongoing basis, 

TECHNOLOGY 

Real:zation of the 2010 Vision depends heavily on our abi1lty to effectively apply 
adva:lced technologies, The Agency estimates that it will need to add approximately 
$200 to $300 minion annually to its Infonnation Technology Systems (ITS) budget to 
make the critical initial investments in a technological infrastructure that will provide 
direct. secure customer access to Social Security services over the Internet. This 
additional amount will include periodic refreshment of the infrastructure and the 
workyears needed for software development and support. This critical investment in 
technology will be vital to our success in realizing the 2010 Vision. 

I~VESTI~G EARLY IN OUR WORKFORCE AND TECHNOLOGY 

Much must be accomplished il'w0 are to institutionalize and stabilize this new 
environment. Ifwe make these investments, plan adequately, implement and refine the 
chanl;es described, we can expect a ooost in organizational productivity. We must see 
these gains taking hold eady if we are to be successful in 2010 and beyond, The 
workforce, technology, and process changes described arc essential if we arc to reali7.e 
the gains we envision for our customers and for our employees. 

The time to begin investmg in the future is now. 

19 




Summary of !VQrkyear Resource PrOjCC(i01tS 
In the 2010 Vision 

Category/Initiative 

ProjeGted 2010 Base Need 

WY Offsets from Current Initiatives 

WY Requirements of the 2010 Vision 

FY 2000 Staffing Level 

Higher WY Ojfi'et 
Esn'mates 

95,000 

- 6,000 

- 14,000 

+ 7,000 

- 80,000 

1.ower WY Offset 
Estimales 

100,000 

·4,000 

·8,000 

+ 7,000 

·80,000 

"Currl!llt /nitiaIiVl!~'" include initia/ives such as IWSIL4N, Paperfess Processing, Tille II Redesign, and SSf 
Modernization. 

"WY Offi'et.~fmm lire 1010 Vision" refiect the efficiencies Yelwltingfrmn ]010 iniriatiwt; such as on-line 
ser'li.ct's, eieclroni.c access to records, electronic reportillg o/wages improw.l to{jfree lIumber services. 

" WY Refluirements ofthe 2(}1f) Vision" rLjlec1 the vngm'ng level o!incrcascd rcsourccs needed /0 sustain 
specijic ]OW initiatives. Thisfigur<! if reflected as a con"tanr rorhc.. d/(m Grange hecame k'e believe this 
IC'r'Cl o/rcsnuI'Cc inveslment wili be required under either Sfft Hf(Jstimates. 

Nate: T<'l reduce the. resource shon/all as r{'flCt;(ed ill lhis chart will require major illvcMmCiIIS m 
In/vrmalivlI Tcdmofogy (IT) and Ihe v.wkj'orcc f,(l support kC)' ('iemelllS ofthe ri.fion, Significant iT 
inwstments, estimated to be $200-300 million per year, must begin carfy ill she process ifSSA js II) buJ1d 
rhe critkal technological infrastrucrure reqUIred to SUPP011 the 2010 Vi:dan,' fit addition, an early 
investmcm in the range tIj I,{){)() tf) },000 l.t'Orkytiul's armuallyfnr J~j yenrs (primarily dc~'()ted If) Iroinjng) 
will be needed to accomplish l1'oriforce restrocluring. Sec/ion lI1. pages 16.18, contains addifioM/ details 
concerning work year {}1fsets amJ requirements. 
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W. THE VISION IN FOCUS 

This section provides a detailed expianation ofthe features afthe Vision. The Vision is 
based on specific principle." and enablers that drive the way SSA delivers service. The 
quotations reprcsenJ what our cuSlOmers will say once we have realized this VisiON. 

PRINCIPLES OF ENHANCED SERVICE 

CUSTOMER ClIOICE ••• Customcrs have expanded options for service that are broad in 
terms of the time. place, mode ofaccC'ss, and language. 

In 2010, SSA's customers have a wide range ofoptions for conducting their business 
with SSA, Along with traditional face~to~face services in community-based offices, 
customers have the choice ofdealing with SSA via the Internet (including voice and 

(e.g" library); through an enhanced toll free telephone 
system; through e-mail; fax; or traditional surface maiL 

CUSlomer choice and options for service characterize 
SSA in 201 O. Regard!ess of the mode ofacccss
Internet, telephone, faC€HO-facc, e-mail. fax, or surface 
mail-choice will not change the level of service 
customers receive. To provide customers with access 
to our services, SSA employees regularly use wireless~ portable equipmem to conduct 
business outside of the office setting (e.g.• community centers. libraries, etc.). 

Custl:m1ers contluct business, via automated systems (e,g., toll free telephone system, 
Internet). twcnty~four hours a day, seven days· a week (2417). Normal business hQurs for 
direct mntact have expanded for face-to-fuce, telephone. and voice and video over the 
Internet service to include some evemng and weekend hours, SSA serves non~English~ 
speaking customers through the use of electronic language translation and multilingual 
employees, SSA and DDS routinely use speech synthesis and audio notices for 
customers needing those services, 

video) either from their homes or any public location with Internet access to our services 

l?lRsr POINT OF CONTACT" ,Customers complete their transactions ut the ftrst point of 
contact 

Most customer transactIons are completed at the first point ofcontact. Electronic 
customer records provide SSA and DDS employees with a comprehensive history ofeach 
customer's previous contacts and pending acttons with SSA With a full understanding 
of the customer's history, employees serve customers better nnd more cffidently, 
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The combination ofjob restructuring, improved training, employee development, expert 
and decision support systems, the electronic folder, improved call-routing, and a more 
flexible operationalmfrastructure that facilitates "portability of work" ensures that most 
business is done at the ftrsl point ofcontact. 

In those instances when business cannot be completed 
at the first point ofcontact> we will offer customers the 
option ofworking with. one representative. That 
representative wilt be the customer's point ofcontact 
until the transaction is complete. 

Customers and their authori:r.ed representatives have 
secure access to their own records via the toll frce 
number service and the Internet They are able to make 

necessary changes to certain parts oftbeir record (e.g., address, direct deposit, etc.), 

= 

PRIVACY•.. Customers have the confidence that SSA collects personal infurmation only 
as needed for the Government's business and discloses personal information only as 
allowed by law. 

SSA continues its commitment ro the public to act responsibly in the collection, use. and 
disclosure of personal information. SSA is sensitive to the public's concern about the 
loss of personal privacy in an increasingly technological environment. The Agency 
continues to abide by the widely accepted "rair information practices" that have governed 
worldwide privacy law and practices since the earliest days oCthe Information Age, SSA 
has an unwavering commitmeni to the principles of privacy and confidentiality, 

This commitment includes: 

• 	 Openness-SSA gives public notice regarding the 
personal infomtation it collects and how it is used. 

• 	 Individual Participation-SSA alloW's individuals 
to both access their own records and request 
corrections when the information is inaccurate. 

• 	 Collection and (;sc LimitaHons-SSA collects 
and uses personal data only by lawful means .and 
only when necessary to carry out legitimate 
Government functions. 

• 	 Data Quality-SSA maintains personal data with 
appropriate accuracy, relevance, timeliness, and 
completeness. 
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• 	 Disclosure Limitation-Personal information in SSA'5 possession is profected by 
appropriate safeguards to ensure its security and confidentiality. 

• 	 AC'(ountability-The Agency and employees are suhject to criminal and civil 
penalties for breaches ofprivacy. Internal processes constantly look for inappropriate 
uses of personal information. 

SSA's commitment to privacy. confidentiality, se(:urity, and integrity continues to be the 
litmus lest for all Agency policies, procedures, and processes. [t is no coincidence that 
the first regulation published by the Social Set:urity Board in 1937 established the 
guunmtee ofprivacy and confidentiality, In an eTa of rapid change, the integrity of 
personal information and data remains paramount and a critical constant. 

OSE-srop GOVERNMt:rrr SERVICE••• SSA works with other government agencies to 
move toward providing a wide variety ofgovernment services in a single contact 

SSA is a leader in working with other government 
agencies in developing data sharing, joint application 
processes, and alignment of program requirements to 
facilitate "one~stop shopping" for the public. SSA's 
toll frIX: telephone service and Internet site are 
integrated and have the capability to provide quick and 
easy access to information and services from any 
government agency (Federal, State, or local). 
Customers can expect to be directed to the proper 
agency regardless of whether they are dealing with SSA 
face~to~face or electronically. To ensure that the 
customer is served quickly and efficiently, SSA 
communicates regularly with other agencies with which 
it shares common customers. 

SSA takes a leadership rote in initiating interagency communit.::ations and collaboration 
focused on providing customers. with a variety of government services in a single contact. 
SSA considers coHocation with other agencies to facilitate one~stop government service 
and to be cost~cffective. 
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PROACT1VE Sf:RVJC£ ... SSA ensures contacl with bard-tn-reach segments of the 
population, provides an automated application process. and is proactive in researching 
issues and trends that impact its programs. 

SSA's presence within the community provides for increased trust and widespread 
visibility. Through established community networks and the power of technology, SSA 
is bener positioned to reach those woo, in the past, had difficulty accessing our services. 

The Social Security Statemcnt is a valuabJe tool in 
educating the public and helping them plan for their 
financial future, In addition, it provides customers 
an opportunity to elect an automated application 
process. Electronic access to records (e,g., birth, 
wages, marriage. military service, and death) 
facili::ates the automated application process for 
those customers approaching retirement age. After 
reviewing their earnings records and other personal information, these customers may 
elect to have month1y benefits begin automatically. Customers make decisions based on 
the infonnation provided, including available options. Those electing to begin retirement 
benefits provide the necessary direct deposit infofl11l)tion and other information to 
determine potential entitlement of family members. [n addition, upon notification of 
death, SSA coni acts potentially eligible survivors and gives them an opportunity to begin 
receiving their benefits 3utomatl<:ally, 

SSA's leadershlp is proactive in ensuring the continuing responsiveness of its programs 
to the American public's need for eeonomic security. A key element of this is the 
focused research activity that looks at and assesses the impa-ct ofevolving medical, 
demographic, e<:onomic, and social conditions on SSA's programs. 

Sn:WAROSfHP." SSA safeguards trust fund eontributions and tax dollars through quality, 
effective management and aggressive preventative, investigative, and prosecutorinl 
efforts" 

SSA has met new challenges in its stewardship 
responsibility, SSA has put in place the 
appropriate safeguards to ensure the privacy and 
confidentiality of the daHl coltected and stored--
especially as more of1hat data comes to the 
Agency in electronic form, This has bolstered the 
public's confidence in SSA 's electronic systems 
and increased the level ofbusiness conducted 
over the Internet. 
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Enhanced and real-time data sharing with other agencies (e.g. State Bureaus of Vital 
Stati:;tics, Internal Revenue Service, Veterans Affairs, etc.) and employers and an 
enhanced focus on quality through training and electronic tools has reduced 
overpayment-causing events. Automated processes identifY and initiate appropriate due 
proCt!SS procedures. SSA encourages responsible and timely reporting through vigorous 
public education campaigns and collaboration with community service organizations and 
advocacy groups. Customers routinely self-report by way ofthe Internet and the 
automated portion of the toll free number. SSA uses all tools (wage garnishment, tax 
refund offset, etc.) available to aggressively pursue debt collection. 

Progranunatic and administrative systems provide the needed infonnation for managers 
to make the best use of the financial and human resources they are allocated and to 
evaluate the effectiveness of the outcomes they achieve. 

ENABLERS OF ENHANCED SERVICE 

TECIINOLOGY ENHANCEMENTS... SSA maximizes use of technology to automate 
workload and administrative processes to enhance service and to support the fully 
electronic, paperless processing of its work. 

Advancements in portable, wireless technology; 
broader use ofvideoconferencing; enhanced toll 
free telephone service; and expanded data 
access allow employees to handle workloads 
more efficiently, more effectively, and without 
reliance on paper. SSA has achieved a virtually 
paperless processing environment. Employees 
regularly conduct interviews, hearings, and 
conferences through desktop videoconferencing. 
The Internet, expert and decision support 
systems, electronic voice recognition, electronic 
language translation, and electronic folders with 
customer service records have helped SSA and 
DDS5 provide enhanced customer service. 

Automation provides customers with an opportunity to conduct business without 
employee assistance. Redesigned and streamlined processes, along with additional 
automation, have simplified complex, labor intensive workloads, particularly in the SSI 
program. Ninety percent of all wage reports are received electronically with the 
provision for on-line correction capability. 
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SSA's mujor udmlnistrative processes are fully integrated and automated with a single 
portal or galcway for all activities. Increased videoconferencing, data storage, and smart 
card usage, along with other technological enhancements, have streamlined the Agency's 
administrative processes making them more responsive and efficient. 

ACCESS TO t:LECTRONTC RECORDS, •• Customers <md employees have access to electronic 
records, with the necessary security, privacy> and authentication. 

SSA and DDS employees have real~time, secure 
electronic access to necessary infonnation to provide 
complete customer service:. Data exchanges are routine 
with entities such as the State BVS, VA, IRS, INS. RRB, 
and olhers. In 2010, the heavy reliance on paper that was 
typical within many government processes has migrated 
into near total reliance on electronic data and electronic 
folders. SSA and DDSs obtain most necessary medical 
and financial evidence electronically. Medical records 
are available electronically to assist in the disability 
process and other processes where medical evidence is " 
needed (e.g .• appeals, capability detenninations in 
representative payee actions, etc.). 

SSA ensures the privacy, security, and authenticity of information electronically 
transmitted and held in its electronic records, This is accomplished through the use of 
encryption, biometrics. PubliC/Private Key Infrastructure (PKI). and other technological 
solutions, 

Secure access to electronic data maintained hy SSA is available to authorized individuals 
other toan employees, Customers, individuals. or their authorized agents have secure, 
electronic access to certain information maintained by SSA. This includes benefit 
payment information, claims status, earnings record data, pending transactions, and 
eviden;;e on file. 

OPERATIONAL FLEXIBILJTY, .• SSA 's resourtes are integrated and restructured to provide 
maximum flexibility in meeting increasing workload and service demands. 

Through job restructuring, retraining, and advance hiring, SSA has a larger segmenl of its 
total workforce engaged in providing direct tustomer service than ever before. The 
expanded, highly integrated fimctionallty of the Agency's operating facilities (i,e .• field 
offices, program service centers, heurings offices, teleservice centers, the Office of 
Central Operations, etc.) has created a service delivery network that enables SSA to 
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respond quickly to fluctuating workloads by directing work electronically to any site in 
the network. These operating facilities 
handle a full range of services, including 
toll fi-ee telephone calls and Internet 
services_ The responsibility for 
managing workload capacity falls to the 
entire operational network, not to 
individual offices or components. 

Central and regional office staffs work 
together in a cross-functional, team
oriented manner to provide support to 
the entire service network in a variety of 
areas, e.g., process evaluation, 
streamlining, integration, automation, 
maintaining up-to-date on-line training 
and reference materials, and 
administrative support. 

A knowledgeable, highly versatile workforce (supported by electronic folders, expert and 
decision support systems, and on-line reference materials) allows the Agency, from 
anywhere within the service network, to complete the full range ofcustomer actions at 
the first point ofcontact. This widespread customer responsiveness greatly reduces hand
offs and referrals, leading to significant improvements in customer service. 

Streamlined and redesigned work processes and systems further enhance the Agency's 
operational flexibility by eliminating "stove-pipe" processing, unnecessary steps, and 
other non-value-added activities. Effective work measurement and performance 
measurement systems strengthen process evaluation for decision making, especially in 
the areas of resource allocation, work distribution, and service enhancements. 

EXTERNAL ALLIANCES ... SSA develops strong alliances with government agencies, 
community-based organizations, tribal governments, and the private sector in areas that 
benefit SSA and its customers. 

To etTectively support one-stop government service, SSA's executives and managers 
have developed collaborative relationships with other government agencies that serve 
SSA's customer base. SSA and other agencies work together to streamline and integrate 
business processes and data sharing to provide the most convenient service to the 
customer. In a spirit of intergovernmental cooperation, the lines between government 
agencies at all levels blur as leaders work together to present one face to the public. 
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SSA maintains strategic partnerships with the 
private sector in areas that support expanded 
business processing (e.g., wireless networking, 
security, medical research, knowledge 
management, etc.). In these and many other areas, 
the private sector and SSA leverage technology and 
knowledge to strengthen the Agency's business 
processes. 

SSA manages robust community relations and 
education programs and a comprehensive 
collaborative network with community service 

organizations and advocacy groups. These networks strengthen SSA's ability to deliver 
servit;es to hard-to-reach segments of the popUlation. Service organizations and 
advocacy groups help SSA continually expand its education and service efforts on behalf 
of their mutual customers. 

PUBLIC COMMUNICATIONS••• SSA's communications activities include using innovative 
means to ensure that the public has up-to-date knowledge about SSA's programs and 
services. 

SSA applies the latest research and technology to create communications channels that 
are most effective for the diverse populations it serves. Using opinion leaders, 
community organizations. the media, and other resources, SSA is able to tailor its 
conununications content and delivery to meet the particular or unique needs of 
individuals and groups. 

Emp'!oyees have access to a greater body of 
information needed to be ambassadors for 
SSA. They provide customers with SSA
specific information as well as links to 
information sources and services needed from 
other Federal, State, tribal governments, and 
local providers. 

Recognizing the critical, strategic role of 
communications in its customer service, SSA 
has enhanced its ability to use customer 
feedback constructively to shape its service 
delivery systems. 
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INTERNAL WORKING RELATIONSHlPS ... SSA has strong working relationships across 
component lines, with its unions and employee associations. 

Working relationships within SSA reflect a spirit of inclusion, cooperation, and 
collegiality. SSA components focus on Agency goals, communicate, and share 

information across component lines, as "One 
Agency." Collaborative planning and decision 
making throughout the process facilitate change. 

Full labor-management partnership has strengthened 
substantially. Both union and management leaders 
demonstrate considerable foresight in working 
together crafting proposals and solutions beneficial to 
the employees, the Agency, and ultimately, to the 
taxpayer. Partnership is working at new levels of trust 
and effectiveness and is crucial to the Agency's 
current success. 

EMPLOYER OF CHOICE ••• SSA develops, attracts, and retains a highly qualified and 
motivated workforce through enhanced benefits, improved facilities, flexible work 
arrangements, and increased career opportunities. 

Employees have a flexible menu-style benefit package 
that allows them to select their own benefit plan 
including health benefits, lifestyle benefits, subsidies, 
and on-site amenities. Flexiplace and flexible work 
schedules provide employees with greater options to 
accommodate personal needs and offer expanded 
service based on customer expectations. 

SSA has a workforce that is higher skilled and higher 
paid than a decade ago. Job security has been 
enhanced through comprehensive retraining and job 
restructuring. Individualleaming accounts and 
training plans are tailored to meet employees' current 
job and future career goals. SSA supports its 
employees by balancing workload demands with 
employee growth and development. 

SSA is able to attract college graduates who arc drawn to the Agency by the prospect of 
first-rate professional development and a period of challenging public service. In 
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addition, SSA recruits new employees from a variety of backgrounds and educational 
levels who possess certain basic competencies. 

SSA's facilities are modern, accessible, safe, and secure. Offices are equipped with 
modem ergonomic furniture that allows for flexibility in reconfiguring workspace. 
Security enhancements have created an environment where employees can work with 
assurances for their personal safety and the safety of the public they serve. 

LEADERSIIIP ... SSA's executives and managers provide proactive, entrepreneurial, and 
customer·centered leadership. 

SSA's executives continually focus on customer service, integrity, quality, partnering, 
and employee well·being. Balance among all of these is built into every aspect of 
leadership. 

SSA's executives and managers skillfully apply 
technology to better achieve the Agency's mission 
and goals. They arc free from the paper·based 
administrative processes of the past and can better 
focus on SSA's core business and the needs of the 
employees and customers. SSA's leadership has 
timely, accurate management information and uses 
modernized tools to manage both the distributed 
workload and the level ofservice provided to 
customers. 

Executives and managers are accountable for results 
and effectively make the business case for resources 
based on the level of service expected from the 
public. Organizational components freely share 
resources to meet workload demands and to better 
serve the customer. 

SSA's executives have developed a philosophy of leading by example. They mentor the 
next generation of leaders by entrusting them with assignments that challenge both their 
knowledge and abilities. Executives and managers arc compensated based on their 
leadef5hip initiatives and outcomes and the accomplishments for which they are 
accountable. Peers', employees' and business partners' views help evaluate these 
leadership skills and achievements. 

A prinmry leadership focus is on motivating, developing, retaining, and recruiting a 
highly skilled workforce. Executives and managers encourage employee growth and 
development through increased training opportunities and rotational assignments. They 
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create a work environment that supports innovation, risk taking, and cooperation with 
compensation levels, performance bonuses, and awards tied directly to accomplishments. 
Horizontal communications and teams provide innovative quality solutions. Teamwork, 
collegiality, and integrity are essential keys to problem solving in 2010. 
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v. NEXT STEPS 

The process ofcreating the Vision has been completed. The process of pursuing the 
V~ion is just beginning. SSA must begin addressing Ihe far more difficult challenge of 
realizing the Vision, As an early ftrst step, initiatives are being announced in the areas of 
technology, training, upgrading ofskills and positions, and activities related to 
operational flexibility. 

In addition to obtaining the capital investment and human resources needed to achieve 
the Vision, SSA must link and sequence the Agency's strategic planning and budget 
processes to the Vision to ensure that resources and priorities arc properly aligned. 

A crilical first step in this alignment will be to reshape the guidance in the nexi Agency 
Strategic Plan (ASP). We will develop new strategic objectives to sharpen our focus and 
mark our five-year progress in the areas that are key to positioning the Agency to realize 
the Vision. We will redifCct some existing strategic initiatives and create new ones where 
appropriate to effect necessary business process changes. And we will rethink our 
accountability mechanisms to support a more fluid, integrated approach to managing for 
the results. 

In addition. we will engage in more detailed service delivery planning. We wilt map out 
more specifically our business requirements- how our core business processes must 
change and organizational functions must adapt to realize the Vision, From the business 
requirements, we will outline how the Agency's human and information technology 
resources must evolve to support new ways ofdelivering service. Our five-year human 
resource plan will build upon the new bUSiness requirements and specifY the target 
positions and skills that will be needed, and the action plans and !imelines for delivering 
these resources. Likewise, our information technology plans will build upon these same 
requiremenls to specify the target systems infrastructure and the action plans and 
timelines for achieving it. 

The Vision is not static, While the Agency's initial focus is on 2010, the Vision will be 
an evolving one that carries SSA beyond 20] O. It also wil1 evolve in the intervening 
years 3.S changing environmental factors, both internal and external. signal the need to 
make adjustments or develop alternative scenarios, SSA will refresh the Vision at least a 
year before each new ASP to reinforce its role as the driving force for the ASP and 
subsequent decisions and plans. The vision refreshment process will also serve as an 
impetus for the Agency to incorporate the latest technological advances into i1s business 
processes, 

While the 2010 Vision document is complete. it is important to understand that the 
process ofvisioning and strategic rlalUling never ends. SSA will continue 1(' look ahead. 
anticipate, and plan for the changes in our world that will impact the service we deliver. 
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USTOFABBRmnATIONS 


AFGE 
ASP 
BLS 
BVS 
CDR 
Co-op 
DDS 
DOC 
Dl 
DOL 
FO 
FTE 
GPRA 
HALLEX 
HCFA 
HI 
HUD 
INS 
IRS 
IVT 
NES 
OACT 
OB 
OCO 
OCREO 
ODO 
OEO 
OHA 
010 
OPM 
OWA 
PC 
PDA 
PKI 
rOMS 
PSC 
RRB 
RSI 
SSI 
SSN 
STEP 
TSC 
Title IJ 
Title XVI 

American Federation ofGovemment Employees 
Agency Strategic Plan 
Bureau of Labor Statistics 
Bureau of Vital Statistics 
Continuing Disability Review 
Cooperative Education Programs 
Disability Determination Services 
Data Operations Center 
Disability Insurance 
Department of Labor 
Field Office 
Full-time Equivalent 
Government Performance and Results Act 
Hearings, Appeals, Litigation and Law Manual 
Health Care Financing Administration 
Health Insurance 
Housing and Urban Development 
Immigration and Naturalization Service 
Internal Revenue Service 
Interactive Video Teletraining 
Non-English Speaking 
Office of the Actuary 
Office of Budgct 
Office ofCentral Operations 
Office of Civil Rights and Equal Opportunity 
Office of Disability Operations 
Office of Earnings Operations 
Office of Hearings and Appeals 
Office oflnternational Operations 
Office of Personnel Management 
Office of Workforce Analysis 
Personal Computer 
Personal Digital Assistant 
Public Key Infrastructure 
Program Operations Manual System 
Program Service Center 
Railroad Retirement Board 
Retirement and Survivors Insurance 
Supplemental Security Income 
Social Security Number 
Senior Training Employment Program 
Teleservice Center 
Title II of the Social Security Act 
Title XVI of the Social Security Act 
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AND THE AGENCY STRATEGIC PLAN GOALS 

PUBLIC UNDERSTANDING 
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RESPONSIVE PROGRAMS 

A-2 




STRATEGIC INITIATIVES 


The section entitled Focusing the Vision deJ'cdbes spi!ciflcfeatures ofthe Vf,ri!)fI,' features 
that include principles ofenhanced service and frey enablers. This section describes 
these key enablers, more fully by delineating related strategic initiatives thaI will make 
the Vision a reality, 

» SSA will accelerate the redesign of its processes, SSA will evaluate and 
aggressively streamline its progranunatic and administrative processes, eliminate 
processing steps that add no value, and further automate its processes to gain 
optimum customer service improvements and benefits. 

» 	SSA wilt implement a process that ensures that its technological infrastructure is 
sufficiently current to effectively support managing the Agency's workloads (e.g., 
through the establishment ofa three-year refreshment rate). 

> SSA will aggressively develop and improve Qn~line services for customers. The 
Agency will provide and successfully market 24/7 access to a futl range of services 
over the (nternet and through its enhanced automated toll free telephone 
s(rvlces. Direct customer support will be provided during expanded busmess hours. 

~ 	 SSA will build and maintain a technological infrastructure thai fully supports flexlbJe 
service delivery and workload processing. Wireless, portable Internet access 
dl!vices usable at any location, equipped with voice recognition technology. and 
language translation capability will accelerate and improve the Agency's delivery of 
service to its customers. 

Jo:. 	 SSA will develop integrated, user-friendly expert, decision support and on~line 
reference systems with the latest processing instructions, policies, and procedures to 
assist employees with their work. (For more explonalimI See page A~5) 

:> 	 SSA will initiate an automated application process for potential retirement and 
$urvivor claimants. SSA will use electronic access to information to identify 
customers who may qualify for benefits, such as those nearing retirement age. or 
thvse for whom other factors of entitlement may occur. (For more explanation see 
page A-6) 

» 	SSA will enhance its toll free telephone scrvh:e by improving call distribution and 
routing. and providing voice recognition and reaJAtime language translation 
capability. User~friendly automated software will replicate normal conversation and 
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will afford callers access to their customer service records to update or change certain 
information without the need for employee assistance. Customer service and 
customer satisfaction will be improved by allowing customers to transact business at 
times convenient to them. (For more explanation see page A-7) 

~ 	 SSA will offer customers the option of receiving notices electronically in a wide 
variety of languages. SSA will develop additional electronic notice options for 
customers with disabilities through such means as audio notices via voice synthesis 
filr the visually impaired. 

~ 	 SSA will create an infrastructure that supports multiple modes of video
conferencing for a wide range ofapplications, e.g., customer interviews and 
hearings, claimant conferences, interoffice meetings and consultations, and training. 

~ SSA will develop systems and implement processes that ensure the privacy and 
security of information maintained in our electronic records or provided to outside 
entities. To minimize occurrences of unauthorized access leading to fraud, 
authentication of the individual or entity accessing SSA data will be ensured through 
such means as Public/Private Key Infrastructure (PKI), encryption, biometrics, smart 
cards, or other technological solutions. A comprehensive system ofcross-references 
and data mining will hclp detect program abuses. 
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SSA will develop sophisticated expert and decision support systems that build on existing 
systems. Tapping into in-house expertise, infonnation will be made available 
electronically to those who need it. This process will involve gathering, organizing, 
analyzing, and finally sharing the Agency's expert knowledge. In addition, SSA will 
develop and maintain an up-to-date, on-line reference system that includes POMS, 
HALLEX, and other reference material as a single presentation of policy. 

The systems will be user-friendly with the ability to be voice activated. Since the 
information will be available to SSA and DDS employees and external customers, it will 
be integrated and presented according to employee and customer needs, e.g., regarding 
subje(:t mailer. 

The expert and decision'support systems will help employees do their work by: 

• 	 Providing infonnation necessary to understand the complexities of policies and 
programs and to process a broader range of actions without hand-offs to other 
employees or units; 

• 	 Evaluating medical information and allowing initial disability intake components to 
adjudicate cases with certain characteristics, without handing otrto another unit; and 

• 	 Providing the tools to access SSA's institutional knowledge base. (See page A-30.) 

The use of expert and decision support systems will save time, increase efficiency and 
quality, boost performance, save costs, and improve customer service. 

These systems will free DDS resources to evaluate more complex medical evidence and 
to review cases to provide ongoing feedback and training. 

Similar systems will help external customers transact more business with SSA via the 
Internet. Customers who would otherwise require employee assistance will be able to use 
the expert system to complete their transactions. • 
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SSA will aggressively pursue systems and policy changes that will lead to an expedited 
retirc'l'Ilcnt and survivor initiat claims process. The Agency will begin development of 
expedited entitlement processes by focusing frrst 00 two key events-attainment of 
retirement age and electronic notification ofdeath. 

The (:xpedited retirement initial claims process will be an integrated part of the Social 
Securily Statement. As Statemen1s are produced. the system will identify those 
customers approaching retirement age. A few months prior to attainment ofretiremeot 
age, nn "expanded" Statement will be sent to insured individuals. The statement will 
explain available options and ask those lead questions necessary to determine other 
facto:'!> affecting eligibility (e,g,. dates of military service, marital mformation. prior 
benefit history, etc.). 

The Social Security Statement (provided electronically, If that is the customer's 
preference) wlll afford the number holder an opportunity to review the information on 
me and the projected eligibility infurmation, Ifcorrect, the individual can direct SSA to 
start monthly benefits either through the [nternet. by surface maiL by telephone, or in 
person at the local community-based office. (Note: In all instances, Ihe individual will 
have to provide direct deposit data.) 

SSA will work with State agencies and funeral homes to expand and improve electronic 
notification ofdeath_ Electronk death notices will be screened against SSA records 
(SSN; customer account histories, status ofsurvivors, etc,) and State records (marriage 
and divorce records), If survivor benefits appear to be payable, the system will send a 
notice advising the surviyor(s) oftheir potential eligibility, The individual will be asked 
to verify the information on file and provide any necessary additional infonnation or 
evidence, If the information is complete and verified, the individual can direct SSA, 
either through the Internet, surface mail. telephone, fax, or in person at the local 
community-based office, to begin monthly survivor benefits, 
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By adding voice recognition and realistic speech s;mthesis capabilities to the toll free 
telephone service's autolfUited prompt, customers wilJ be able to internct with the 
automated system in a conversational style, This user-friendly feature will improve the 
effecl1vencss of the automated system and the quality oftlle customer's experience. The 
improved automated prompt will reduce tbe volume of calls routed for employee contact 
and the number of abandoned calls and caHbacks, 

SSA will build on tbe currently planned Intelligent Network Routing capability. Morc 
sophisticated call dL~tributjon and routing will allow much of the toU free telephone 
traffic to be handled regionally without jeopardizing access or response times. The 
system would first look to available can-answering resources within the geographical 
area related to tbe eaU's origin. If an agent is not readily avtlilable, the call would then be 
routed without delay to an available agent anywhere in the nation, 

The application ofelectronic language translation capability will expand services to non
English speaking (NES) callers. The increasing numbers of NES callers and the number 
of different languages will continue to be a challenge. Offering realistic automated 
service in languages other than English is critical to the future toll free service provided 
by SSA to the public. 
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)} SSA will aggressively pursue real-time electronic verification of specific 
information needed to serve its customers, e.g., SSA will have access to appropriate 
information from State BVS, VA, INS, RRB, INS, etc. (For further explanation see 
page A-9) 

)} SSA will develop systems and processes that facilitate obtaining medical and 
financial evidence electronically. (For further explanation see page A-IO) 

)} SSA will establish electronic folders that include complete customer service records. 
The electronic folder will be accessible by authorized SSA or DDS employees from 
any location. Establishment of the electronic folder will facilitate the transition to a 
paperless processing environment. (For further explanation see page A-II) 

)} SSA will develop agreements and processes so that customers can authorize SSA to 
provide secure electronic verification of their SSN or other specific information to 
States and other entities, much like the current employers' verification system. 

A·8 




" , 

~~@l1~~ 
. , 

SSA will have electronic access to vital statistics information to verify certain entitlement 
factOl's. 

An integral part of the entitlement process will allow automatic verification ofcertain 
information. For instance, in a benefit claim when the system encounters an unverified 
date ofbirth, the system will automatically transmit a finder (an electronic request for 
infonnation) to the State or local database that houses the records for the reported place 
ofbirth. If the finder locates a matching record, verification that certifies that the 
reported record exists is returned electronically to SSA. The SSA record is annotated to 
indicate the verification. Ifverification cannot be obtained, the return message will 
indicate the absence of a corroborating record and the alert will prompt the user to submit 
a secondary source for verification. The identical process will be used to verify dates of 
marriage, divorce, adoption and other factors ofentitlement that can be verified through 
State Bureaus of Vital Statistics or other official sources, including the INS, VA, RRB, 
and others. 

The ability to electronically verify entitlement factors will streamline the claims intake 
process, save employee and customer time, provide enhanced customer service, reduce 
the US4! ofpaper, and save the expenses related to paper handling and postage. 
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SSA ,,\ril1 develop options consistent with medical data standards and security/privacy 
regtl'~ltlolis with medical providers and custodians ofmedical records to have evidence 
related to disabilitY1 such as capability and living arra.ngements. available to the Agency 
electronically. SSA and DDS will continue to aceept paper records, but will provide 
advlc(~ and guidance to those sources to facilita1e conversion ofmedical evidence to 
electmnic records, SSA will establish processes that allow for centralized scanning of 
medical evidence as wen as providing for incidental scanning at the local level. By 
capturing and storing this evidence eledronically, offk:cs will no longer need to handle 
and ship large paper files. This will allow SSA and DDS employees immediate access to 
medical evidence regardless of its physical location. Proper security measures will be in 
place to protect the privacy and integrity of the data received. 

In addition, SSA will develop options with financial institutions that will allow SSA to 
obtain fmancial evidence electronkally, given the proper authorizations by lhe cuslomer. 
Financial evidence IS necessary in determining eligibility requirements for SSI customers. 
This will provide SSA with real~filtle access to records reducing the time for input and 
analys~s. By 2010, virtually all bank recQrds will be electronic. and access will he a 
matter of securing necessary authorizations and ensuring the privacy and security ofthe 
data transmitted. 

Secure j electronic aecess to both medical and financial information will support the 
Agency's move to a totally paperless process, and will relieve both the Agency and the 
customer from the burden oflocating and handling large amounts Qfpaper. 
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To support a paperless process, SSA will develop an electronic folder. The electronic 
folder will be a virtual repository ofa particular customer's information. The information 
may have originally been electronically established by SSA, received electronically from 
another source, scanned from paper and converted to an image, or it may be held by 
another authority, such as a State 8VS and linked to through the electronic folder. The 
actual physical location of the information will be transparent to the user. 

The information available through the electronic folder would include data such as a 
customer's SSN record, earnings history, evidence related to a claim (including pertinent 
medical evidence), payment information and history, as well as a complete record of the 
customer's dealings with SSA. Authorized SSA and DDS employees will be able to 
access the electronic folder from any location. 

Customers will also be able to access, with appropriate privacy and security safeguards, 
specific information from their electronic folder over the Internet or other electronic 
meam· for purposes such as determining the status ofa claim or inquiry, reviewing the 
accuracy of the record or evidence on file, or planning for future events sueh as 
retirement. 

A single transaction path will easily move users-employees and customers-to the 
application needed to complete a transaction or to access specific information. For 
example, for simple functions such as a name change, one transaction will change the 
information for all affected records-the SSN record, the earnings record, the Retirement, 
Survivors, and Disability record and the Supplemental Security Income record. 

Secure access to information will also be available over the Internet to certain authorized 
third parties. For example, an attorney will be able to help a client assess the value of 
appealing a decision, a vocational expert will be able to help a disability beneficiary with 
returning to work, and a doctor will be able to review evidence electronically prior to 
performing a consultative cxamination. 

The clectronic folder will rcmove geographic barriers to processing virtually any type of 
transaction or query as well as provide the means for the single transaction path type of 
processing. Electronic folders will also be developed for administrative files (e.g., 
personnel, contractor files, etc.). It remains one of the largest single contributors to 
paperless processes for SSA. 
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):. 	 SSA will expand the functionality of field offices, program service centers.: 
tcl-cscrvice centers, and the Office of Central Operations. These operating 
facilities will handle a full range of workloads, including toU free telephone cans, 
claims, Internet workloads, exception work, and other more complex workloads. 
These enhanced and integrated facilities will form a dynamic, integrated, highly 
flexible customer-driven service delivery network. Enhanced technology (e.g., 
electronic access 10 informalion and evi4ence, electronic folders, expert and decision 
support systems) and job restructuring win enable SSA to move work in a real-lime, 
seamless, and efficient manner, taking full advantage of an its resources. (For further 
explanation .'lee page A-B) 

)- SSA will restructure existing direct service positions in field offices. tcleservit:e 
ccnlcrs, program service centers, and the Office of Centra) Operations. (Por further 
e:cplttllation ...ee page A·14) 

» SSA will develop a process that enables managers to consistently hire in advan<:f;! of 
Im,scs to minimize the gap that often occurs between the hiring and training of 
replacement employees and the departure of experienced employees, SSA will also 
implement procedures that will eliminate exis1ing barriers to employee movement 
across component lines_within the Agency. (F(}rfurther explanation sec page A-J 5) 

» 	SSA will develop a comprehensive quality improvement strategy to review and 
restructure all business processes. Business processes will be redesigned, 
streamlined, and automated to support the effective integration of process evaluation 
across component lines. The quality improvement strategies will fOCliS on increased 
in-line review; new and accur3te meaSures ofcustomer service; a halanced emphasis 
on quality and quantity; and support for adequate Iraining and tools. 

). 	 SSA will develop an integrated management information system, which accurately 
CarHures the work that we do, and the services we provide. The system will provide 
tools for analyzing trends and anomalies to improve the work processes and to 
enhance management of the work al all levels ofthe Agency, 

)- SSA will expand normal business hOUfS for direct customer contact for all services 
e.g" face-to-face, toll free, and voice and video over the (ntemet. to include some 
evening and weekend hours. As driven by customer demand and with consideration 
of c!mployee :.waiJability} SSA will evaluate the need to further expand hours of direct 
customer contact. 
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SSA witl create a flexible integrated service delivery network that supports customer 
choict: and operational flexibility. The knowledgeable and highly skilled workforce 
within this network supports the expanded functionality by providing a full range of 
customer service. The integration of the network will dramatically reduce hand-offs, 
referrals, recontacts, and repeat calls and will improve timeliness, accuracy, and overall 
service to our customers. 

Field offices will continue to be SSA's backbone in providing services in the community. 
These offices ensure that we will continue to serve those customers who need to talk to a 
representative in person. Field office employees will have very broad rather than narrow 
expertise and will be qualified to deliver services in all programs. Since most retirement 
and survivors claims and routine postentitlement actions will be submitted and processed 
electronically, these employees are involved in the more complex disability, SSI, 
postcntitlemenl, and appeals workloads. Their work will also include assisting the 
disabkd in returning to work. Field office expanded roles will involve increased program 
integrity activities and providing other government services to enhance one-stop 
shopping. Field offices will ensure that we maintain and develop new community 
relationships and that we will have a robust public information program. 

Streamlining and automation will allow SSA to transition program service centers, the 
Office of Central Operations and teleservice centers into an integrated full service 
network for customers who prefer to transact their business via the telephone and the 
Internet. Employees in these facilities will provide a full range of customer service just 
as employees in the field offices do. In addition to providing customer services and 
responding to e-mail inquires, employees in these facilities will process certain exception 
and diary workloads, agency initiated workloads, and specialized workloads best suited 
to do in a few locations. 
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SSA will improve customer service by restructuring its existing direct service positions in 
the Agency. Employees in the new direct service position(s) will be more highly skilled 
and higher graded and qualified to deliver a full range ofservices at the first point of 
contact whether face-to-face, over the telephone, or Internet. The redesign and 
automation ofwork processes, expert and decision support systems, and on-line up-to
date reference materials will enable employees in this new position(s) to provide a full 
rangt: of services in all programs. 

SSA will establish core job functions and competencies for the new restructured direct 
service position(s). As employees develop skills and competencies they will have the 
opportunity to additionally take on higher-graded responsibilities that will involve more 
complex decision-making and independent judgement. Career advancement 
opportunities will also be available in areas such as integrity, security, quality, process 
evaluation, information technology, communications, and management. SSA may take 
full advantage of personnel flexibilities available for accelerated advancement based on 
individual employee's skill attainment, application, and supervisory certification of skills 
and competencies, rather than time requirements. 
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The '~naneoge ofSSA's retirement wave offers a unique opportunity for the Agency to 
reassess hiring and staffmg practices and to direct replacement hiring to those areas 
where staffs are most needed. SSA will strike a better balance between the budget-driven 
hiring practices of today and the customer-driven practices that arc needed to enhance 
servi,:e to the American public. 

To support effective staff planning, managers at all levels will have the automate-d 
administrative tools needed to project and evaluate the impact of replacement hiring, 

To eliminate the delay betwee-o the departure of an employee and the recruitment and 
training of the replacement, SSA win consider changing the process in the following 
ways: 

• 	 (,ive managers multi-year authorized staffing aUocatiot1.'\ to provide the operational 
flexlbility needed to effectively plan, manage workloads, and provide consistent 
levels ofcustomer service. As staffing levels go below authoriz.ed ceilings, managers 
would have the necessary tools to evaluate hiring needs and the authority to hire 
replacements. 

• 	 Budget for and allocate full-time equivalents to permit repla<:ement hiring in advance 
oflosses (e.g., hiring six months before a projected loss occurs) allowing new 
employees to receive the necessary training and mentoring from the more 
experienced employees. This, along with appropriate succession plarrning. will aUQw 
for the all-important transfer of institutional knowledge to the next generation ofSSA 
employees, 

In addition, the Agency will do benchmarking with other agencies to determine how to 
most effectively remove barriers to career advancement and employee movement across 
SSA component lines. In tooay's world, internal FIE ceilings often create artificial 
barrii:rs to the selection of employees to fill vacancies in other compenents. 
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}- SSA will work with other agencies and organizations to provide public access to 
services via the Internet. For example, secure access devices in supermarkets, 
libraries, and rural locations will allow the public to have access to a wide variety of 
services from any number of government entities. These services will have electronic 
customer support (e.g. on-line "virtual assistants") to help customers conduct their 
business. 

» SSA will identify strategic partnerships in the private sector to provide technological 
alliances for expanding SSA's business processes. Leveraging the knowledge and 
experience of the private sector in areas including biometrics, security, wireless 
networking and knowledge management will increase SSA's ability to rapidly 
implement these technologies with minimized risk. 

~ 	To support "hassle-free" one-stop shopping, SSA will work with Federal, State and 
local agencies to effectively integrate governmental services, share information, and 
support similar outcomes through collocation of offices, standardization ofdata and 
documentation requirements, improved interagency communications and integrated 
toll free telephone and Internet services (e.g., Access America). 
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;;. 	 SSA will tailor the Social Security Statement to meet more specifically the 
infonnation needs of our customers and to function as a trigger for the automated 
application process. 

;;. 	 SSA will create a robust program of community relations to enhance our ability to 
communicate with hard-ta-reach segments of the population. SSA will build alliances 
with public, private, and non-profit organizations to optimize resources and maximize 
{hi! value of the public's interactions with us. (For further explanation see page 
A-IS) 

> SSA will usc evolving technology and enhancements to current technology to 
improve the speed and clarity with which we communicate. Usc to its full capacity 
the Internet for information exchange and service delivery as public access to records 
increases and target other communications media that has proven effective for the 
intended audiences. 

;;.. 	 SSA will create the organizational capability to speak with one clear voice, using 
employees and every opportunity to strengthen the public's understanding of the value 
of the Social Security programs, to themselves and society. 

;;.. 	 SSA will develop and implement tools and strategies to enhance information 
exchange among employees, recognizing the critical role that good communications 
plays in ensuring quality work and quality work life. 
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SSA will ensure that its programs arc wet! known within the community by using all 

. modes of communication and outreach. SSA employees will work with community 
groups to ensure widespread access to SSA's Website. Working with community based 
advoca<:y group~ will enable SSA to provide Internet access to all segments of the 
p{)pulation. This strategy will improve operational flexibility and expand customer 
access to SSA services. 

SSA will strengthen its efforts to seck out hard-to-reach segments of the populations. 
SSA will ensure, to thc extent possiblc, that employees share (or are knowledgeable of) 
the culture and background of the group{s) they are trying to serve. This cultural focus 
supports the Agency's efforts to more effectively serve traditionally hardvtovreach 
segments oftbe population, A key to developing more effective community networks 
will be our ability to build and maintain trust, and a prerequisite for that trust is cultuml 
knowledge and understanding. 

SSA will encourage and support partnerships with non~profii public interest and 
advocacy groups to help their customers in filing for Social Security benefits over the 
lntemet. Training will be provided to partncrlng organizations so that the basic tenets of 
the program are understood and proper development ofa claim is done at first point of 
contact. Such partnerships will be an asset to the customer, partnering organizations, ;!od 
SSA in detcnnining eligibility in a more timely manner, 

SSA will encourage the use of on-line servIces by public interest and advocacy groups on 
behalf oftho5e they represent. On-line services will allow them the flexibility of filing 
from \vhcrever they are and at whutever time ibey choose, The ability to receive on-line 
services will be an asset to these organizations who often times do not know the exact 
whereabouts oftheir clients from one day to the next and need to be able to respond 
quickly when a clienl comes to them for help. SSA on~linc services will provide them 
with that quick response. 
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~ 	SSA will work in full partnership with its labor unions, management 
associations, and advisory committees. This partnership will develop and grow into 
a vital process in which mutual partners come together in a collaborative envirornnent 
to identify problems as they arise and craft solutions together before decisions arc 
made removing barriers to improve customer service. 

SSA will include all partners in collaborative efforts, crossing component lines, by 
sharing infonnation, jointly developing options and solutions. and focusing on common 
interests and shared responsibilities. Partners will have mutual respect for each other's 
individual responsibilities and roles. 

Partnership with labor unions as the exclusive legal representatives ofSSA's employees 
will continue to improve and expand. In an interest based, consensual process union and 
management will work together to share infonnation on all proposed changes to identify, 
analyze. and solve problems before decisions are made. When issues cannot be resolved, 
clear and consistent alternate dispute resolution options will be available making it 
possible for union and management to continue to work in partnership to reach an 
agreement. 

Leadership from SSA's management ranks, from AFGE, the Agency's largest labor 
organization, and from its other unions and employee associations working together in 
partnership is a crucial factor in the human resource and technology innovations that will 
take place over the next tcn years. 
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)< 	 SSA will employ a wide variety of methods to reeruit new employees, (For 
further explanation see page,s A~21 and A-22) 

). 	 SSA will offer expanded benefits and increased growth opportunities to retain 
employees. (For further explanation see page A-23) 

» SSA will be a Learning Organization offering timely, responsive training and 
mentoring to employees through a variety of methods. SSA will offer employee 
opportunities for growth, development, and advancement through training and 
developmental assignments. (For furtller explanation see pages A~24 and A-15) 

~ 	SSA will expand ficxiplace options and flexible work schedules for emplo)'ees. 
SSA will balance flexible work arrangements with customers' needs and workload 
demands, (For further explanation see page .4-26) 

» SSA '8 facilities win be modern. accessible. safe, and secure. Facilities will be 
furnished to allow for fiexibJe working arrangements, e.g. working in teams, onsitc 
mectiIlgs and conferences, individual and shared workstations, etc. Security 
standards will be expanded and monitored to include non~SSA contact locations 
where employees will be working (e.g., teleeommuting centers. community centers, 
service agencies, etc.), 

). 	 SSA will have a results-oriented, oompetency~based, highly skilled and better 
paid workforce, (For further explanation see page A~21j 
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SSA faces a major challenge in replacing losses due to the "retirement wave." For the 
Agcncy to be positioned to meet this challenge there must be a variety of new methods 

. employed to recruit employees. 

Labor experts indicate that the most skilled, innovative and industrious workers will have 
the most options in a competitive job market. SSA's need to replace large numbers of 
employees requires a rethinking of the Agency's recruitment strategies. The Agency will 
intensify its recruitment efforts to include not only college. junior college, technical 
school, and high school graduates, but also experienced workers looking for new 
challenges and retirees (including former SSA employees). There will be a shift away 
from hiring based on narrow job standards to hiring based on broad competencies 
enabling the Agency to select employees who can grow and adapt as work requirements 
shift and jobs are redesigncd. 

The Agency will fully utilize available recruitment and retention incentives, e.g., 
recruitment bonuses, relocation bonuses, travel and transportation to first duty station, 
above-minimum salary level appointments, salary advances, retention atlowances and 
educational benefits. SSA will work closely with Office of Personnel Management to 
move aggressively toward implementing additional incentives, such as hiring Federal 
retirees part-time without reduction in annuity or salary. 

SSA will establish hiring competencies and an assessment interview process for 
applkants applying for Agency positions. SSA may use vidcoconferencing to conduct 
job interviews as appropriate. Employecs conducting asscssment intcrvicws will be 
traim~d in the use ofeffective interviewing assessment tools. An SSA recruitment bank 
will contain information about applicants who complete the job screening process. 
Managers across the country will have access to an easy-to-use, well maintained central 
database of qualified and screened job applicants. 

In addition to the recruitment bank., SSA will have a recruitment cadre to focus 
recruitment efforts on maintaining a diverse workforce. Professionally trained cadre 
members will have the authority to make job offers and to use an array of incentives. 

The key to an cffective recruitmcnt program is "marketing." SSA will use innovative 
marketing approaches. SSA will have an Internet presence that highlights why SSA is a 
great place to work. In addition to SSA's own.Website, agency jobs will be advertised on 
major job market sites on the Internet. 

SSA will provide current and former employees with information and facts about why 
SSA :~hould be considered an "employer of choice" that can be shared with family and 
friends (network of recruiters). 
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SSA will aggressively market the Intern, Co~op, and STEP programs in high schools, 
technical schools., business schools, -colleges, and graduate schools. Educational benefits 
in return for signing a service agreement will be an incentive used to attract individuals 
attending these institutions. 
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To relain and attract employees, SSA will continue to pursue increasing benefits and 
lnceniivcs in order to compete with the private scctQL The Agency will aggressively 
encourage OPM and Congress 10 expand famHy friendly policies and increase the 
benefits available to Federal employees, 

To retain experienced employees. attract new employees, and provide for appropriate 
succession planning, SSA will offer expanded growth and developmental opportunities. 
SSA will create a supportive work environment that gives employees an opportunity to 
confribute. learn, develop, and grow. 

Job enrichment opportunities will be made available for employees on at least a triennial 
basis, allowing them tQ pa.rticipate in job sharing, rotational assignments, career 
deve!<lpment prugrams, details, and working on cross component tearns. Developmental 
assignments will not only fo-cus on individual growth but will also enhance the 
knowledge base and efficiency of the organization. 

Employee career advaneement wHt not be constrained by FTE ceilings and limiting areas 
ofconsideration. Ail qualified agency employees will be able to apply and be considered 
for any posted position. The new electronic internal job application and screening 
process will facilitate the identification of the best~qllalified applicants to be referred to 
the selecting official. 
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The retirement wave, restructuri.ng ofjobs, and expanded use of the Intranet and Internel 
creallJ unique opPQrtunities for SSA to reassess the strategies and approaches to 
delivt:ring !r<lining, SSA will need to develop new models and approaches to providing 
entry-level training for new hires, retooling the current workforce, and offering 
0PPoiiunities for career-long learning. 

By 2010, programmatic and administrative training will be developed in training modules 
and delivered electronically at the desktop. SSA win develop a comprehensive national 
training curricula that will include program policies and procedures, workload 
management and processing. administrative practices. leadership development. 
technology and how to use it. a.,<; well as skills in analysis, writing, diversity. culturnl 
sensitivity, etc. These training mooules will be user friendly, interactive and include self
assessment tools to evaluate the knowledge and skills acquired. Training modules will be 
made available via the Intranet from the on~line SSA training library. 

As an approach to increasing access and use of internal knowledge, subject matter experts 
acros~ the agency~ using technology, will work together to maintain current and accurate 
training modules, To further ensure the accuracy of the information in these modules, 
lessons will be integrated with on-line, up-to~date reference materials. 

The lessons in these training modules will be progressive and related to the knowledge 
level being devetopcd. e.g. fmm basic to expert levels ofknowledge. EmploytX:s will be 
able 10 receive entry level, refresher, and Just-in-timc training at their desktop 
supplemented by othcr training methods as appropriatc, e.g., one-on~one, classroom, etc. 

SSA will develop a comprehensive retrnming and retooling program for the current 
workforce. Continual learning and development will add value to the workforce that is 
already on board and promote their potential by making them more knowledgeable. more 
adaptable, and better able to meet changing workload demands. These training programs 
will focus on adding new skllls and competencies to ensure job security. 

Training necessary to either teach new skills or introduce new policies and procedures 
will be delivered just-in~time utilizing trnining modules with knowledge-assessment 
10015. These modules will provide the flexibility for scheduling to meet individual 
trainins needs and workload demands. Training modules will be supplemented by other 
trnditional training methods as appropriate. 

All new Agency employees will reeeive orientation training. via desktop video, that will 
include a welcome mC&.'\3ge from the Commissioner and messages from the executive 
leadership on Agency values, missions, Hnd goals. Orientation will also include a 
description oforganizational roles, responsibilities and alignments; a description of 
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growth and learning opportunities available; as well as the history and philosophy of the 
Agency. 

Training will begin immediately after entering on duty (no longer waiting for regional, 
national, or vendor training classes to start) and will be focused on training modules that 
address both the employee and office needs. All new employees will have a training plan 
and be assigned a mentor. Actual work/tasks will be assigned progressively, following 
succl!ssful completion of lessons in a particular module. The mentor or supervisor will 
review and certify that the employee has demonstrated the ability to perfonn the 
work-jtask before moving on to another training module. 

Managers will support employees in developing individual growth and learning plans. 
Employees will have the benefit of an individual learning account that will allow them to 
pursue training in areas most important to their job performance, individual success, and 
well being. SSA will develop and communicate well-defined competencies and 
qualifications for all Agency positions. Employees will be able to detennine what 
additional training and/or experiences they need to qualify for targeted positions and 
build these into their plans. 

A-25 




, . " 
t {t ~ 1 

~~I'I1Illm~ 
_" __ ~~._ ~.1. _~ _, • _, __ 

To meet the increasing needs of the diverse population we serve and the changing needs 
of the future workforce we want to retain and attract, SSA will create a more flexible 
work environment. With advanced technology, we have the opportunity to provide 
service beyond the normal business hours in our offices and at locations outside the office 
setting. 

SSA will continually evaluate and assess the customers' need for direct employee support 
beyond normal business hours at a national and local level. SSA will show a level of 
commitment to customer service by expanding the hours ofemployee contact to include 
some evenmg and weekend hours. Flexible work schedules will help employees strike a 
balance between work and family/personal needs. 

Expanded flexiplace options will involve employees working In telecommuting centers, 
at nome, in libraries, senior citizen centers, etc. SSA will select work sites outside of the 
offio! that are safe and accessible to our employees and customers. Emplo}'ees will use 
secure wirekss, portable equipment to conduct business outside of the office setting. 

Providing additional hours for customer contact and creating a more flexible work 
environment will be a key fattor in SSA improving service, retaining experiented 
employees, and attracting new employees. TedUlology wiU be a critical enabler to 
mam~ge both the distributed work and the level of service provided to customers in this 
new flexible work environment. 
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Managers and employees will view work differently in the future, shifting the focus away 
from procedure~driven processes to focus on results and customer service, Employees 
will have very broad rather than narrow expertise and exercise judgement in perfonning 
their jobs, 

In 2010, the SSA workforce is more highly skilled and higher graded than it was ten 
years earlier. SSA may take full advantage of personnel flexibilities available for 
accelerated advancement based on individual employee's skill attairunent, application 
and supervisory certification ofskills and competencies, rather than time require~nls, 
As employees develop multiple skills and competencies they take on job responsibilities 
that (:ntail more complex decision-making and judgement. 

Working with arM, SSA will identify competencies and levels ofperfonnance for all 
positions. Continual learning and development will be the keys to enhancing employee 
skills and competencies, whieh will be critical to both the Agency's performance and 
individual employee success, 

SSA will develop an effecrive performance management system tbat will focus on setting 
well-defined objeclives and communicating what needs to be done to reach those 
objectives: 

• 	 Performance objectives will clarify expectations, Employees will know what is 
expected from them, 

• 	 Performance objectives will be challenging but attainable and provide employees a 
sense ofpurpose. 

• 	 Setting and achieving individual performanee objectives will create scif~confidcnee in 
employees, pride in their achlevemenl. and a willingness to a\:cept future challenges, 

SSA will link awards to employee performance, evaluating the level ofexpertise, quality, 
scope, and breadth ofwork. Monetary and non-monetary awards will also be used to 
recognize significant contributions mnde by employees, Managers will have award 
allocations at the beginning of the year, so that awards will be distributed in a ti~ly 
manner throughout the fiscal year. 
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}:. 	 SSA will develop a training strategy to prepare executives and managers to lead a 
more highly skiJled~ diverse, analytical, and physically dispersed workforce, and 
to manage reinvented and automated business processes in an electronic environment. 
(For further explanation see pnge A-19) 

);- SSA will expand its leadership development ,Jrograms to continually develop and 
foster candidates for future leadership responsibilities. 

> 	SSA will develop and implement a strategy to improve and institutionalize 
Imowledge management (KM). (For further expianatiml see page IkJO) 

>-	 SSA will be a leader in policy dc\'elopment and research in the following areas: 
(For further explanation see page A~31) 

• 	 Changes in medical care and medical teclmology to asses... the programmatic 
affect and impact on service delivery . 

•' 	 Effects of changing demographic and socioeconomic conditions on SSA services 
and programs. This will include research on changing family units, patterns of 
work, and retirement decision making to assess potential programmatic and 
administrative impacts, 

.. 	 SSA's leadership will pursue legislative and regulatory remedies for program 
simplification in all programs, This includes the elimination of lhe paper 
reconsideration process, 
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SSA's executives and managers face new and continued challenges as we advance 
toward 2010. The highly diverse, geographically dispersed and technologically advanced 
nature of customers and employees requires a different leadership and management skill 
set. In particular, SSA executives and managers will encourage personal growth and 
development, support open and honest communication, and develop integrated and 
strategic thinking skills_ 

Driven by greater flexibility in emproyee work schedules- and locations, management 
staffs will develop a stronger trust relationship with their employees, Management's 
focus will be more on accomplishing the c·ore mission in an effective and etlicienl 
manner and less on detailed monitoring of employee work, SSA will technologically 
evolve more in the next 10 years than il has during any other period in its. history. SSA's 
executives and managers will develop new skills in the application oftechnology to 
better achieve SSA's core mission and goals. The manager oftile future will participate 
in ongoing rotational assignments and career-long development opportunities across 
components, !v1anagers will be free from the paper-ha,<;ed administrative burdens of the 
past and can better focus on SSA's core business processes. Timely and accurate 
management information. as well as the modernized tools to access and analY-le that 
information, win be available for all managets to assess the quality of service provided to 
the public. 

The leaders and managers in 2010 will focus ort customers' individual needs and 
preferences and how the organization can meet them today and tomorrow, Other primary 
focuses will be on developing. obtaining and retaining a highly skilled workforce, 
developing strong alliances with other Federal, State and local governments and 
partnering with the private sector in areas that would benefit SSA In a renewed spirit of 
intergovernmental cooperation. the lines between government agencies at all levels are 
blurred as agencies work. together to present one face to the puhlic. 

The entrepreneurial philosophy demonstrated by SSA's leaders and lnanagers will result 
in enhanced collaborative relationships among management, employees; labor 
organizations, advocacy groups and the customers. The SSA of the future will be 
positioned and aligned to provide world class customer service, 
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"Knowledge is power." Most people are fumiliar with this saying; however. not so many 
are fumiliar ¥tith the term Icnow1edge management (KM). The concept of knowledge 
management and the implementation of KM strategies and projects have become 
increasingly popular and widespread in the private and public sectors. An effective 
knowledge management strategy will help SSA counteract the potential loss of 
institutional knowledge that will result from SSA's own employee retirement wave. 

SSA's KM strategy will successfully integrate information technology and the capture of 
institutional knowledge from the organization's workforce. SSA's strategy will be multi
faceted and will include, but will not be limited to: 

• 	 Development of improved mechanisms to capture employees' undocumented 
knowledge. Expansion of"best practices" sharing initiatives should be 
institutionalized at all organizational levels and used on a cwss~component and cross
regional basis, 

• 	 Development 0 f comprehensive user~friendly "knowledge porta!s.:' SSA' s Policynet, 
PRIDE (Project Resource Guide), and Intranet provide a good foundation for these 
comprehensive portals. These portals will include legal, procedural. policy, and 
administrative references and links, Tbese portals will be user-friendly, save time. 
and leverage expertise (i.e, best practices, technology development, policy 
clarification, etc.), 

• 	 Creation ofan "organizational culture" that encourages: knowledge sharing thrQugh 
mentoring. collaboration, cross-component project teams, and benchmarking (hoth 
private and public sector), 

• 	 Continued development and improvement ofexpert and decision support systems to 
deliver SSA's lnstitutional knowledge when and where it is needed (Sec A-5), 

• 	 The capture and codification ofcustomer experience through customer stories and 
interviews and their incorporation into employee traming and Agency pcrfonnancc 
assessment. and 

• 	 Continued involvement in interagency and private sector knowledge management 
organizations (e.g., Federal Knowledge Management Council), 

As stated earlier, knowledge is poweL Some employees and organizational components 
may fear that sharing knowledge with their collea.gues and counterparts may diminish 
their usefulness or eftectiveness. A successful KM strategy is dependent upon the 
Agency's leadership's ability ro counteract lhat fear and encourage the sharing of 
knowledge among aU of its organizational components and employees. 

SSA's employee retirement wave will strain the Agency~ however, the failure to capture 
institutional knowledge will seriously compromise the Agency's ability to reach its goals, 
and ultimately, achieve its mission. 
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Changes in Medical Care and Technology 

Medical and technological advances that pennit disabled individuals to remain in or 
rejoin the workforce are altering the concept of disability. Changes such as these require 
the Agency to re-examine the policies that guide our programs. 

New medicines and therapies being generated by mapping of the human genome and 
other advances in knowledge are more effective in preventing or controlling illness, 
lessening the length of time patients are unable to work. Therefore, conditions that were 
disabling in the past may now be short-tenn or episodic in nature. Technology in many 
fields, such as industry, communication, and medicine is providing increased 
opportunities for the disabled to work. 

SSA will need to be a leader in research that examines the effect of changes in medical, 
technological, job market and other trends, and will also need to encourage research 
outside the Agency in these areas. The Agency is already conducting groundbreaking 
research through an extensive survey of the disabled population. The Agency is also 
encouraging external research through a Disability Research Institute and is developing a 
research design that will help the Agency monitor and evaluate the medical listings used 
to determine eligibility for benefits. 

Effects of changing demographic and socioeconomic conditions 

SSA will continue to research and analyze the programmatic and administrative impact of 
demographic and socioeconomic conditions and trends that may weaken the ability of 
SSA's programs to provide an adequate base of economic security. The characteristics of 
the average worker and family covered by Social Security programs is influenced by 
trends in earnings patterns among men and women, marriage and divorce, child-bearing, 
life-expectancy, and other demographic and socioeconomic trends. This requires the 
Agency to examine the extent to which the programs may need to evolve to meet the 
needs of future workers and their families, the elderly, and persons with disabilities. 
The Agency needs to ensure that policy makers and the public have the information 
need(:d to assess the implications of these trends and proposals to strengthen the Social 
Security programs. 

Legislative and regulatory remedies (or program simplification 

The Agency will continue seeking options for program simplification and will develop 
specific proposals for policy change based on research and analysis including studying 
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the impact of the elimination the paper reconsideration step in all processes. 

Additionally, as the Agency assesses any proposal for policy change, it needs to consider 

the impact on program complexity. 


In developing proposals for program simplification, the Agency will strive to balance the 

need for clear, comprehensible programs with the need to maintain program integrity and 

ensure program rules treat beneficiaries equitably and provide adequate benefits. 
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APPENDIX B-2010: THE ENvIRONMENTAL SCAN 

Whitt is an "environmental scan;' and why is it needed? 

In tt,e context ofSSA's development of its 2010 Vision, the environmental 
scan is an attempt to identiljr the key trends and changes that will affect the 
way that SSA does business in 20 10 and beyond. 

The scan helps us understand the world in which SSA may exist in ten years 
and how we may have to adapt to be successful in this new world. 

Any attempt to speciljr what the future will bring is fraught with uncertainty. 
No one knows for sure what will happen tomorrow, much less in ten years. 
The scan pulls together a number ofkey trends and predictions from 
authoritative sources to give us a sense ofthe range ofpossibJe futures we 
may see. 

How was the scan done? 

The scan is the result of an intensive, but time-1imited j review of current 
literature, search of the Internet, and a series of discussions with SSA 
experts. Since the amount of speculation about the future is extensive, 
especially at the turn ofthe century, the scan does not cover all of the 
available sources. However, it will be an ongoing part of our planning 
process with new information factored in, as it becomes available, 

How is the scan organized? 

As we got into our research, the information primarily fell into eight 
categories: 

Demographics: including trends in population composition 
and literacy 

SSA Workloads: 	 including projections of the amount of 
traditional work SSA will receive 

SSA Employment: 	 including projections ofattrition in the SSA 
employee population 
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IIJ!rastructurelTechnology: 	 including projections on where computers 
and telecommunications are headed 

Human Resources: 	 including information about the workforce 
and work envirorunent in the U.s, 

Healtheare: 	 including trends in medicine, healtheare, and 
medical records 

Legislation: 	 including the impacts ofrecently passed or 
pending laws 

Socioeconomic: 	 including income projections and public 
attitudes 

THE: ENVIRONMENTAL SCAN 

Demographic Trends 

• 	 Shifts in the age distributions will be fairly st;tblc between 1995 and 2010; however, 
after 20 to there will be a rapid increase in the percent ofelderly as the share of the 
adult population declines in aU re~ions. The elderly percentage will increase most 
rapidly in the Soulh and Midwest, 

• 	 The population will become more culturally and ethnically diverse. By 2010. the 
population will be 67,3 percent white non~Hispanic, 14.6 percent Hispanic, 12.5 
percent African~American, 4.8 percent Asian and Pacific Islander and O.B percent 
American Indian, i 

• 	 The U.S. workforce will become more diverse by 2008. White, non-Hispanic persons 
wiII make up a decreasing share oflhe labor force, from 7),<} to 70.7 percent. 
Hispanics. non~HisPJnic blacks, and Asians and other racial groups are projected to 
c(,mprise an increasing share of the Jabor force by 2001> - 10,4 to 12,7 percen!, .md 
4.6 to 5.7 percent, respectively,J 

l Bureau of Inc Census, On-line posting, July 1995 "Population Profileoflbe United Slahl$:: 1995," 
htlp:IJwww.cens:us.govJpQPulatlory.popwprofilelp23wIS2.rn.lL (June 27, 2000). 
l Bureau of the Census, On~linc posting, January 13, 2000 "Projettions of!he Resident Population by Race, 
Hispanic Origin, and Nalivity: Middle Series. 2006 10 2010:' 
http://www.ccnsus:.gov/popu\atignfprnje£tiov,VrmtiQ:Wm.uum;yWpMS;Sf,pdf, (June 27. 2000), 
J Bureau of Labor Statistics, On~liIle posting, June 22, 2000 "Tormrrow's Jobs,'" 
http,lbitats.bls_govfocoloco2003.h1m (June 2B, 2000} 

http://www.ccnsus:.gov/popu\atignfprnje�tiov,VrmtiQ:Wm.uum;yWpMS;Sf,pdf


• 	 The Asian population is the fastest~growing group in all regions, with the greatest 
gains in the West,4 

• 	 The Hispanic~origin population is projected to increase rapidly, accounting for 44 
pl!r<:ent of the growth in the nation. The Hispanic-origin poputation is the second 
fastcst~growing populalion. after Asians. in every region. 

• 	 In the period 1998- 2008, more women than men will be entering the workforce.6 

• 	 With the economy apparently running out ofskilled workers, since nearly all were 
already employed earlier in the business cycle. employers must tum to less-qualified 
workers to fill new jobs.7 

• 	 Employers will engage in a number ofstrategies in response to a soortage ofworkers. 
Among the toost common are reducing requirements for new hires, improving 
working conditions. and panicipating in scbool-to-work partnerships.!! 

• 	 We have entered an em where participation in modem society and in the labor market 
will be linked to the capacity to accumulate knowledge and to develop and maintain a 
blOnd range of skills. Many adults are already in a posilion to excel in the knowledge 
society, But others will find it difficult 10 adapt to the eonditions and will fnee 
increased risks ofrcduced employment opportunities. uncmployment, redundancy, 
exclusion, and reduction in their overall quality oflifc. \I 

SSA Workload Trends 

• 	 The number ofreliremcnt and survivors insurance (RSt) beneficiaries will grow from 
37.918,000 in 19981044,332,000 in 2010, a 16.9 percent increase.1(} 

• 	 Whae the number ofSSI blind/disabled recipients will increase from 5,234,000 to 
5,851.000, or 11,8 percent. from 1998 10 20lO, the nurnber ofSSI aged recipients will 
decrease by 16,7 percent. down from 1,332.000 to 1.IIO.OOO,1l 

., Bureau onbe Ce:nsus "Pormlation Proftk: Qfthe United States: 1995." 

5 Uurc.eu of the Census "Population Profile of the t;ni!cd Slates: 1995," 

6 Bureau of Labor Statistics. On~lioo posting, t998 "Table 6. Civilian Labor Force 16 and Older, 1988 and 

1998. and Projected 2008, and Entrants and Leavers, AcIl1;11 19BB·lm and projc1,:ted, 1998·2008," 

rap;flglUS,bls,i.!ov/empit9S6.btm (June 27. 20(0), 


Robert I. l.ennan & Stephanie R. Schmidt. .. An OYl'1'View ofEconomic. Social, and Dcmogrilphtc Trends 
Affecting Ihe U.s Labor Markel," Urban Insl itu! c, On-line posting, August 1999. 
hHp:llwww.urbanill\litule.mg/emplo.Vfl1COt/dol frldQl finatrcflort.ndf. (Junc 27, 20(0) 37. 
, Lerman 46. 
'< Inicrnallonal Llfc Skills Survey. On~linc posting, June 27, 2000. http;llnsc~.cd.gov/ilss. (June 27, 2000). 
Ii! Socil.1 Security Administration 
(SS/\}, Office of!he ACfuary (OACf). 
11 SSA, OACT, 



• 	 The number of RSI and SSI aged claims will grow from a 1998 figure of3, 155,710 to· 
3,856,800 in 2010. Concurrent disability claims will increase from 2,966,147 to_ 
3,941,100 in the same period, a 32.9 percent increase,12 . 

• 	 The number of Social Security disability insurance beneficiaries will grow from 
4.691,000 in 1998 to 7,673,000 in 2010. a 63.6 percent increase. Disability auxiliary 
bl~ncficiury numbers will grow by 18 percent. However, the recent Return to Work 
legislation could affect these numbers. 13 

• 	 SSA received 71.8 minion caUs to its toll free number service (FY99 data). Two
thirds of those calls (47.6 milIion) were directed to live agcnts, and one-third (22.9 
mlmon) to the automated attendant service. The trend in toll free number call volume 
rdJects an increase of from one-ta-two percent each year through the year 2005. Tile 
Agcncy estimates toll free number call volume to reach 76 million by FY 2005. 14 

Trends in SSA Employmenl 

• 	 SSA currently employs J,536 employees with severe disabilities: 122 blind or low 
vision, 560 mobility impaired. and 204 deat: 1S 

• 	 SSA's retiree losses begin to romp up in 2001 and will peak between the years 2007 
and 2009. t6 

• 	 SSA estimates about 28,450 employees will reIire from 1999 through 2010 and 
4;3:,650 through 2020. The claims representative position will experience the most 
rotircc losses between 2006 and 20)0, Supervisors, social insurance specialists, and 
service representatives will experience increasingly hugc retirement losses in 
comparison to otber major occupations over the period.! 1 

• 	 SSA estimates the Office of Systems will lose about 1340 people from 1999 through 
20.0. Peak retirement periods in the Office of Systems will be between 2005 and 
2008. The computer specialist and prograrrnncr positions are predicted to lose the 
most staff to retirement!!! 

U S$A, OffK:'C l.lfBudset (08). 

nSSA,OACf, 

1~ SSA, Office ofOpcrnlions. 

U SSA, Office ofCivi.! Rights and Equal Opportunity (OCREO). 
16 SSA, OffiCC ofWorkfuree Analysis (OWA}, "Predicting Retirement Attrition for a Maturing 

Workfafce," Oc!{)ber 1998. 
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• 	 Total attrition &om aU causes from 1999 through 2010 is estimated to be over 38,000 
employees.19 

Trends in Infrastructure tlml Technology 

• 	 During the periO<i from 2000 through 2007, 1he following devices will become 
available: 

"Instant-on" home de,,'ices, by mjd~2004, will provide interactivity activity such as 
ofl-demand access to local weather and tmffic to family calendars and to-do lists. 
This will be accomplished through devices without the start-up delay and bulk ofa 
Pc. 

Multi-function mobile devices will be commonplace by 2005. Such a device will be 
used as a high-quality mobile telephone. In today's market place, these devices (like 
the one made by Nokia) open up to revealll screen that runs the length of the 
te.iephone. Functions in the latest version include data transmission for fax, c-rnail, 
Internet access, and image c.apture from a separate digital camera. 

Interacti\'c TV stnices will be launched around 2002. Microsoft's Web TV 
represents the beginning ofnon-PC-based inleraetivity in the home. 

A wearable computer-a light, compact belt~mouoted PC with speedl input and a 
head-mounted display over one eye (so that the user's vision is not obscured)-will 
emerge from the niche market by 2007, Such a device provides a self~contuined 
mobile system complete with input/output (1/0), processing, storage. and power 
supply. 

By 2004 head-mounted displays (HMO) win begin to offer viable alternatives to 
mobile handheld or laptop displays. Their main appeal will be in industrial hands
busy applications and in space-constrained consumer environments such as on a 
plane, where HMDs could give users: the illusion of viewing a large screen several 
feet away.20 

• 	 By 20 10 at least 75 p€:rcent ofaU Americans will own a Personal Digit Appliance 
(PDA) whkh will be continuously connected to the Internet.2i 

• 	 The successor to the internet will be the Very~High~Perfonnance Backbone Network 
Service (V-BNS) now being tested in government and university research centers, It 
will have ten times the capacity of the current Internet's maximum capacity. It win 
integrate streams of data from multiple sites simultaneously and wilI allow for real-

IV SSA, OWA. 
10 J. Fc:nn, A. Apfel, 1. Pultz, R, SchullC, T. Autiiin., k. Latham ''Technology Trends: 1998~2008." Gartner 
Group Interactive, On-line posting, lviarch to, 1999 hftp:llro.OOSAA,gQvlgspllganner/rechtreodt.. (June 29. 
2000) 5-8. 
11 David Pearce Snj'dcr of the Snyder Family Enterprise 
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lime, three~dimensional audio and video lransmission, It will be available for general 
public access shortly after 2000, ~~ 

• 	 There will be more speclaJ¥p:urpose devices that have the ability to share information 
through common protocols 3 

rn the luture, each appliance will be able to access multiple networks for different• . -,
SCTVlces.~ 

• 	By 2003, bandwidth on a single optical fiber will reach 20 terabits per second (tps), 
compared to a capacity ofone tps in 2000,2$ . 

• 	 Converged network services (eNS) will enable a single network s.ervice provider to 
meet an enterprise's full voke. data, and video !ocaI and long-distance needs. By 
2003. all major network service providers will offer eNS based on Asynchronous 
Transfer Mode (ATM) and Internet Protocol (If) technologies. If win be the 
dominant end-user protoool,Ui 

• 	 It is possible to increase the transmission rates commonly available for an optical 
fiber today from 2.5 gigabits per second to 20. 40, or 80 gigabits per secoru121 

• 	 The next five years will be dominated by intense intra~industry competition to 

provide several orders of magnitude more bandwidth to residential consumers,2S 

• 	 The Internet will continue its meteoric rise in popularity.l9 

• 	 New applications ofWeb technology will appear continuallyJi} 

• 	 By 2006, wireless wide llrea network (WAN) data communieations technology will 
he broadly available and cosH:ffective, with only a Slight price premium over 
wireline WANs, in a majority of the U.s. and European markctsJ! 

• 	 Speech dialogues bave graduated from being a high~end. leading~edge tl.>'Chnique to 
become a standard teehnique in telephony automation. Following the success of 
:lpcech dialogues in telephony, dialogue capabilities will be added (0 desktop and 
other intemetivc systems. Naru~I~language dialogues will be embedded in operating 
systems beginning around 2005.3~ 

n David Pearce Snyder and Gregg Edwards, "The Light@theEnd uflne 20'hCentury,~ [999 
1) Dr. David C. ~agcl. President, AT&T Labs. Pr.iceWaterhQuseCoopers' "Tedmobgy Forcr.;;I:rt: 1m"'. 37. 
14 Dr. Amo A. Pcnzias, fonnerChiefSeientist, Lucent Technologies, Bell Labs Innovations. 

PriccWll.1erho\J~oopcrs' ''Technology Forecast: 1999," 39, 
2S Ftnn htlp:/fco.ba.ssa.gov/ospifgartncr/techtnmds. (June 29,2000) 7. 
2~ Fcnn hUfl:llco.ba.ss(l.govi()spilgartlier!t~'Chtn:nd$. (June 29, 200n) 7. 
21 DL Hagen Hulzsch, Iku15che Tclckom PriceWatcrhouseCoopcrs' "fcchnology Forecast: 1999:' 30. 
2~ PriccWatcrhouscCoopcrs' "Technology Forecast: \999". 78. 
29 PriceWatcrhooscCoopers' "Technology Forct:ast: 1999." 186. 
)0 PriceWatcrho\lS(:Coopcrs' 'Tl:chnology Fmecast: 1999." 187, 
!I Fenn hllp:llco.ba.5Sil.g{).../QsnUgnrtncr/techlrcll~. (June 29, 2000) 7. 
Jl F'.::nn bttp:(lcn.ha.ssa.!!ov/(l~pif!!artncr/tcchtrcnds.. (June 29, 20nO) 10. 
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• 	 Speech synthesis, also referred to as text-Io-speech. will play an increasingly 
important role a."l speech dialogucs evolve. Speech synthesis enables the system to 
pwduce audio output ofunlimited vocabulary (unlike prerecorded speech), which is 
essential in applications such as telephone access to e-mail or dynamic database 
infonnation. The growing imponance ofspeech synthesis will drive quality 
improvements by 200 l to 2002;.l3 

• 	 Translating telephone technology, which combines bi-directional continuous speech 
recognition, texNo-lexf language translation, and text-to-speech synthe.<;is, will be 
commonly used for many language pairs in 2007"H 

• 	 Deaf persons will commonly use portable speech-to-text listening machines at 
meetings or on the telephone,J$ 

• 	 Print-to-speech reading machines for people with 'visua.l impairments or dyslex.ia will 
be the size ofpalm~sized cameras, Youjust snap a picture of the tc.xt you want to 
read and it reads it to you, mcluding signs on a walL)6 

• 	 Computer-controlled power ortootic devices, or walking machines, will enable 
paraplegic persons to walk and elimb stairs/'! 

• 	 Biometric techniques are becoming more cost...effccljve and user-friendly, and will be 
integrated within two-ractor authentication packages3S , 

• 	 Computers will routinely include video cameras, and will be able to reliably identify 
their owners from their faceS)9 

• 	 Handwriting recognition will continue to evolve more slowly than speech 
recognition, but will reenter the marketplace in conjunction with the growth in noo
PC devices discussed above. Handwriting rcc0!i,nition fur mobile computing is 
e>:pected to enter the mainstream in early 2005. 

• 	 Anthropomorphic or "believable" agents provide an on~screen personality that drives 
a dialogue with the user, The personality may be a simple graphic or cartoon, or may 
attempt to render realistic facial contour. facial expressions and lip synchronization. 
Limited mainly to experimentation and entertainment today, anthropomorphlc agents 
will emerge as an eXlension to the agent metaphor by 2007 for some applications and 
classes of users, for example, training and help functions. 
in niche applications before 20OfL4 

! 

H Fenn hltp:/lco.ba.ssa.go'lfQsnjlgartneriteclllrendi.. (June 29. 20(0) 11. 

14 fcnn httn:llco.oo"5sll.g(tV/osri!gartncrjtcch:rcn~ (June 29. 2000) IS. 

J5 Fenn http://co.ba.ssa.gnviospilgt!!1D.~.rftcchin;:n.Q?._ Ownc 29, 2000} IS. 

~ FeM hllp::llcQ.bJ.s$a.l!.ovf(l~piLgar.netftechlfeTl\Js., (Juoc 29. 20(0)19. 

!1 Feml htlp:llco.ba.sslI.govlospi.lgartncr/fccblrends, (June 29. 2000) 19. 

}3 PriceWlI!crhouseCoopcTs' "'J'ecboology F(>rCC3St: 1999," 637. 

39 Fen:'! bltp:llco_ba.ssa.gov/oscilgartnerltcchlrends. (June :49, :woo} 19, 
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• 	 Agent intermediaries. The agent intelligence and dialogue capabilities that support 
generic user interface functionality will be applied to supporting electronic workplace 
fu[lctionality (e.g., information retrieval, calendering and messaging).42 

• 	 Intelligent assistance, which combines continuous speech recognition, natural 
language understanding, problem solving and animated personalities, will routinelr 
assist with fmding infonnation, answering questions and conducting transactions.4 

• 	 Skill mining lets a system automatically identify users' skills and expertise based on 
its observation of the documents they produce (e.g., reports, e·mail or discussion 
database po stings). This information is used to augment the system's information 
retrieval and knowledge management capabilities by causing it to fulfill a user's 
request for infonnation with pointers to knowledgeable colleagues in addition to 
document references. This functionality is currently available.44 

• 	 Embedded process knowledge. A target of many enterprises' knowledge management 
activities is to provide knowledge workers with lask·specific workstation 
environments that provide all the infonnation they need in a transparent manner 
(similar to the single point ofaccess to multiple databases and rule·driven screens 
used in many call centers). Based on the growing availability ofproducts that 
combine infonnation retrieval with collaboration, embedded process knowledge for 
specific tasks will be integrated withjust·in·time access to information and 

45colleagues, and will be available before 2002.

• 	 Emerging organizational trends through 2008 will include zero· latency enterprise. A 
zero·latency·enterprise strategy implies that all parts of the enterprise can respond to 
events as soon as they become known to anyone part of the enterprise. A zero· 
latency·enterprise strategy can achieve a breakthrough similar to that ofIBM's CICS 
(Customer Information Control System) by applying the notion of immediate 
communication among multiple, independent distributed systems. 46 

• 	 Untethered office. Once the price and reliability differential for wireless networking 
diminishes between 2005 and 2006, workers will enjoy unprecedented freedom to 
enter and retrieve information away from the confines of the traditional desk. The 
full implications of the ability to capture and access words, audio and potentially even 
video information at any time from any location have yet to be identified, but there is 
no doubt that the long·term impact on work patterns will be profound.47 

• 	 The availability oflow·cost, universally accessible wireless capability will lead to an 
era of spontaneous computing that will provide any·time, anyplace access to 
infonnation and messaging through highly portable or wearable systems. This 
capability will be enhanced by the ability to access information sources through 

42 Fenn http://co.ba.ssa.gov!ospilgartner/techtrem!s.(June 29, 2000) 12. 
4) Felin http://co.ba.ssa.gov!ospilgartncr/tcchtrends.(June29, 2000) 19. 
44 Fenn htlp:llco.ba.ssa.gov/ospilganner/techtrcnds. (June 29, 2000) 12. 
41 Fenn http://co.ba.ssa.gov/ospilgartner/techtrcnds. (June 29, 2000) 12. 
46 Fenn http://co.ba.SSfl.gov/ospilgartneritechtrends. (June 29, 2000) 13. 
4J Fcnn http://co.ba.ssa.gov/ospilgartncr/techtrends. (June 29, 2000) 14. 
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speech dialogues, which will blur the distinction between automated telephony and 
computer-based information services. 48 

• 	 The Web generation enters the workforce. By 2005, a generation raised on the Web 
will enter the workforce, further speeding the transition ofconsumer Web capabilities 
into the office environment.49 

• 	 Several countries (particularly in the Asia-Pacific region) will introduce national 
multipurpose smart cards for govcrnmental, medical, and financial functions. 50 

• 	 At least halfofall transactions will be conducted on-line. 51 

• 	 Seven-eighths of the impact ofnew technology arrives two-thirds of the way through 
the period ofadoption ... and the two-thirds mark of this transition lies immediately 
before us. Now all the things that were promised to us for years and years regarding 
information technology are finally going to happen, like workless factories, paperless 
offices, and a cashless society. It took some time, but now technology is widespread, 
powerful and cheap.52 

Human Re!'lOurce Trends 

• 	 In the future, savvy employers, recognizing the importance of growth, will use 
training and other growth opportunities as a recruiting tool, for leverage, and to 
differentiate themselves from comparues less sensitive to work demands. 
Increasingly, workers will stay with these emplorers longer because ofongoing 
learning opportunities and educational benefits. s 

• 	 The labor force age 45-64 will grow faster than the labor force of any other age group 
as the baby-boom generation (born 1946-1964) continues to age. The labor force 25
34 years of age is projected to decline by 2.7 million, reflecting the decrease in births 
in the late 1960s and early 1970s.54 

• 	 The labor force participation rates of women in nearly all age groups is projected to 
increase. The women's share of the labor force will increase from 46 percent in 1998 
to 48 percent in 2008, while the men's labor force Psarticipation rates for 5-year age 
groups are projected to remain relatively constant. .5 

4g Fcnn http://co.ba.ssa.g,ov/ospilgartncr/tcchtrcnds. (Junc 29, 2000) 17. 

49 Fcnn http://co.ba.ssa.gov/ospilgartner/techtrends. (June 29, 2000) 14. 

~o Priec:WatcrouseCoopcrs' '"Technology Forecast: 1999." 398. 

5l Fenl! http://co.ba.ssa.gov/ospilgartner/techtrcnds.(June29,2oo0) 19. 

52 David Pearce Snyder, cited in "Rollcr Coaster 2000," by Leslie Ratz, Mobility, August 1997. 

5J The Hcnnan Group, Inc., "Workers Want Growth," 6/22/99 

54 Bun:au of Labor Statistics (BLS), Releases New 19911·2008 Employment Projections 11/30/99 

http:/htats.bls.gov/news.rclcasclccopro.nws.htm. 

55 BLS, Employment Projections 11130/99 hnp:llst3ts.bls.gov/new.releaselecopro.nws.htm. 
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• 	 Eighty percent of baby boomers believe they will continue to work during their early 
retirement years. Fifty-two percent with household income 0[$70,000 and above 
plan to work for fun and self-fulfillment. Thirty-five percent with household income 
less than $30,000 plan to work for the income it will provide. 56 

• 	 More jobs in the future will require verbal and mathematical skills, as well as 
organizational and interpersonal skills. 57 

• 	 T.he face of the future workforce will continue to change, reflecting the changing 
features of the U.S. popuiationS8 

• 	 The educational attainment of the American workforce is rising in time to meet the 
sf:rious demands of the next century's highly technical, highly changeable job 
market. 59 

• 	 Labor market experts believe that nontraditional workers-people who work in 
alternative arrangements such as on call workers, independent contractors, temporary 
hdp or leasing agency workers, as well as contingent workers-will be a larger share 
of the future workforce.6o 

• 	 According to one national study, 65 percent of employers believed that, in the future, 
firms would increase their use of flexible staffing arrangements.61 

• 	 To facilitate flexible, efficient production operations-and to accommodate 
employees' non-work obligations-roughly one quarter of all U.S. jobs will be part
time, temporary or intennittent positions, mosl of which will offer pay and benefits 
commensurate with equivalent fulltime employees. 62 

• 	 Employer-provided pension plans may, in the future, continue the trend towards 
defined contribution plans or others with similar features. Other future changes in 
public or private pension policies mat' stem from workers returning to the workplace 
after retiring from their career jobs. ~ 

• 	 Changes in family structure, lifestyle choices, and the nature of work itself are 
changing workers' needs and preferences in health benefits. Workers seek benefits 

5~ 1998 Survey conducted by Roper Starch Worldwide for AARP 
57 DOL Report-"Futurework: Trends and Challenges for Work in the 21" Century". 
S3 DOL -"Futurcwork: Trends and Challcnges for Work in the 21" Century". 
S9 DOL -"Futurework: Trends and Challenges for Work in the 21" Century". 
60 DOL -"Futurework: Trends and Challenges for Work in the 21" Century". 
61 Department of Labor (DOL) Report on the American Workforce, Chapter 2 - The Many Facets of Skills, 
9/99. 
62 Roller Coaster 2000, "Forces Reshaping Daily Life and Work in America: 1999-2010," David Pearce 
Snyder and Gregg, 1999. 
63 DOL -"Futurework: Trends and Challenges for Work in the 21'( Century". 
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that fit a diversity ofnontraditional work models, including flexible work schedules 
and locations, second and third careers, and partial retirement.64 

• 	 Technological changes coupled with rising educational attainment of.'fer opportunities 
and provide the potential for increased competl{ ive employment for people with 
disabilities,65 

• 	 The workforce ofthe future will need to adapt to the rapid pace of technological 
change by continuing to upgrade tbeir skills. Lifelong leaming cannot be 
overestimare<i,«' 

• 	 The workplace of the future will see a substantial intrease in the number ofworkers 
who work from their homes or some location other than the office. though the overall 
proportion of workers whQ do so will remain small in the near future. 67 

' 

• 	 Continuous perfonnance improvement will be the expected norm oftearn-based info-
mated en1erprise in the 21£1. century,68 . 

Healthcar. Trends 

• 	 Genetic mapping of the human body will be complete.1I9 

• 	 Individuals will know much about their genetic profile and to which diseases the 
individual is susceptible. The profile enables doctors to prescribe the best drugs for 
each patient and to set up a preventative regiment. 70 

• 	 Some diseases will be conquered through gene therapy.71 

• 	 Genomics shifts healthcare tram cure to prevention. n 

• 	 Customization of care will grow in importance as consumers choose their own care 
paths and become more knowfedgeablc about their health.73 

MOOt w"futurework: Trends: and Challenges for Work in the 21" Ccntury". 

61 DOL ~"Futurework: Trends and Chuncngcs for Work in the 21"' Cenlury". 

~. DOL ~"FuturcW()tk: Trends and Challenges for Work in the 21" C.cntury" 

61 DOt ·"Futurcwork Trends and Challenges for Work ill the 21"'- Century". 

61 Sn}derand Edwards, "The Light@tnc End oflhc 20::.b Century," 1m. 

69 New England JOI.JNI(JI o!Mc4icine, 7/[199, "HealthCasc 2010", 

10 "HI~l.\lthC:\Si 2010," 

n "UI.,'althCast 2010," 

n "H(:althCast 20[(}," 

1) "f(,;althCast 2010." 
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• 	 Although the percentage of healthcare costs paid by consumers has dropped 
drastically in the last 20 years, costs will level offor rise somewhat as employers shift 
more of the costs to the workers,'4 

• 	 Microchips and nanotechnology may help people blind from certain kinds of illnesses 
to sec,'fS 

• 	 Genetically altered pigs may allow for an unlimited supply oforgans for transplants.16 

• 	 Regenerative tissue implants may be available, The implants may replace bypass 
surgery or angioplasty, and t113y assist paralysis victims to regain control of their 
bodies"11 

• 	 Medical records will become electronic. allowing for more complete documentation 
and instantaneous access for the individual and for those with appropriate


" 
penmSSlOfl. 'a 

• 	 The Internet will erase one the biggest handicaps of the healthcare industry-relay 
speed, It will slash the time it takes to make referrals, get test results, get paid, find 
patients for clinical trials. disseminate best prnttices, and share cost infonnation. It 
will quicken the pace for [he adoption ofnew ideas, new therapies and new 
measurements,19 

• 	 The Internet will aUow for greater access, Small clinics will be connected with larger 
hospitals and medical institutions 10 ensure standardizing of service. 80 

• 	 Use ofteehnology suth as the lnternet wiU be critical for disabled young people, yet 
having: a r~resentative whom under:;tands a person's individual situation will be 
impOrtant. ' 

• 	 Wristbands will continually monitor a person's physiological and emotional state of 
being, and WIll feed medical records directly into a database and onlo a "smart card" 
accessible to the person and authorized doctor. 82 

14 "HcallbCasI201O" 
1$ Washingtoh Pas!. 1219199. 
u "Ho:althCasI201O" 
T1 "H.!allbCust 2010" 
1ll "H':llitbCast 2010" 
19 "HcahhCnsl 2010". 
I\) "HcallhCasl 2010", 
SI Jcrmifur Jones, Youth Policy Workgroup Coofi.linalo-r. 
III HealthCarc 2010, Architectural Record, 5/97, 
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• 	 Designer antibodies may be used to immunize people against cocaine and other drugs 
83that users crave.

• 	 Vaccine to stop plaque formation that leads to Alzheimer's may be available,84 

• 	 Scientists have added a single gene to rodent embryos, creating significantly smarter 
mice, The finding could speed development ofmedicines for cognitive disorders in 
people, including age~related memory loss and Alzheimer's disease.is 

• 	 The Framingham Heart Study oftwo generations offamilies in Massachusetts 
indicates that the younger generation in the life period 55-70 is substantially less 
disabled than their predecessors at the same life period,86 

Legislative Trends 

• 	 The Health Insurance Portahili(v and Accountability Act oj J996_(Public Law 104
l!) 1), (HlPAA) is acting as a major force in moving the medical community into 
electronic patient records. The medl¢al industry will rely on electronic maintenance 
ofrecords and make these available to other partners following data standards, using 
electronic signatures, and employing se¢ure transmissions such as Public Key 
Infrastructure, Rapid progress is being made in these areas to ensure that providers 
aTC compliant wilh the legislation. The standards development activities are joint 
government and private industry efforts.s! 

• 	 The legislation of the next decade will deal with very tough issues regarding security, 
privacy, and the Internet. A balance will be found between protecting privacy and 
protecting access for the individual and for the collective good.88 

Sm::illttt:oltomic Trends 

• 	 j;orty-three million Americans change their place ofresidence each year (almost 116 
ofthe tOlal U.S. population).89 

• 	 By 20 10, the average adult is expected to be disillusioned with politics and 10 feeJ 
ulidervalued at work. Changing social structures, with fewer married couples, high 

8) Washing/on POSI, 8/24199. 
M Mayo Clinic Health Oasis, 10/26/99. 
Sl Washingtnn Post, 9/2/99. 

~ American Journal ofPublic Health, ! JtW. 

81 Booz-Allcn and Hamilton. 
" Jotm Christiansen, Stoet-Rivcs. 
~9 Tina Rosan, "Laws of the Landscape," a oomrnar, 4/12/99, al the Woodrow Wilson lnh:rnational Center 
for Scholars. 
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divorce rates and growing numbers ofadults living alone, will foster a "me" attitude 
to which politicians and businesses will have to respond.9o 

• 	 We can expect an era of prosperity lasting until 2025 ...prosperity can bring with it 
turbulent, perhaps violent, social and political change in the second decade of the 21 st 

century. A shift from conservative to liberal social, religious and political values has 
already begun and will gather strength during the first two decades following the 
millennium. 91 

• 	 The typical American family's income reached an all-time high in 1998, even when 
adjusted for inflation, as the still-strong economy wiped out most vestiges of the 
recession ofthe early I 990s. The nation's overall poverty rate-12.7 percent-was 
the lowest in two decadcs.92 

• 	 The results of our analysis suggest only minimal change in the timing of older 
Americans' retirement decisions into the next century. However, projections su~gest 
that a larger fraction of Social Security beneficiaries will work in coming years. 3 

• 	 The overall percentage of unionized workers declined slightly from 14.1 percent of 
thl! work force in 1997 to 13.9 percent in 1998, Public sector workers continued to 
have the highest union densit~ rate at 37,5 percent while the private sector declined to 
9.5 percent from 9,8 percent. 4 

90 John O'Leary, The New York Times, 10/18/99. 
91 Appfiet/ Futures International. 
91 Charles Babington, Washington Post, 10/1199 
9) Favreault and Ratcliffe, The Urban Institute, "Projecting the Earnings of Social Security Beneficiaries," 
New Developments in Retirement Research, 5/99, 
94 Labor Research Association. 
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APJ'ENDIX C--C:REATING THE 20.10 l7moN 

In November 1999. Commissioner Kenneth Apfel formally annount:cd his intention to 
develop a long-range vision of the Social Security Administration (SSA) for the future
a 2010 Vision. He stressed the importance of beginning to position SSA to effectively 
deal with the expected growth in disability and retirement workloads that will result from 
the aging baby boomer generation. Rapid changes in technology, advances in medicine, 
changes in demographics. SSA's own retirement wave, and increasing cllstomer 
expectations made the need for a 2010 Vision even more compelling. 

He assembled a 2010 Vision ream that was made up ofstaffmembcrs from a variety of 
SSA -j;omponents, participant's from SSA's leadership development programs, candidates 
for the Senior Executive Candidate Development Program, an AFGE union 
reprc!;cntative, and administrative staff. The Team brought a wealth ofoperational, 
systems, and administrative knowledge and experience to the effort The project was 
overseen by an Executive Steering Committee. 

The Team first conducted an environmental scall (See Appendix B) to identify key trends 
and changes that will affect the way SSA will do business in 2010 and beyond, Through 
independent research, meetings with other agencies, literature reviews. and a series of 
discmsions with SSA components, the Team compiled a range of likely future trends in 
demographics, workloads, employment and human resources, technology, healthcare. 
legislation, and social, economic and environmental faclon;, They balanced their findings 
with an analysis of the implications for SSA. and the areas ofgreatest uncertainties, such 
as dramatic changes in the economy or workloads increasing at a different rate than 
predicted, 

With the initial phase of the environmental scan completed, the Team conducted 55 
structured employee input sessions. The sessions, which were held in every region and in 
Central Office, involved a broad spectrum ofemployees who shared their thoughts on 
how they saw SSA dealing with its external and internal customers in 2010, 

In addition to the environmental SCan and employee input seSSIons, SSA conducted a 
numher ofpuNic focus groups in february 2000, Unlike lntditional focus groups of the 
past which were designed to elicit current customer satisfaction, these groups included 
future potemial customers (members of the public aged 20 to 55) and public advocacy 
groups, The fucus groups, which included advocates for disabled and non~English~ 
speaking, gave their unique insights into how they thought SSA should provide service to 
the public in the future. 

Begil1ning in mid-March 2000, the Team spent a good deal of time categorizing, 
summarizing, and synthesizing the informal ion they had gathered. As a result, a series of 
them.es and ideas emerged, falling primarily into six categories: service, human resources, 
technology, communications, programs, and other resources, These themes, and how 
they might affect the way SSA was to do business, were presented to SSA executives :and 
the Advisory board at an internal stakeholders' meeting in mid~April2000. Both 
Commissioner ApfeJ and Board Chairman Stanford Ross addressed the group. 
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In May 2000, the team released the first draft version of the 1010 Vision to the steering 
committee, In June and July 2000, both internal and external stakeholders met to review 
the near~completed 2010 Vision" In August 2000, the 2010 Vision was released as a 
finished product. The 20JO Vision becomes the cornerstone for the Agency's Strategic 
Plan, Consequently, all planning and budgeting will continue to be driven by the 
strate;gic initiatives contained in this Vision. 

• 
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POSTSCRIPT 

The success ofany major development effort is closely tied to the degree ofcooperation 
among those directly and indirectly Involved in the project. The project to develop 
SSr\'$: 2010 Vision was no exception. Its success hinged, in no sma.Il way, on the efforts 
ofoycr a thousand SSA and DDS employees, the SSA leadership, as well as people from 
other agencies and the private sector. 

From its im:::eption, a spirit of cooperation epitomized the projoct. While some 22 
managers, analysts, and support people served at one time or another on the formal 2010 
project team, it was many others who exhlbit(!d the interest, enthusiasm. and most of all, 
cooperntion that contributed so greatly to the soundness ofthe Vision, 

In an early briefmg to Commissioner ApfeJ; a picture ofa quilt was used to symbolize the 
VisiO/l, Resembling the process of making a quilt, the Vision is a blending of 
perspectives, piecing together differing views, ideas, skills, and knowledge. Like a quilt, 
SSA':; Vision for 2010 is both a legacy and a promise that reflects creativity, innovation, 
and d,:dication. 

The 2010 Vision Team members thoroughly enjoyed their experience. and arc grateful 

for (he input. participation and support of so many SSA and DDS employees. The Team 

was directed by Sue Davis and assisted by the following Team members during various 

stages offoe project: 


Jim Anderson. Mark Anderson, Maria Artlsta~Cuchna~ John Bielski, Mark Blatchford. 

Geri Bortz, Bill Dixon, Paula Foster-Pierce, Terrie Gruber, Mary Kay Hober, 

Steve Kautsch, 20Ann Lapinsky, Chuck Lewis, Carolyn Puckett. Nick SLAmant, 

Jim ScagneUi, Don Schoening. Debbie Somers, Nancy Veillon, Kathleen White, And 

providing invaluable additional support were Debbie Pettigrew. Annan White, 

Yvette Lewis, Peggy Nicholson, Sandi Sweeney, Allie Bonebrake, Odessa Douty. 

Mark O'Donnell, and Maria Perez. 


Some thoughts from the members of the project team are worth sharing... , 

"} personally found this experience to be an opportunity to 
learn and grow and! am sure that what I take from working on this 
team will benefit me in the future. I can only hope that every 
employee will have a similar opportunity in their career," 

"'I am proudest of the decision to select the quilt as our symbol. 
In that single image, we have captured not only the Vision, but also the 
creative process used to create the Vision." 

"J want to thank the management in DCFAM and the 2010 
Teum for the opportunity to participate in this project. This has been a 
rewarding experience with respect to the teamwork and collegiality 
displayed throughout the project-a truly "fun" project working with a 
wonderful tel:l:tn of individuals," 

"J want io Ihank AFGE for the wonderful opportunity to 
represent the union on the 2010 Team. The experience has been 
invaluable. Meeting with so many of our hard working, dedicafed 
employees lhroUghout the country and getting their ideas on what SSA 
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will look like ten years from now was exciting and energizing. It has 
been my pleasure to be part of this fme Team and my privilege to be 
part of such an important endeavor as planning our future." 

"I found it heartening that the thought uppermost in the minds 
of employees throughout the Agency is the desire to do a quality job in 
serving the public. The frustration that surfaced was one of wanting 
an organization that is capable of doing an even better job than we do 
today. SSA has a culture of which it can be proud, and which it needs 
to pass on to those who will be joining the Agency in the future." 

• 
"I enjoyed exploring the world of 2010 and applying that 

vision to the way SSA will deliver service 10 years from now. I also , 
liked seeing the positive, constructive responses from our employees 
as we shared with them what the future holds." 

" After 30 years in SSA, I continue to be encouraged by how 
deeply most employees care about our work and our customers. It is 
this caring and compassion of SSA employees that brings our Agency 
vision into focus and hopefully will guide us through the even more 
challenging implementation." 

"The 2010 Vision certainly has SSA pointed in the right 
direction. However, SSA will need to start acting on many of the 
strategic initiatives very soon if it hopes to realize all the promise 
contained in the Vision." 
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