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EXECUTIVE SUMMARY
OF AGENCY PERFORMANCE

INTRODUCTION

The Agency isfacing significant challengesin maintaining the level of service the American public deserves. For
more than half a century, Social Security has been paying benefits to workers and their families, but today the
Agency faces some of its most daunting tests as the baby boomers age and approach their disability-prone years.

To meet those challenges, the Social Security Administration’s (SSA) new Commissioner, Michael J. Astrue,
redirected the Agency’s priorities. Under the Commissioner’ s leadership, this Agency realized numerous
accomplishments not only under the Agency Strategic Plan for FY 2006 — FY 2011, but also in furthering initiatives
established by the new Commissioner. In addition, Mr. Astrue has established several new priorities to address
challenges the Agency will be facing over the next several years. These priorities include reducing the hearings
backlogs, improving the disability determination process, and increasing efficiency through technology.

This Performance and Accountability Report (PAR) reflects the goals of the Agency Strategic Plan for FY 2006 —
FY 2011, which was devel oped before Commissioner Astrue became Commissioner, and focuses on SSA’s many
accomplishments and challenges from FY 2007. Asthis PAR reflects, the Agency met or exceeded most of its goals
for thisyear. Indeed, with the establishment and implementation of the new Commissioner’s priorities, the Agency
has gone well beyond the accomplishments under the present strategic plan in order to serve the American people.
Challenges nevertheless remain, especialy in timely processing of disability claims and addressing record level
backlogs at the claims hearings level.

The Agency therefore will not waver in developing and implementing forward-thinking and innovative initiatives to
combat the growing challenges it faces. SSA is developing a new Agency Srategic Plan for FY 2008 — FY 2013.
This strategic plan will be a comprehensive plan of fundamental business process reform to address the Agency’s
workload and management challenges.

AGENCY PROGRESS AND INITIATIVES

Today, approximately 163 million workers and over 54 million beneficiaries count on Social Security programs.
The baby boomers — the largest generational constituency ever — are beginning to retire. The number of people SSA
serves has increased by more than 12 percent during this decade.

In addition to the demands of the baby boomers, increases in the nation’s population and expansionsin program
entitlements have contributed to the growth in Agency workloads. In 1978, SSA had over 85,600 employees to

provide services; whilein FY 2007 SSA had 62,000. Since 2001, SSA hasimproved productivity on average by
about two percent. However even with these productivity enhancements and improved processes, the Agency is
struggling to eliminate backlogs and keep up with these increasing workloads. Now more than ever the Agency
needs to embrace new methods and technologies to combat the rising workloads and growing backlogs.

While addressing these core workloads, SSA also has had to take on complex new responsibilitiesin Medicare,
immigration, homeland security, and other areas while facing overall Agency resource constraints. Since 2001,
Congress has appropriated on average $150 million less each year than the President has requested. Asaresult of
reduced funding and increased workloads, the Agency has been struggling to balance its new responsibilities and its
traditional work. The impact of this situation has adversely affected disability applicants who must wait anywhere
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from 17 months to 3 years in some cases to receive a hearing decision. Despite daunting demographic changes and
new Agency responsibilities, SSA is known for its can-do attitude and is respected for its management of programs
that pay out over $650 billion per year in benefit payments.

As the performance section reflects, SSA met or exceeded many of its goals for thisyear. In Fiscal Year 2007, the
Agency:

e  Served 163 million workers and over 54 million beneficiaries.

e  Processed over 2.5 million initial disability claims.

o Decreased average processing time for initial disability cases from 88 days in 2006 to 83 daysin 2007.
e  Processed over 3 million retirement claims.

e  Completed over one million non-disability redeterminations.

Although the Agency was able to meet or exceed some performance goals, other workloads suffered due to limited
resources. SSA was unable to meet performance goals for the number of hearings pending, the number of hearings
processed, and case production per workyear, among others.

To enhance SSA'’ s performance, a concerted and renewed effort has been made to improve the disability
determination process. The Disability Service Improvement Initiative (DSI) was rolled out in 2006 with the
expectation that the changes under this initiative would improve the accuracy, consistency, and timeliness of
decision-making throughout the disability determination process. Ongoing analysis of thisinitiative has led SSA to
propose the expansion of some aspects of DSI while continuing to modify and evaluate other aspects of the
initiative.

The quick disability determination (QDD) process from DSI has been successful, and the Agency isrolling it out
nationally. QDD uses automated tools to screen cases and allows SSA to fast-track cases that are most likely to be
allowed. To date, 97 percent of casesin the Boston Region, processed under QDD, were decided within 21 days
with an average decision time of 11 days. Eighty-five percent of these cases were allowed at theinitia review. On
September 6, 2007, the Agency issued afinal rule to rollout QDD nationwide.

On the other hand, the Agency’ s experience over the past year demonstrates the administrative costs of two DSI
components, the Federal Reviewing Official and the Office of Medical and Vocational Expertise, are far greater
over the foreseeable future than anticipated. The Agency does not yet have sufficient results to fully evaluate the
potential improvements in program efficacy that are the goals of the Federal Reviewing Official and the Office of
Medical and Vocational Expertise. Therefore, the Agency has proposed to suspend those processes so that the
Agency may redirect resources to address the backlog of hearings requests. SSA will, however, continue to collect
data from these processes to assess future alternatives.

A key feature of the Federal Reviewing Officia processisto provide a better developed and organized file for
hearing level review. SSA has determined that this process would be better applied to initial determinations rather
than later in the disability process. Asaresult, the Agency is developing an electronic case analysistool, or e-CAT,
to guide disability examiners through all aspects of their case determinations.

Improvementsin the disability determination process include improvements to the hearings process. Disability
hearings have been a growing workload for SSA. Eliminating the hearings backlog is amoral imperative for the
Agency. SSA does not anticipate eliminating this backlog until 2013; however, great progress on reducing this
workload has already been made. At the beginning of FY 2007 (October 1, 2006), more than 63,000 cases were
over 1000 daysold. In responseto Commissioner Astrue’s pledge to Congress and the American public, the
Agency concentrated on eliminating pending hearings that would have been 1000 days old by the end of the year.
SSA has accomplished this challenging goal and is continuing its efforts to eliminate the remaining backlogs.
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There are four areas which hold the most promise for eliminating the remaining hearings backlog:

Accelerating the review of cases likely or certain to be approved;
Improving hearing procedures,

Increasing adjudicatory capacity to schedule and hold more hearings; and
Increasing efficiency through automation and improved business processes.

A w DN PR

The success of these initiatives depends on timely and adequate Agency funding. Properly funded, these initiatives
will reduce the amount of time members of the public wait for a hearing decision and will lead to areduction in the
number of cases pending in SSA offices. While SSA focuses on the hearings backlog, its capacity for handling and
meeting its other workloads and responsibilities must not be weakened.

SSA has had to scale back the Agency’ s program integrity workloads due to budget constraints over the last several
years. SSA’sFY 2008 budget request, however, included dedicated program integrity workload funding. Program
integrity workloads are important because they ensure that people who have been approved for benefits continue to
be eligible for these benefits and are being paid the correct amount. These workloads are important to the Agency’s
stewardship efforts that protect the integrity of the Social Security Trust Funds and ensure the taxpayer’ s money is
properly used.

Two of the most cost effective program integrity workloads are Continuing Disability Reviews (CDRs) and
Supplemental Security Income (SSI) redeterminations. CDRs are periodic reevaluations of medical eligibility for
SS| and disability benefits. CDRs are estimated to save $10 for every $1 spent. SSI redeterminations are periodic
reviews of non-medical SSI eligibility requirements. Both CDRs and SS| redeterminations are extremely cost-
effective. The Agency’s Cooperative Disability Investigation (CDI) project continues to be one of the most
successful program integrity initiatives implemented. CDI teams are charged with obtaining sufficient evidence to
identify and resolve issues of fraud and abuse related to al disability claims and benefits.

SSA is recognized by the government sector and private sector as an information technology leader. Increased
investment in information technology isimperative if the Agency is going to survive escalating workloads and
insufficient resources. Improving automation initiatives is the Agency’s primary course for continuing and
improving service while enhancing productivity. Transforming the information technology environment will be
costly, but the price of not investing in these changes will be more costly to the Agency and the public it serves.
Seeing increasing public demand for services available viathe Internet, SSA devel oped the Internet Social Security
Benefit Application (ISBA). This online service alows the public to apply for retirement, spouses, and disability
benefits viathe internet. SSA is planning several enhancementsto the ISBA applications. Enhancements include
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usability improvements, additional automated customer support, and the ability for third parties to begin the filing
process and protect claimants' filing dates.

A number of other electronic initiatives are being developed. SSA is modernizing and streamlining core business
processes such as assigning Social Security numbers, reporting earnings, and applying for benefits by updating the
older software applications for higher performance and availability. Other initiatives include an enhanced online
retirement estimator, electronic representative payee accounting, el ectronic verification of vital events, and third
party bulk claimsfiling.

CONCLUSION

SSA is striving toward closing the gap between reduced budget appropriations and increasing workloads. SSA is
also working more efficiently, increasing productivity, and improving workload processes. Asan Agency, SSA
takes pride in making efficient use of its administrative resources. The Agency’s administrative expenses are less
than 2% of its operating budget. SSA’s cost-conscious attitude is aso reflected in its performance goal of annual
productivity improvements, its program management initiatives in furtherance of the President’ s Management
Agenda, and its dedication to maintaining program integrity.

The Agency has worked effectively and efficiently to meet most of its performance targetsin Fiscal Y ear 2007,
despite the budget shortfalls and diminishing resources. Fiscal Year 2008 will be another tight year for the Agency.
However, the Agency is exploring new strategies and technologies to address workload and management challenges
to provide the service the American public deserves and ensure the integrity of Social Security programs.
Nevertheless, sufficient resources will be absolutely critical to the Agency’s success future.

SSA FY 2007 PERFORMANCE AND ACCOUNTABILITY REPORT | 47 |



PERFORMANCE SECTION

AGENCY PERFORMANCE

SUMMARY OF FY 2007 PERFORMANCE

The following data summarize the Social Security Administration’s (SSA) achievements toward reaching its targets
for the performance measures specified in its Annual Performance Plan for FY 2008 and Revised Final Plan for

FY 2007. Where end-of-year data are not available, year-to-date performance is shown along with an indication of
when the final datawill be available. For these measures, the end-of-year data will be provided in the FY 2008
Performance and Accountability Report (PAR). Similarly, for those measures where year-to-date data were
provided in the last PAR, final data are displayed in the “trend” section of the particular measure. For milestones
and new performance measures, there is adiscussion section in place of achart or trend section.

The performance data presented in this section comply with the guidance provided by the Office of Management
and Budget (OMB) Circulars A-11 and A-136. The Data Quality discussion in the Overview of Key Performance
Indicators, Goals and Results section (page 16) describes SSA’s continuing efforts to enhance the quality and
timeliness of its performance information in order to increase its value to SSA’ s management and other interested
parties. Agency managers routinely use this performance data to improve the quality of program management and
to demonstrate accountability in achieving program results.

STATUSOF FY 2007 PERFORMANCE MEASURES
BY GOAL AND OBJECTIVE

The Performance Section details the specific expectations for SSA’ s achievements and documents the Agency’s
performance and accomplishments from FY 2003 through FY 2007. It also provides detailed discussions of

FY 2007 actions, which enabled SSA to attain its goals, aswell as the rationale, where appropriate, for why SSA did
not meet its established targets.

The following tables provide an overview of SSA’s performance measures. The measures are organized by the
goals and objectives they support as specified in SSA's Strategic Plan for FY 2006 - FY 2011 and published in the
Annual Performance Plan for FY 2008 and Revised Final Plan for FY 2007.

Key
Target Achieved L)

Target Not Achieve ¥

KPI — Denotes each of the Agency’s 16 Key Performance Indicators (KPI)

PART — Denotes each of the Agency’ s 15! Program Assessment Rating
Tool (PART) performance measures which are also Government
Performance Results Act (GPRA) performance measures.

! Performance measures 2.1c -Percent of S3 payments free of over payments (O/P) and underpayments (U/P) and 2.1e — Percent
of Old-Age, Survivors and Disability payments free of O/P and U/P each represent two PART measures — one for
overpayments and one for underpayments.
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Agency Performance Summary

Strategic Goal 1: To deliver high quality, citizen-centered service

Strategic Objective 1.1: Make the right decision in the disability process as early as possible

Performance Indicator FY 2007 FY 2007 Goal See
Goal Actual Achieved? Page #
1l.1a initiol dicahili ; ;
Percent of initial disability claims receipts 100%- 100%2 4 54
KPI processed up to the budgeted level
1.1p | Maintain the number of initial disability claims
pending in the Disability Determination Services 577,000 555,317 1+ 55
KPI | (DDS) (at/below the FY 2007 goal)
1l.1c . 3 3
KPI Number of SSA hearings processed 555,000 547,951 55
1.1d | Maintain the number of SSA hearings pending 3
kpl | (at/below FY 2007 goal) 738,000 746,744 56
1.1e ) ) o o
KPI Avgrage processing time for initial disability 88 days 83 days 4 57
claims
PART
1.1f
KPI | Average processing time for SSA hearings 524 days 512 days L 58
PART
1.1g | Average processing time for hearings appeals 242 days 227 days 1t 59
1.1h | Disability Determination Services (DDS) net 97%
: . 97% (thru June L 59
PART | accuracy rate (allowances and denials combined) 2007)
97%
1.1i | Agency decisional accuracy rate (ADA) 97% (thru June 1+ 61
2007)

! The budgeted level for FY 2007 was 2,530,000.

2 The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up numbers
that are .5 or higher and rounding down those .4 or less.

3 Final FY 2007 appropriations decisions for the Agency restored sufficient resources to the Agency's FY 2007 budget to allow
processing of 14,000 additional SSA hearings. The appropriations change requires an adjustment to the projected workloads
for FY 2007 compared to those shown in the FY 2007 column of the FY 2008 President’'s Budget and the Congressional
Justification for the Agency's budget. This number has been modified to reflect this action.
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Strategic Objective 1.2:

Increase employment for people with disabilities by expanding opportunities

Performance Indicator FY 2007 FY 2007 coal See
Goal Actual Achieved? Page #
44,611 Dat
1.2a | Number of DI and SSI beneficiaries, with tickets (80% above availaznguly 18D 62
PART | assigned, who work CY 2004 2008
baseline)
Number of SSI disabled beneficiari i t 261,560
umber o isabled beneficiaries earning a

1-2b | 1east $100 per month (10% over 259,701 ¥ 63

baseline)

Strategic Objective 1.3: Improve service through technology, focusing on accuracy, security, and efficiency

Performance Indicator FY 2007 FY 2007 Goal See
Goal Actual Achieved? Page #
1.3a | Percent of Retirement and Survivors Insurance
(RSI) claims receipts processed up to the 100%* 101%?2 1t 64
PART budgeted level
1.3b Sglﬂmlze the speed in answering 800-number 330 seconds 250 seconds 14 64
Optimize the 800-number busy rate for calls " 02 4
1.3c offered to Agents 10% 8% 65
1.3d | Maximize public use of electronic services to 3
KP| | conduct business with SSA 2,946,800 2,869,829 66
1.3e | Increase the percent of employee reports (W-2
forms) filed electronically and processed to 80% 8192 1+ 67
KPI completion
1.3f Percent of individuals who do business with SSA
KPI | rating the overall service as “excellent,” “very 83% 81% 4 68
PART good,” or “good”
0
Improve workload information using Social Complete 74% of SUMS 'Y
1.39 Security Unified Measurement System (SUMS) 4% OT SUMS projects 69
projects completed

! The budgeted level for FY 2007 was 3,837,000.
2 The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up numbers
that are .5 or higher and rounding down those .4 or less.
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Strategic Goal 2: To protect the integrity of Social Security programs through superior
stewardship

Strategic Objective 2.1: Detect and prevent fraudulent and improper payments and improve debt

management
Performance Indicator FY 2007 FY 2007 Goal See
Goal Actual Achieved? Page #
2.1a | Number of Supplemental Security Income (SSI) 4+
Kp| | non-disability redeterminations processed 1,026,000 1,038,948 70
2.1b iodi i
Num_ber_ of per_lodlc CDRs processeql to _d_etermlne 729,000 764,852 14 71
KP| | continuing entitlement based on disability
2.1¢ | Percent of Supplemental Security Income (SSI) 95.7% O/P Data
payments free of overpayments (O/P) and . available July TBD 72
PART underpayments (U/P) 98.8% U/P 2008
Percent of outstanding Supplemental Security 0 ol
2.1d Income (SSI) debt in a collection arrangement 56% 52% ¥ 3
2. 1e | Percent of Old-Age, Survivors, and Disability 99.8% O/P Data
Insurance (OASDI) payments free of 0 available July TBD 74
PART overpayments (O/P) and underpayments (U/P) 99.8% U/P 2008
Percent of outstanding Old-Age, Survivors and
2.1f | Disability Insurance (OASDI) debt in a collection 44% 44% 1t 76
arrangement

Strategic Objective 2.2: Strengthen the integrity of the Social Security Number (SSN) issuance process to

help prevent misuse and fraud of the SSN and card

Performance Indicator FY 2007 FY 2007 coal see
Goal Actual Achieved? Page #
Percent of original SSNs issued that are free of Data
2.2a critical error 98% available TBD 77
Sept 2008
2.2b | percent of SSN receipts processed up to the ) 4+
KP| | budgeted level 96% 97% 8

Strategic Objective 2.3: Ensure the accuracy of earnings records so that eligible individuals can receive the

proper benefits due them

Performance Indicator FY 2007 FY 2007 coal See
Goal Actual Achieved? | Page #
Remove 3 percent of the earnings items that
2.3a | remain in the Earnings Suspense File (ESF) for a 1 3
- 3% 1% 79
PART | new tax year and post the earnings to the
correct earnings records

! The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up numbers
that are .5 or higher and rounding down those .4 or less.
2 The budgeted level for FY 2007 was 18,000,000. The goal of 96% of the budgeted level was 17,280,000.
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Strategic Objective 2.4: Manage Agency finances and assets to link resources effectively to performance

outcomes
Performance Indicator FY 2007 FY 2007 coal See
Goal Actual Achieved? Page #
2.4a | Continue to achieve 2 percent, on average, 2% on 3
ST 1.89% 80
PART | annual productivity improvements average
2.4b
Disability Determination Service (DDS) case 1 3
KPI production per workyear (PPWY) 252 249 80
PART
2.4c i i
SSA hearings case production per workyear 106 101 3 81
PART | (PPWY)
0,
Enhance efforts to improve financial Complete ﬁ%&gf the
2.4d | performance using Managerial Cost 58% of MCAS projects 4 82
Accountability System (MCAS) projects completed
. e . . . Receive an Received an
Receive an unqualified opinion on SSA’s financial e e 4
2.4e - unqualified unqualified 83
statements from the auditors opinion opinion
Achieve a Achieved a
status score | status score
2.4f | Get to “green” on the President’s Management of “green” of “green” on 3 84
KP| | Agenda (PMA) initiatives status scores on five of four of five
five PMA PMA
initiatives initiatives

Strategic Goal 3: To achieve sustainable solvency and ensure Social Security programs meet the
needs of current and future generations

Strategic Objective 3.1: Through education and research efforts, support reforms to ensure sustainable
solvency and more responsive retirement and disability programs

] FY 2007 Goal See
Performance Indicator FY 2007 Goal Actual Achieved? Page #
Provide support to the Administration Eﬁ:iﬂ%iﬁ?silry:tliso;or
3.1a | and Congress in developing legislative and Condress on ke
proposals and implementing reforms to issues re%ated to y Completed 1+ 85
KPI' | achieve sustainable solvency for Social imol ina Social
Security implementing Socia
Security reforms
3.1p | !ssue annual SSA-initiated Social
PART Security Statements to eligible 100% 100% 1+ 86

individuals age 25 and older

! The actual number is rounded to the nearest whole number usi ng the standard rounding convention of rounding up numbers
that are .5 or higher and rounding down those .4 or less.
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Strategic Goal 4: To strategically manage and align staff to support the mission of the Agency

Strategic Objective 4: Recruit, develop, and retain a high-performing workforce

. FY 2007 Goal See
Performance Indicator FY 2007 Goal Actual Achieved? Page #
Identify skill and competency gaps
4.1a | Minimize skill and and develop an implementation
knowledge gaps in plan for addressing gaps in mission Completed 1+ 87
KPI' | mission-critical positions critical occupations - Actuaries and
Economists
Implement the Performance
Assessment and Communications
System, which is a multi-tiered
results-oriented performance
Align employee assessment system for General
performance with Agency | Schedule (GS) and Federal Wage
4.1b mission and strategic System employees below the GS-15 Completed t 88
goals or equivalent grade, and GS-15
employees who are covered by the
2005 SSA/American Federation of
Government Employees (AFGE)
National Agreement
Eg?ﬁ?f;gﬁ? F;Srogram to Develop methodology to evaluate
4.1c support future workforce selected elements of the SSA Completed 1t 89
needs recruitment strategy

INDIVIDUAL PERFORMANCE MEASURE RESULTS

SSA identifies performance measures that link to SSA’s mission and Agency objectives. This section of the report
provides SSA’s FY 2007 results for each individual performance and Program Assessment Rating Tool (PART)
measure. Included for each measure are the FY 2007 goal, the actual performance, and whether the goal was
achieved. This section aso includes an explanation of the corrective actions the Agency will take for those goals
that were not achieved. Established measures include historical data and trend charts for the past five years. For
new and revised measures, historical, and trend information is not provided. In cases where FY 2007 end-of-year
data are not yet available, an indication of when the final datawill be available is shown. For these measures, the
end-of-year datawill be provided in the FY 2008 PAR. Thisreport also includesfinal FY 2006 data for those
performance measures for which final data were not available when the FY 2006 PAR was released.
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Strategic Goal 1: To deliver high quality, citizen-centered service

Strategic Objective 1.1: Make the right decision in the disability process as early as
possible

1.1a — Percent of initial disability claims receipts processed up to the budgeted level

FY 2007 Goal: 100% (of receipts received up to the budgeted level*)
Performance: 100%**

Goal Achieved: Yes

*  The budgeted level for FY 2007 was 2,530,000.

** The actual number is rounded to the nearest whole number using the standard rounding convention of rounding
up numbers that are .5 or higher and rounding down those .4 or less.

Discussion: The Agency made significant progress in implementing the electronic disability process. Inlight of the
extensive growth in both the number and complexity of disability claims, major changes were made to provide
timely and accurate service. The electronic disability process eliminates the paper-based case folder that was
previously used in the disability process. All SSA components are now able work electronically to collect data,
develop and obtain medical information, make determinations and add information to a disability record. Because
disability cases are stored electronically, they can be accessed by SSA components at any time without having to
wait for the folder to arrive by mail. Thereisno longer a need to assemble and mail paper folders for most claims.
The electronic folder has also eliminated the cumbersome and time consuming steps of printing, filing, and
archiving paper folders and has allowed SSA to collect critical case data earlier in the claims process. Cases can be
receipted without keying data and medical evidence can be requested sooner. Data can be generated, validated, and
shared throughout the decision process.

In addition to the electronic disability process, the Agency isworking on other initiatives that will expedite the
disability decision. The Quick Disability Determination (QDD) process accel erates cases where thereis a high
probability that the claimant will be allowed benefits. The QDD will be implemented nationally in FY 2008.
Another initiative, Compassionate Allowances, will alow for the quick identification of diseases and other medical
conditions that will qualify the applicant for benefits. In these cases, allowances can be made as soon as the
diagnosisis confirmed or the other necessary medical evidenceis obtained. It isbelieved that, with both the QDD
and Compassionate Allowances initiatives, as many as 15 percent of the cases will benefit from an expedited
process. (Refer to Agency Challenges, I11. Improve the Disability Determination Service Process and Return to
Work page 22 for more information on the QDD Process.) Through the implementation of these new processes,
SSA is better positioned to meet future goals for this measure.

Trend: Thiswas anew measure for FY 2007.

Data Definition: The number of initia disability claims receipts processed in DDSs, including disabled dependents,
compared to the number of initial disability claimsreceived in afiscal year up to the budgeted level.

Data Source: National Disability Determination Services System and the Disability Operational Data Sore
Note: In the Annual Performance Plan for FY 2008 and Revised Final Performance Plan for FY 2007, the data

source was stated as the “ Social Security Unified Measurement System Operational Data Source”. This has been
clarified to show “National Disability Determination Services System and the Disability Operationa Data Store”.
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1.1b — Maintain the number of initial disability claims pending in the Disability Determination
Services (DDS) (at/below FY 2007 goal)

FY 2007 Goal: 577,000
Performance: 555,317

Goal Achieved: Yes

Discussion: The Agency’s ability to meet agoal for initial disability claims pending is dependent on the number of
disability claims received, available Agency resources, and the experience level of staff with the electronic disability
folder. Asone of SSA’sfastest growing core workloads, the Agency is proud to have been able to meet this goal.
Disability examiners and other personnel have become increasingly proficient at processing disability claims and the
use of the electronic folder has helped to reduce processing delays caused by organizing, mailing, locating, and
reconstructing paper folders. A process called the Independence Day Assessment (IDA) certification was designed
to verify whether a DDS site was ready to operate in afully electronic environment; and, as of January 4, 2007, all
DDS siteswere IDA certified. SSA’s ability to make accurate, consistent and timely disability decisions will be
further enhanced as employees gain increased proficiency during the move to electronic folders.

Trend: Maintain the number of initial disability
claims pending in the DDS (in thousands)
Fiscal Year Performance Goal Achieved? 650
2003 581,929 + 600 | A
2004 624,658 \ 4 550 | * * *
2005 560,529 L 500
2006 555,071 4 2003 2004 2005 2006 2007
Fiscal Year
2007 555,317 1t

Data Definition: DDS count of initial disability claims pending, including disabled dependents
Data Source: National Disability Determination Services System and the Disability Operational Data Store

Note: In the Annual Performance Plan for FY 2008 and Revised Final Performance Plan for FY 2007, the data
source was stated as “National Disability Determination Services System”. This has been clarified to show
“National Disability Determination Services System and the Disability Operational Data Store”.

1.1c — Number of SSA hearings processed

FY 2007 Goal: 555,000*
Performance: 547,951

Goal Achieved: No

* Final FY 2007 appropriations decisions for the Agency restored sufficient resources to the Agency's FY 2007
budget to allow processing of 14,000 additional SSA hearings. The appropriations change required an adjustment
to the projected workloads for FY 2007 compared to those shown in the FY 2007 column of the FY 2008
President's Budget and the Congressional Justification for the Agency's budget. This number has been modified
to reflect this action.

Discussion: Although SSA did not meet this goal, the Agency is continuing to make progressin its strategy of
moving to the electronic processing of hearings. The use of an electronic folder has eliminated the inefficient use of
resources for filing, retrieving, shipping, and otherwise moving paper folders throughout the disability process.
With the electronic folder, SSA has been able to improve efficiency by collecting case data early in the claims
process and eliminating keying of the same case data repeatedly throughout the disability process. Moretimeis,
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therefore, available for developing and deciding casesin atimely fashion. The Agency will continue to improveits
efficiency with regard to the hearings workload by:

e Hiring additional Administrative Law Judges (AL Js) and staff to support them,;
e Creating acentralized AL J staff to conduct video hearings for offices with the most need;

e Establishing attorney adjudicators to review cases early in the hearings process and issue favorable decisions
when appropriate;

e Mandating the use of the Findings Integrated Template, a decision-writing tool that offers a detailed decisional
outline for awide variety of claims; and

e Developing numerous enhancements to the hearing office electronic processing systems.

Refer to Agency Challenges, |V. Disability Insurance page 23 for more information about improving hearing office
procedures and reducing hearing office backlogs.

Trend:
Number of SSA hearings processed
Fiscal Year Performance Goal Achieved? (in thousands)
3 575
2003 493,923 550 /’.\ﬁ‘
2004 497,379 \ 4 525 ———
¥ 500 *
2005 519,359 475 © ‘ ‘ ‘ ‘
2006 558,978 ¥ 2003 2004 2005 2006 2007
2007 547,951 2 Fiscal Year

Data Definition: SSA hearings processed by the Office of Disability Adjudication and Review (ODAR)

Data Source: ODAR Case Processing and Management System

1.1d — Maintain the number of SSA hearings pending (at/below the FY 2007 goal)

FY 2007 Goal: 738,000*
Performance: 746,744

Goal Achieved: No

* Final FY 2007 appropriations decisions for the Agency restored sufficient resources to the Agency's FY 2007
budget to allow processing of 14,000 additional SSA hearings. The increase in appropriations required an
adjustment to the projected workloads for FY 2007 compared to those shown in the FY 2007 column of the
FY 2008 President's Budget and the Congressional Justification for the Agency's budget. The FY 2007 Goal was
changed to reflect this action.

Discussion: Receipts of hearing requests have increased at an unprecedented rate. Numerous factors, including
Administrative Law Judge and staffing shortages, have impacted SSA’s ability to keep up with the pace of the new
case receipts.

In addition to processing the high volume of new receipts, the Office of Disability Adjudication and Review has
been faced with the challenge of processing its large aged pending case workload. These cases require a
significantly greater amount of time to develop, analyze, and process than cases that have been pending for shorter
periods because of the expanse of time involved during the alleged period of disability in each aged case. In

FY 2007, the Agency was committed to processing the most aged cases before the close of the fiscal year and,
therefore, expended substantial resources for this cause. SSA’s focus on this effort resulted in the successful
processing of all but 108 of the 63,770 aged cases over 1,000 days old. Unfortunately, the Agency did not have
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sufficient resources remaining to keep up with the influx of new cases and keep the total number of hearings
pending below itstarget level.

Refer to Agency Challenges, IV. Disability Insurance page 23 for more information about improving hearings
pending.

Trend:
Maintain the number of SSA hearings
Fiscal Year Performance Goal Achieved? pending (in thousands)
‘ 800
2003 556,369 00 R /
2004 635,601 ‘ /
600 -
2005 708,164 1t
2006 715,568 1t >0
’ 2003 2004 2005 2006 2007
2007 746,744 \ 4 Fiscal Year

Data Definition: SSA hearings pending in the Office of Disability Adjudication and Review

Data Source: Case Processing and Management System

1.1e — Average processing time for initial disability claims

FY 2007 Goal: 88days
Performance: 83* days

Goal Achieved: Yes
Discussion: The timely processing of initial disability claimsisacritical aspect of SSA's service delivery to the
public. The Agency has made considerable progress over the past several years in reducing the time it takes to
processinitial disability claims. Thisyear’'s average processing time of just 83 daysis 14 percent less than the 97
daysit took in FY 2003. To achieve thishigh level of performance, the Agency has continued to improve the
disability claims process in both the SSA Field Offices and the State Disability Determination Services by
increasing the number of electronic folders and using the electronic signature proxy process. Additional
improvements in processing time are expected as employees gain increased proficiency in processing claims via
eDib.

Refer to Agency Challenges, |1. Management of the Disability Process page 21 for more information about how
SSA is addressing thisissue.

Trend: Average processing time for initial
disability claims (in days)

Fiscal Year Performance Goal Achieved? 98 \
94
2003 97 days * 1+
90 \
2004 95 days * 1t 86 S
\
2005 93 days * t 82 ‘
2006 83 days * Y 2003 2004 2005 2006 2007
Fiscal Year
2007 83 days * 1t

* The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up
numbers that are .5 or higher and rounding down those .4 or less.
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Note: Thisisa Disability Insurance and Supplemental Security Income Program Assessment Rating Tool
performance measure.

Data Definition: Thisisthe fiscal year average processing time for Title Il (Social Security) and Title XVI (SSI)
claims combined. Processing time is measured from the application date (or protective filing date) to either the date
of the denial notice or the date the system compl etes processing an award.

Data Source: Social Security Unified Measurement System

Note: Alsoincludes“revised time,” “transit time,” and “Field Office, DDS, and Disability Quality Branch times,”
aswell as protective filings, awarded claims, medically denied claims, technically denied claims, and abbreviated
applications.

1.1f — Average processing time for SSA hearings

FY 2007 Goal: 524* days
Performance: 512 days

Goal Achieved: Yes

Discussion: Asof the beginning of FY 2007, SSA determined there were approximately 63,770 cases pending that
would bein the aged category of more than 1,000 days old by the end of the fiscal year. SSA decided the Agency
could best serve the public by focusing on these cases. Processing time is measured by the average length of time it
takes to process cases from the request-for-hearing date to disposition during the fiscal year. The Agency
recognized the processing time for these aged cases would inflate the overall average processing time for the fiscal
year and the goal was modified to compensate for this. The Agency has processed all but 108 of the 63,770 cases.
This represents a 99.8 percent reduction of this critical workload. Conseguently, although processing time for FY
2007 increased over that for FY 2006, SSA met its FY 2007 goal.

Refer to Agency Challenges, 1V. Disability Insurance page 23 for more information about SSA initiatives for
reducing average processing time.

Trend:
Average processing time for SSA hearings
Fiscal Year Performance Goal Achieved? (in days)
600
2003 344 days ** +
500 —
2004 391 days ** ¥ /
400
2005 415 days ** 1+ —
2006 483 days \ 4 300 ‘ ‘ ‘ ‘
2003 2004 _ 2005 2006 2007
2007 512 days 4 Fiscal Year

*  Asof FY 2006, SSA no longer processed Medicare hearings. Due to legislation, these Medicare hearings, which
were faster and easier to process, were transferred to the Centers for Medicare and Medicaid Services. Removal
of these cases from the SSA’s workload contributed to the increase in average processing time. Asaresult, the
FY 2007 goa was increased over the goals for prior years.

** FY 2003 — FY 2005 included Medicare and SSA hearings

Note: Thisisa Disability Insurance Program Assessment Rating Tool performance measure.
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Data Definition: The average elapsed time, from the hearing request date until the date of disposition for SSA cases
at the hearing level (disability and non-disability cases) processed during all months of the fiscal year.

Data Source: Case Processing and Management System

1.1g — Average processing time for hearings appeals

FY 2007 Goal: 242 days
Performance: 227 days

Goal Achieved: Yes

Discussion: SSA has taken proactive steps over the years to reduce the number of older claims that had accrued at
the Appeals Council, which has resulted in significant accomplishmentsin thisarea. In anticipation of increased
workloads in the coming year, the Appeals Council concentrated on significantly reducing the aged cases that are
pending thisfiscal year. Asaresult of thisinitiative, the overall processing timeis higher thisfiscal year than last.
However, by balancing workloads and identifying and clearing incoming cases ready for immediate processing, the
processing time remains well below the targeted level.

Trend: Average processing time for hearings
appeals (in days)
Fiscal Year Performance Goal Achieved? 325
2003 294 days L) 275 |
2004 251 days + 025 |
2005 242 days 1+ 175
2006 203 days + 2003 2004 2005 2006 2007
Fiscal Year
2007 227 days 1+

Data Definition: The 12-month average processing time for decisions on appeals of hearings. Monthly processing
timeis calculated as an average over the course of the fiscal year. Processing time begins with the date of the
request and ends when the disposition is entered into the Appeals Council Automated Processing System, which is
the date the decision is date stamped, released, and mailed.

Data Source: Appeals Council Automated Processing System

1.1h — Disability Determination Services (DDS) net accuracy rate (allowances and denials

combined)
FY 2006 Goal: 97%
Performance: 96%*
Goal Achieved: No
FY 2007 Goal: 97%
Performance: 97%* ** (through June 2007)

Goal to be Achieved: Yes

Discussion: The Agency has devoted substantial resources to improve the accuracy of theinitial State DDS
decisions. Therules and instructions for administering the disability adjudication process are very complex,
requiring years of experience before adisability examiner becomes fully proficient at evaluating claims. In
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FY 2007, the Agency continued to give training and support to the State DDS, providing not only disability training
programs on SSA’s website, but also devel oping the Enhanced Program Operations Manual System, a web-based
application. The Enhanced Program Operations Manual System is designed to assist DDS employeesin obtaining
up-to-date policy and procedural information. It contains step-by-step processing instructions, structures
information into small groups to make it easier for the DDS employee to use, and provides search capabilities that
limit the response to material relevant to the requestor’s job tasks and position.

In addition, SSA has continued to strengthen the working relationships with medical providers. The quality of these
relationships help the Agency ensure that the medical evidence to support the disability determination is complete
and received timely, both important elements of making a quality decision.

SSA has also conducted quality reviews by randomly selecting disability claim files and checking them for
consistency and quality. These quality reviews were expanded in FY 2007 to include both Social Security and
Supplemental Security Income claims. As of June 2007, SSA is on target to meet the FY 2007 goal.

Trend: DDS net accuracy rate
(allowances and denials combined)
Fiscal Year Performance Goal Achieved? (percent)
M 98% P
2003 96% *
97% »
2004 961% * ¥ 96% | o N . /
2005 96% * 4 95%
3 94%
0 *
2006 96% 2003 2004 2005 2006 2007
2007 97% * ** 1t Fiscal Year

*  The actual number is rounded to the nearest whole number using the standard rounding convention of rounding
up numbers that are .5 or higher and rounding down those .4 or less.

** The performance data shown for FY 2007 is based on performance through June 2007. Actua end-of-year data
will not be available until January 2008 and will be reported in the FY 2008 PAR.

Note: Thisisa Disability Insurance and Supplemental Security Income Program Assessment Rating Tool
performance measure.

Data Definition: Net accuracy is the percentage of correct initial State disability determinations and based on the
net error rate, i.e., the number of corrected deficient cases with changed disability decisions, plus the number of
deficient cases not corrected within 90 days from the end of the period covered by the report, divided by the number
of casesreviewed. Note: Deficient cases corrected after the 90-day period are still counted as a deficiency.

Data Source: Disability Quality Assurance Data Bases
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1.1i — Agency decisional accuracy rate (ADA)

FY 2006 Goal: 97%
Performance: 97%*

Goal Achieved: Yes

FY 2007 Goal: 97%
Performance: 97%* ** (through June 2007)

Goal Achieved: Yes

Discussion: The Agency uses this measure to target areas needing improved decisional accuracy. Thefinal
performance number for FY 2006 became available in January 2007 and the Agency achieved the goa of 97
percent. Asof June 2007, SSA ison target to meet the FY 2007 goal.

This measure portrays the Agency’ sinitial disability determination accuracy. It considersall corrective actions
taken in connection with SSA quality control reviews before afinal Disability Determination Service (DDS)
decision ismade on a case. This measure expands on measure 1.1h, DDS net accuracy rate, described on page 59,
asit includes correct decisions as well asincorrect DDS determinations that were corrected by SSA prior to the final
processing of the decision. Asa service measure, it demonstrates the high accuracy rate of SSA decisions and the
reliance that can be placed on those decisions.

Trend: Thiswas anew measure for FY 2005. Agency decisional accuracy rate (ADA)

(percent)
Fiscal Year Performance Goal Achieved? 99%
2005 97% * 1t 97% o 2 N
95%
2006 97% * 1 '
+ 93%
0f **
2007 97 2005 2006 2007
Fiscal Year

* The actual number isrounded to the nearest whole number using the standard rounding convention of rounding
up numbersthat are .5 or higher and rounding down those .4 or less.

** The performance data shown for FY 2007 is based on performance through June 2007. Actua end-of-year data
will not be available until January 2008 and will be reported in the FY 2008 PAR.

Data Definition: Agency decisional accuracy (ADA) estimatestotal errorsin al initial State agency disability
determinations based on the quality assurance sample review conducted in the Disability Quality Branches. Errors
are defined as those cases in which decisions change upon correction. The errors that are corrected in the regional
quality assurance and pre-effectuation reviews are subtracted from the total estimated errors. The remaining
uncorrected errors are the “incorrect” casesin ADA. The remaining correct cases divided by the total cases
represent ADA.

Data Source: Disability Quality Assurance Data Bases
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Strategic Objective 1.2: Increase employment for people with disabilities by expanding

opportunities

1.2a — Number of DI and SSI beneficiaries, with tickets assigned, who work

FY 2006 Goal: 22,483 (60% over CY 2003 baseline)
Performance: 49,682

Goal Achieved: Yes

FY 2007 Goal: 44,611 (80% over CY 2004 baseline)
Performance: Dataavailable July 2008*

Goal Achieved: To BeDetermined

Discussion: SSA exceeded the FY 2006 goa on this measure that supports the Agency’s service goal by assisting
disabled recipients to overcome the obstacles they may face when entering the workforce or returning to work.
Through the Agency’ s Ticket to Work program, beneficiaries receive avoucher or ticket that they can take to an
approved service provider of their choice. The provider, called an Employment Network, can be a private
organization or public agency that agrees to provide vocational rehabilitation, employment, and other support
services to help beneficiaries get and keep ajob. For those months where cash benefits stop because of work or
earnings, Employment Networks receive a percentage of the benefits that otherwise would have been paid to the
individual .

Asacritical element of the success of the Ticket to Work program, SSA has also devoted resources to the continued
education of employers and the public about the benefits of the program. One method of providing information to
beneficiaries has been through Work Incentive Seminar events, which bring together beneficiaries, employment
providers and other partnersin their local communities. Ten pilot Work Incentive Seminar events were conducted
in FY 2007.

In addition, SSA has proposed a new regulation that would improve the overall effectiveness of the programin
assisting people with disabilities who want to become more economically self-sufficient through employment.

Refer to Agency Challenges, 111. Improve the Disability Determination Service Process and Return to Work page 22
for more information about the Ticket to Work program.

Trend:
Number of DI and SSI beneficiaries, with
Calendar Year Performance Goal Achieved? tickets assigned, who work (in thousands)
2003 14,052 (CY 2003 baseline) 50 S

40 |
2004 24,784 (CY 2004 baseline) 30 /
2005 37,424 1+ ig l /

2006 49,682 t 2003 2004 ) 2005 2006 2007
2007 To Be Determined * Fiscal Year

* Actual datafor FY 2007 will not be available until July 2008 and will be reported in the FY 2008 PAR.

Note: Thisisa Disability Insurance and Supplemental Security Income Program Assessment Rating Tool
performance measure.
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Data Definition: Count the number of Disability Insurance, Supplemental Security Income, and concurrent
beneficiaries who have used their Ticket to sign up with an Employment Network or State VVocational Rehabilitation
Agency and who have recorded earnings in the Disability Control File (DCF) in any month of the calendar year.
The data are provided on a calendar year basis and reported in June of the following year.

Data Source: The “Verify Update Earnings Screen’s Work and Earnings Reports’ data field in the DCF.

1.2b — Number of SSI disabled beneficiaries earning at least $100 per month

FY 2007 Goal: 261,560 (10 percent over baseline)
Performance: 259,701

Goal Achieved: No

Discussion: SSA has a number of strategies and work incentivesto assist disabled Supplemental Security Income
(SS1) recipients in achieving economic independence and self-sufficiency. These strategies are guided by and
directly support the President’s New Freedom Initiative, a nationwide effort to eliminate the barriers that prevent
people with disabilities from engaging in productive work and fully participating in community life.

SSA recognizes the level of education, work experience, and capacity for work of the SS| population varies
considerably, and for many, transitioning into the workforce can be aslow process. Nevertheless, SSA will continue
to offer and promote work incentives that can help SSI recipients enter or re-enter the workforce in order to improve
the quality of their lives.

Refer to Agency Challenges, 111. Improve the Disability Determination Service Process and Return to Work page 22
for more information about SSA's initiatives designed to support people with disabilities engage in productive work
and fully participate in community life.

Trend: Number of SSI disabled beneficiaries
earning at least $100 per month (in

Fiscal Year Performance Goal Achieved? thousands)

2005 237,782 (baseline) 265

3 255 _—
2006 247,143 ot /
2007 259,701 4 235 ‘
2005 2006 2007
Fiscal Year

Data Definition: The number of working SSI disabled beneficiaries earning at least $100 per month. This measure
isintended to reflect the impact of all work incentives for SSI disabled beneficiaries. Effective FY 2005, SSA
averages the four fiscal year quarterly results to determine annual performance.

Data Source: SS Disabled Recipients Who Work report
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Strategic Objective 1.3: Improve service through technology, focusing on accuracy,

1.3a — Percent of Retirement and Survivors Insurance (RSI) claims receipts processed up to the
budgeted level

FY 2007 Goal: 100%*
Performance: 101%**

Goal Achieved: Yes
* The budgeted level for FY 2007 was 3,837,000.

** The actual number is rounded to the nearest whole number using the standard rounding convention of rounding
up numbers that are .5 or higher and rounding down those .4 or less.

Discussion: Asthe number of RSI beneficiaries continues to increase, the Agency makes every effort to fully utilize
the benefits that technology can bring to managing and expediting the processing of claims. Through advancesin
technology, the public can now view retirement benefit estimates, file for retirement benefits online, and virtualy
sign an application over the Internet, thereby eliminating the need for a beneficiary to visit an SSA Field Office. In
May 2007, SSA’s Strategic Internet Claims Workgroup introduced a five-year strategic plan to further improve the
Internet application process for RSI claims. The implementation of this plan will result in a sophisticated user-
centered collection of easy-to-use claims services for the public filing for claims online.

Refer to Agency Challenges, VII. Service Delivery and Electronic Government page 25 for more information. As
the trend of online service expands over the next decade, SSA faces the challenge of providing cost-effective
electronic service ddlivery.

Trend: Thiswas anew measure for FY 2007.
Note: Thisisan Old-Age and Survivors Insurance Program Assessment Rating Tool performance measure.

Data Definition: In the Regional Offices, Field Offices, Immediate Claims Taking Units, and Office of Central
Operations, the number of initial claimsfor retirement, survivors, and Medicare processed compared to the number
of initial claims for retirement, survivors, and Medicare received in afiscal year up to the budgeted level. This
includes totalization claims.

Data Source: Social Security Unified Measurement System Operational Data Source

1.3b — Optimize the speed in answering 800-number calls

FY 2007 Goal: 330 seconds
Performance: 250 seconds

Goal Achieved: Yes

Discussion: To “optimize” the speed in answering these calls, SSA intends to make this process operate at its most
effective without negatively impacting the “busy rate” goal in measure 1.3c. Average speed of answer is affected by
avariety of factors, including the number of available agents, the average handle-time per call, and the wait
tolerance of callersto remain on hold.

Anticipating increases in call volume, SSA continues to use technology advances to improve service delivered by
the National 800-Number Network. For instance, in FY 2007, SSA implemented Screen Splash using speech
technology to collect identifying information from callers. Thisinformation isthen displayed on the agent’s
workstation, subsequently reducing call handle-time and increasing overall accuracy. Likewise, speech-enabling
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technology has increased the National 800-Number Network efficiency by reducing the time callers spend
navigating through menu prompts. Speech technology is currently being used to automate workloads that were once
handled manually.

Optimize the speed in answering

Trend: Thiswas anew measure for FY 2005. 800-number calls (seconds)
. . 375

Fiscal Year Performance Goal Achieved? 395

2005 296 seconds L) 275 — .

—,
2006 278 seconds 1+ 225 :
2007 250 seconds 1 5 2005 2006 2007
Fiscal Year

Data Definition: The answer wait time of all calls divided by all calls answered by agents. Wait time begins from
the time the call is placed in queue and ends when an agent answers. Callsthat go straight to an agent without
waiting in the queue have a zero wait time but are included in the average speed of answer (ASA) calculation. ASA
does not include callers who hang up after being in the queue.

Data Source: Report generated by Cisco router software

1.3c — Optimize the 800-number busy rate for calls offered to Agents

FY 2007 Goal: 10%
Performance: 8%*

Goal Achieved: Yes

Discussion: To “optimize” the 800-number busy rate, SSA intends to make this process function at its most
effective without negatively impacting the “average speed of answer” goal in measure 1.3b. The agent busy rate is
affected by avariety of factors, including the number of available agents, the average handle-time per call, and the
wait tolerance of callersto remain on hold.

In anticipation of increasesin call volume, SSA continues to use technological advances to improve service
delivered by the National 800-Number Network. For instance, in FY 2007, SSA implemented Screen Splash using
speech technology to collect identifying information from callers. Thisinformation isthen displayed on the agent’s
workstation, subsequently reducing call handle-time and increasing overall accuracy.

Similarly, speech-enabling technology has increased the National 800-Number Network efficiency by reducing the
time callers spend navigating through menu prompts. Speech technology is currently being used to automate

workloads that were once handled manualy. In addition, the National 800-Number consists of several self-service
applications that allow callers to complete transactions without speaking to an agent or encountering a busy signal.

Optimize the 800-number busy rate for calls

Trend: Thiswas anew measure for FY 2005. offered to Agents (percent)

0y
Fiscal Year Performance Goal Achieved? 14%
12% A

2005 10% * f 10% /\
2006 120 * ¥ 8% ~.

2007 8% * 1 5 2005 2006 2007
Fiscal Year

SSA FY 2007 PERFORMANCE AND ACCOUNTABILITY REPORT | 65 |



PERFORMANCE SECTION

* The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up
numbers that are .5 or higher and rounding down those .4 or less.

Data Definition: Number of busy messages divided by number of calls offered to agents (displayed as a
percentage). A busy message is the voice message a caller receives when no agent is available to answer the call
because the queue has reached its maximum capacity of waiting calls. When this happens, the person is asked to
call back later.

Data Source: Report generated by Cisco router software

1.3d — Maximize public use of electronic services to conduct business with SSA

FY 2007 Goal: 2,946,800
Performance: 2,869,829

Goal Achieved: No

Discussion: At the end of FY 2007, ten of the 17 applicationsincluded in this measure met or exceeded the goal for
that application. A major systems outage, from November 20-25, 2006 negatively impacted usage, resulting in
approximately 25,000 fewer transactions than the previous month. The public’s use of electronic services made a
dlight rebound in the month of December, but the overall performance of this measure did not consistently sustain a
usage growth to offset the November loss. For the second year in arow, usage fell slightly below the goal set for the
growth in electronic services, ending FY 2007 at 97 percent of the goal.

The performance of the electronic service measure cannot be influenced by shifting workloads or resources. This
measure is dependent upon public usage of the Agency’ s electronic services. The Agency continues to dedicate
resources to increasing the availability and usage of electronic services for the public. Not only are workloads
escalating at arapid pace, but the expectations of the American public are changing to expect more servicesto be
available through non-traditional means. The technologies that enable service improvement are rapidly evolving;
and, over the course of the next few years, technological advanceswill increase the number of applications available
to telephone and Internet users. SSA isin the process of implementing aformal plan to dramatically increase the
use of electronic services, especially with regard to online retirement claims filed by the baby boom generation.
Encouraging the public to make full use of these emerging technologies is a critical component to the Agency’s
success in maintaining the level of service that the public expects and deserves.

Trend: Thiswas anew measure for FY 2007.

Data Definition: Thisindicator consists of an aggregate measure of representative electronic transactions the public
performs with SSA, such as applying for benefits and updating beneficiary information. Application counts for
electronic services represent only fully successful transactions. Asthisindicator isfor transactions, it does not
include public use of SSA electronic screening tools. The following are included in the count of transactions:

e Internet Social Security Benefit Application includes:

» Retirement Application (effective 11/00)

»  Spouse Application (effective 3/01)

» Disability Application (effective 1/02)

Proof of Income Letter — Internet (effective 3/99)

Proof of Income Letter — 800# voice enabled (effective 7/04)
Medicare Replacement Card — Internet (effective 7/00)

Medicare Replacement Card — 800# voice enabled (effective 4/01)
Change of Address— Internet Password based (effective 4/01)
Change of Address— Internet Knowledge based (effective 2/04)
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e Change of Address — 800# voice enabled (effective 7/05)

e Change of Direct Deposit -- Internet (effective 8/01)

e Change of Direct Deposit — 800# voice enabled (effective 7/05)

e Internet 3368 Work History and Disability Report (effective 8/02)

e Internet 3368PRO Work History and Disability Report (effective 2/05)
e Internet 3441 Disability — All Types (effective 2/04)

¢ Internet 3820 Disability — Child (effective 11/03)

e Internet Replacement 1099 (effective 3/99)

Data Source: Executive and Management Information System; Title 11 Internet Claims Report.

1.3e — Increase the percent of employee reports (W-2 forms) filed electronically and processed to
completion

FY 2007 Goal: 80%
Performance: 81%*

Goal Achieved: Yes

Discussion: Through a series of process and service initiatives, SSA has steadily increased the percent of W-2sfiled
electronically from 53 percent in FY 2003 to 81 percent in FY 2007; an overall increase of 53 percent. Electronic
Wage Reporting simplifies the employer wage reporting process by allowing employers to submit employee wage
reports online.

In FY 2007, SSA continued to offer W-2 Online, which gives employers the ability to submit wage reports online
and allows employersto print copies of the W-2 forms for their employees. In FY 2007, the W-2 Online service was
used to submit 208,499 employer reports and the Agency began a pilot of the Electronic Wage Reporting Web
Service, allowing employers to submit W-2s without manual intervention.

In addition, the Agency aggressively continued outreach efforts to employers and employer associations to increase
electronic wage reporting and improve the accuracy of wage reports.

Refer to Agency Challenges, VII. Service Delivery and Electronic Government page 25 for more information about
the Electronic Wage Reporting Web Service and W-2C Online.
Increase the percent of employee reports
Trend: (W-2 forms) filed electronically and
processed to completion

Fiscal Year Performance Goal Achieved? 90%
2003 530% * 1+ 75%
f 60% -
0,
2004 60% 5% ‘ | | |
2005 66% f 2003 2004 2005 2006 2007
2006 75% * * Fiscal Year
2007 81% * 1+

* The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up
numbers that are .5 or higher and rounding down those .4 or less.
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Data Definition: This percent isthe number of W-2s filed electronically and processed to completion for atax year,
divided by the total number of W-2s for that tax year processed to completion by the end of the processing year
(mid-January).

Note: “Processed to completion” means that the W-2 was not rejected in the process — earnings were either posted
to an individual earnings record or updated to the Earnings Suspense File.
Data Source: Earnings Management Information Operational Data Store reports

1.3f — Percent of individuals who do business with SSA rating the overall service as “excellent,”
“very good,” or ““good”

FY 2007 Goal: 83%
Performance: 81%

Goal Achieved: No

Discussion: SSA conducts several surveys during the fiscal year to evaluate various aspects of the Agency’s
service. The combined results of the surveys produce the overall service satisfaction score. Asthe workloads of the
Agency increase, public perception of the quality of the service provided by the Agency is carefully monitored. The
results of these surveys allow SSA to identify the specific aspects of service where improvement would have the
greatest impact on overall satisfaction.

The Agency’s primary strategy is to improve service through the use of technology. For example, SSA is
continually refining the speech recognition system on its 800-number to improve telephone access and better assist
callerswith their business. Asaresult, more calls can be handled to completion through automation. The Agency
continually reassesses the types of services offered electronically, both on the Internet and via the 800-number, to
identify opportunities for expanding and refining those services to reach alarger segment of the public. Expanded
use of electronic services for more routine transactions will enable more staff time to be devoted to customers with
more complex service needs.

The public aso benefits from technological enhancements the Agency has developed for use by its employeesin
Field Offices, Teleservice Centers, and Hearing Offices. These enhancements include automated wage reporting,
the Visitor Intake Program, electronic folders, video hearings, Immediate Claims Taking Units, eWork, and
employment verification programs. By instituting these policy and systems enhancements, the Agency reduces
customer waiting times, expedites claims processing, and improves overall service delivery for the public's
convenience.

The Agency has devoted significant resources to ensure its web services rank among the best in Government.
American Customer Satisfaction Index (ACSI) surveys are widely used in both the Federal and private sectorsto
measure public satisfaction with features of websites. The surveys provide agencies with standard, statistical
measurements of public satisfaction. On September 2007, the third quarter Federal ACSI scores were released and
SSA received top scores. The Internet Social Security Benefits Application topped all Federal websites with a score
of 88, whereas the Medicare Prescription Plan Drug Costs Application followed closely with a score of 87. Thisis
the fourth consecutive quarter these applications have led the way for Federal e-Commerce and transactions
websites. Further, these two applications, together with SSA’s Business Service Online and SSA’ s Retirement
Planner, captured four of the top six spotsin the e-Commerce category. SSA’s aggregate score (80 for six surveys)
was the second highest among all Federal agencies running multiple surveys.
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Trend: Percent of individuals who do business with
SSA rating the overall service as
Fiscal Year Performance Goal Achieved? "excellent," "very good," or "good"
90%
2003 85% * 1+
85% N _ R
2004 84% * L —+ '\‘\.‘
80%
2005 85% ) '
75%
2006 82% \ 4 '
‘ 2003 2004 2005 2006 2007
2007 81% Fiscal Year

* The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up
numbers that are .5 or higher and rounding down those .4 or less.

Note: Thisisan Old-Age and Survivors Insurance Program Assessment Rating Tool performance measure.

Data Definition: Percent of respondents who rate overall service as “good,” “very good,” or “excellent” on a
6-point scale ranging from “excellent” to “very poor” divided by the total number of respondents to that question.

Data Source: SSA’s annual surveys of 800-number callers (based on contacts sampled from all 800-number sites
throughout March); Field Office callers (based on contacts sampled from randomly selected Field Offices
throughout April); Field Office and hearings office visitors (based on contacts sampled from randomly selected
offices over an eight-week period from July to September).

1.3g — Improve workload information using Social Security Unified Measurement System (SUMS)

FY 2007 Goal: Complete 74% of SUMS projects
Performance: 74% of SUMS projects completed

Goal Achieved: Yes

Discussion: SUMS projects are intended to improve the quality of management information on all workloads
processed throughout SSA. The implementation of SUMS provides Agency level and component level workload
counts and employee time consistently regardless of where the work is performed. The system stores the data
required to make business decisions or to ensure compliance with regulations. SUMS reports are available online
through aweb-based portal. Reports include workload listings, performance reports, and other vital information.
SUMS isakey enabler in monitoring and reporting on Agency progress in achieving goals and objectives.

Existing component-specific work measurement systems will be replaced by a unified system in which decisions to
move workloads among components are handled automatically.

The Agency will continue to dedicate resources to the SUMS initiatives until full implementation is achieved.
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Trend: Thiswas anew measure for FY 2005. Improve workload information using Social
Security Unified Measurement System

(SUMS) (percent)

Fiscal Year Performance Goal Achieved? 80%

2005 42% ¥ 70% "

2006 66% 1t
. 50%
2007 74% 0%

2005 2006 2007
Fiscal Year

Data Definition: SUMSisaseries of projects that provides improved workload control and management
information. Each project consists of multiple releases. A methodology which weightsindividual projectsto create
a combined percentage is used to track the overall completion of thisinitiative. Thisformula scores the deliverables
within each project, which includes the creation of the SUMS data store, control listings, performance measures, and
SUMS counts. Completion percentages are also attributed to cross cutting projects, including Time Allocation and
the Customer Service Record, to derive an overall SUMS completion percentage.

Data Source:  SUMS/Managerial Cost Accountability Systems (MCAS) project plan; reports to the SUMS/MCAS
Executive Steering Committee on systems releases and the status of projects under devel opment.

Strategic Goal 2: To protect the integrity of Social Security programs through
superior stewardship

Strategic Objective 2.1: Detect and prevent fraudulent and improper payments and
improve debt management

2.1a — Number of Supplemental Security Income (SSI) non-disability redeterminations processed

FY 2007 Goal: 1,026,000
Performance: 1,038,948

Goal Achieved: Yes

Discussion: SSA has reduced some of its stewardship activitiesin order to devote necessary resources to service
delivery. Although there were limited Agency resources to work this cost-effective program integrity workload,
SSA was able to meet the redetermination goal for FY 2007. The redetermination process provides adirect link to
the Agency’s stewardship. These periodic reviews of non-medical factors, such asincome and resources, are
conducted to ensure that SSI beneficiaries remain eligible for payments and are receiving the benefits to which they
aredue. Redeterminations result in both overpayments being collected or prevented and in underpayments being
paid or prevented. Overall, SSA saves approximately $7 for every $1 spent in processing redeterminations.

SSA has taken the initiative to simplify the SSI redetermination process for both the public and Agency employees
handling these cases. One such project is the Access to Financial Information project, which is discussed on page
24 of Agency Challenges, V1. Improper Payments and Recovery of Overpayments. This system automates access to
financial institution data. SSA expectsto significantly reduce incorrect SSI payments caused by excess financial
account resources through this project. SSA also piloted an automated tel ephone-based monthly wage-reporting
method for workers at risk for wage-related overpayments. SSA continues to improve this automated process so
that it can support more callers and eventually provide a national means of fully automated SSI wage reporting.
Although these and other systems enhancements are contributing to the Agency’ s ability to manage this workload,
resource constraints have reduced the number of SSI non-disability redeterminations processed.
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Trend: Thiswas anew measure for FY 2007 as aresult of expanding the data definition to include targeted
redeterminations. Historical dataisimmaterial because it does not include targeted redeterminations.

Data Definition:  All non-disability eligibility redeterminations of SSI beneficiaries that are processed to
completion resulting from diary actions (scheduled), those initiated as aresult of events reported by beneficiaries
(unscheduled), and targeted redeterminations.

Data Source: Redetermination Service Delivery Objective Report, Post-éligibility Data Warehouse

2.1b — Number of periodic CDRs processed to determine continuing entitlement based on disability

FY 2007 Goal: 729,000
Performance: 764,852

Goal Achieved: Yes

Discussion: SSA conducts Continuing Disability Reviews (CDRS) as a method to ensure the integrity of the
disability program. Overall Agency resource constraintsin FY 2007 required SSA to make adjustments to program
integrity workloads so the Agency could focus on maintaining service levels. Despite limited Agency resourcesto
perform this cost-effective program integrity workload, SSA was able to meet the CDR goal for FY 2007, CDRs are
used to determine whether beneficiaries continue to be entitled to benefits based on their current medical condition
and, as such, are akey activity for protecting the integrity of Social Security programs.

Although SSA achieved this goal and saves $10 for every $1 spent in conducting CDRs, the number of CDRs the
Agency has been able to process dropped dramatically in FY 2007 due to resource constraints. Given these
constraints and recognizing the value of prioritizing CDR cases as efficiently as possible, SSA continues to make
improvements to the CDR process. In June 2007, SSA implemented Medical Diary Profiling for new Disability
Determination Services awards and CDR continuances. Medical Diary Profiling extends the benefits of statistical
modeling to the front end of the disability process. In doing so, it creates greater precision and more uniformity in
medical re-examination diaries while increasing efficiencies in managing CDR workloads. SSA also began to
process CDRs using an electronic folder in June 2007. These electronic records will ensure that the Agency has an
individual’s medical information readily available for future CDRs.

Trend:
Number of periodic CDRs processed to
Fiscal Year Performance Goal Achieved? determine continuing entitlement based
on disability (in thousands
2003 1,371,255 L) 1,700 v )
1.450 N
’ /
2004 1,604,680 L) 1200 \\\
2005 1,515,477 L) 950 N
+ 700 ‘
2
006 1,337,638 2003 2004 2005 2006 2007
2007 764,852 t Fiscal Year

Data Definition: Count includes periodic reviews and other CDRs processed by the Disability Determination
Services and mailers not requiring medical reviews.

Data Source: Disability Operational Data Sore and the CDR tracking files

Note: The FY 2007 goal of 729,000 includes 198,000 medical CDRs and 531,000 CDR mailers not requiring
medical review.
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2.1c — Percent of Supplemental Security Income (SSI) payments free of overpayments (O/P) and
underpayments (U/P)

FY 2006 Goal: Overpayment accuracy: 95.4%
Underpayment accuracy: 98.8%

Performance: Overpayment accuracy: 92.1%
Underpayment accuracy: 97.8%

Goal Achieved: Overpayment accuracy: No
Underpayment accuracy: No

FY 2007 Goal: Overpayment accuracy: 95.7%
Underpayment accuracy: 98.8%

Performance: Overpayment accuracy: (Dataavailable July 2008)**
Underpayment accuracy: (Dataavailable July 2008)**

Goal Achieved: Overpayment accuracy: To Be Determined**
Underpayment accuracy: To Be Determined**

Discussion; SSA has had to make difficult decisions about where to use limited Agency resources in order to best
serve the public. Consequently, SSA has reduced some of its stewardship activitiesin order to devote necessary
resources to service delivery.

A large part of this performance measure is addressed through the SSI redetermination process. Initial payments are
based on projections, such as future earnings, that must later be verified and a determination made as to the accuracy
of the payment amount. This links the success of this performance measure to 2.1a- Number of Supplemental
Security Income (S3) non-disability redeterminations processed. Refer to the discussion under 2.1a on page 70 of
this section for more information on the non-disability redeterminations processed.

In addition, this performance measureis linked to SSA’s projects in the President’ s Management Agenda program
initiative, “Eliminating Improper Payments.” Refer to the Improper Payments Information Act of 2002 Detailed
Report on page 186 and Agency Challenges, VI. Improper Payments and Recovery of Over payments on page 24 for
more information on the Agency’s efforts to reduce improper payments.

Trend:
Fiscal Year Performance Goal Achieved?

2003 O/P: 93.9% *

U/P: 98.8% * Percent of SSI payments free of

, overpayments (O/P) and
2004 O/P: 93.6% *

U/P: 98.7% *

100% underpayments (U/P)
0

A "

CE e e e
[

97% - —h—, Underpayments
. 0f *
2005 O/P: 93.6% 94% . .
U/P: 98.6% * 91% v‘\O Overpayments
2006 O/P: 92.1% 2003 2004 2005 2006 2007
U/P: 97.8% Fiscal Year
2007 O/P: To Be Determined **

U/P: To Be Determined **

The actual number isrounded to the nearest tenth using the standard rounding convention of rounding up
numbers that are .05 or higher and rounding down those .04 or less.
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** Actual datafor FY 2007 will not be available until July 2008 and will be reported in the FY 2008 PAR.
Note: Thisisa Supplemental Security Income Program Assessment Rating Tool performance measure.

Data Definition: The SSI payment accuracy rate free of overpayments and underpayments is determined by an
annual review of a statistically valid sample of the beneficiary rolls; i.e., the findings are representative of the
universe of the payments issued with 95 percent precision and confidence levels of +/- 1.0 percent for O/P and

+/- .05 percent for U/P. Separate rates are determined for overpayment error dollars and underpayment error dollars.
The accuracy rates are computed by dividing error dollars by the total dollars paid for the fiscal year. This
percentage is subtracted from 100 percent to determine the accuracy rate. The current measuring system captures
the accuracy rate of the non-medical aspects of eligibility for SSI payment outlays.

Note: In the Annual Performance Plan for FY 2008 and Revised Final Plan for FY 2007, the Data Definition was
incorrect in that it included projected confidence levels. The confidence level for each fiscal year cannot be
determined until the review has been completed. The Data Definition now includes the FY 2006 confidence levels
of +/- 1.0 percent for O/P and +/- 0.5 percent for U/P.

Data Source: SS Stewardship Report

Note: The SSI payment accuracy (stewardship) report is based on a monthly sample of SSI (Title XV1) cases
randomly selected from the SSI payment rolls consisting of all recipientsin current pay status. Sampled cases are
reviewed for non-medical factors of eligibility and, in each case, the recipient or representative payee isinterviewed
(usualy during in-home visits), collateral contacts are made as needed, and all factors of €ligibility are redevel oped
as of the sample month. The stewardship data are reported on afiscal year basis (targeted for June 30 of the year
following the year of review) and provide an overall accuracy measurement of the paymentsto all recipients
currently on the SSl rolls.

2.1d — Percent of outstanding Supplemental Security Income (SSI) debt in a collection arrangement

FY 2007 Goal: 56%
Performance: 52%*

Goal Achieved: No

Discussion: One of SSA’s critical stewardship obligations can be found in the President’ s Management Agenda
(PMA) program initiative Eliminating Improper Payments. The Agency has an obligation to the public to ensure
that SSA’s funds are paid to the proper person and in the correct amount. When erroneous payments are made, it is
an equal priority for SSA to collect moniesthat were overpaid. The collection of this debt is an important element
of the Agency’s plan under this PMA initiative.

Overall Agency resource constraintsin FY 2007 required SSA to make adjustments to program integrity workloads
so the Agency could focus on maintaining service levels. Asaresult of these changes, the FY 2007 SSI debt
collection goal was not met. Nevertheless, SSA has an aggressive debt recovery program which includes:

e Using anew debt collection measurement tool that enables the Agency to better target those portions of its debt
portfolio that can be collected;

e Withholding of ongoing and retroactive SSI payments;

e Continuing cross-program recovery of SSI debt from Social Security benefits;

e Recovering overpayments through offsets to Federal tax refunds and other Federal payments;
e Reporting to credit bureaus;

e Exercising authority to hold representative payees liable for overpayments caused by incorrect payments to
deceased beneficiaries; and

e Requesting employersto offset the wages of delinquent debtors.
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Severa plansto enhance the Agency’s ability to collect debt are in development, such as charging interest on
outstanding debt and the referrals of casesto private collection agencies.

Trend: Percent of outstanding SSl debtin a
. . llecti t
Fiscal Year Performance Goal Achieved? coflection arrangemen
. f 58%
2003 55% 56% —_—
54% *
Op * ** ‘ v\’_‘\‘
2004 54% 5205 -
2005 53% * L 50%
2006 530 * ¥ 2003 2004 2005 2006 2007
Fiscal Year
2007 529 * \ 4

* The actual number isrounded to the nearest whole number using the standard rounding convention of rounding
up numbers that are .5 or higher and rounding down those .4 or less.

** The data reported from October 2003 through April 2004 was incomplete and could not be accurately

recalculated. The actual FY 2004 performance represents cumulative data from May 2004 through September
2004 only.

Data Definition: The percent of outstanding SSI debt that is scheduled for collection by benefit withholding or
installment payment. The rate is expressed as the average for the year, i.e., the percent is calculated monthly and the
annual performanceis derived by averaging the results for the most recent 12 months. Outstanding SSI debt is
grouped into four main categories: newly established debt; debt that involves a current due process request, such as
waiver; debt that isin acollection arrangement; and debt that is not in a collection arrangement. The percent of debt
in a collection arrangement is computed by dividing the dollarsin that category by the total dollar amount of
outstanding debt in all four categories.

Note: Datais shown as a 12-month rolling average.

Data Source: Supplemental Security Record
2.1e — Percent of Old-Age, Survivors and Disability Insurance (OASDI) payments free of
overpayments (O/P) and underpayments (U/P)

FY 2006 Goal: Overpayment accuracy: 99.8%
Underpayment accuracy: 99.8%

Performance: Overpayment accuracy: 99.7%*
Underpayment accuracy: 99.9%*

Goal Achieved: Overpayment accuracy: No
Underpayment accuracy: Yes

FY 2007 Goal: Overpayment accuracy: 99.8%
Underpayment accuracy: 99.8%

Performance: Overpayment accuracy: (Dataavailable July 2008)**
Underpayment accuracy: (Dataavailable July 2008)**

Goal Achieved: Overpayment accuracy: To Be Determined**
Underpayment accuracy: To Be Determined**
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Discussion: SSA isacommitted steward of the Social Security OASDI Trust Funds. In FY 2006, the Agency
exceeded its underpayment accuracy goa and has continued to make steady progress toward its overpayment
accuracy goal. Although the overpayment accuracy rate ended the year below the FY 2006 goal, the difference of
0.1 percent is not statistically significant and the steady improvement in the percentage of overpayment accuracy
since FY 2004 trangates into millions of dollars saved.

SSA continues to implement initiatives with the potential to improve payment accuracy. In FY 2007, the Agency
expanded the devel opment of the two following applications to help address overpayments:

o eWork, an automated system that controls and processes Continuing Disability Reviews, and
e ¢Vital, an electronic process that enables timely receipt of accurate information on the death of individuals.

Refer to Agency Challenges, VI. Improper Payments and Recovery of Over payments pages 24 and 25 for more
information on eWork and eVital.

To the extent that future resources will allow, the Agency will persist in the development of new strategiesto
improve the overpayment accuracy rate.

Trend:

Fiscal Year Performance Goal Achieved?

2003 0/P- 99.8% * Percent of OASDI payments free of
1 99.8%

U/P: 99.9% *

overpayments (O/P) and
underpayments (U/P)

100.0%
2004 O/P: 99.5% * 9.6% f\; ;/A Underpayments
U/P: 99.8% * 99, 6% \\// Overpayments
2005 O/P: 99.6% * 99.4% ‘ T

U/P: 99.8% * 2003 2004 2005 2006 2007

2006 O/P: 99.7% * Fiscal Year

U/P: 99.9% *

> e DD E DD

2007 O/P: To Be Determined**
U/P: To Be Determined*

* The actual number is rounded to the nearest tenth using the standard rounding convention of rounding up
numbers that are .05 or higher and rounding down those .04 or less.

** Actua datafor FY 2007 will not be available until July 2008 and will be reported in the FY 2008 PAR.
Note: Thisisan Old-Age and Survivors Insurance Program Assessment Rating Tool performance measure.

Data Definition: OASDI payment accuracy rate is determined by an annual review of a statistically valid sample of
the beneficiary rolls; i.e. the findings are representative of the universe of the payments issued with 95 percent
precision and confidence limits of +/-0.2 percent for overpayments and +/-0.1 percent for underpayments. Separate
rates are determined for overpayment error dollars and underpayment error dollars. The accuracy rates are
computed by dividing error dollars by the total dollars paid for the fiscal year. This percentage is subtracted from
100 percent to attain the accuracy rate.

Note: Inthe Annual Performance Plan for FY 2008 and Revised Final Plan for FY 2007, the Data Definition was
incorrect in that it included projected confidence levels. The confidence level for each fiscal year cannot be
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determined until the review has been completed. The Data Definition now includes the FY 2006 confidence levels
of +/-0.2 percent for overpayments and +/-0.1 percent for underpayments.

Data Source: OASDI Stewardship Report

Note: The basis of the Retirement and Survivors Disability Insurance (RSDI) payment accuracy (stewardship)
report is a monthly randomly selected sample of cases from RSDI payment rolls of all beneficiariesin current pay
status. The cases are reviewed for non-medical factors of digibility and, for each case, the beneficiary or
representative payeeis interviewed (75 percent by phone and 25 percent by home visit), collateral contacts are
made, as needed, and all factors of eligibility are redeveloped for the current sample month.

2.1f — Percent of outstanding Old-Age, Survivors and Disability Insurance (OASDI) debt in a
collection arrangement

FY 2007 Goal: 44%
Performance: 44%*

Goal Achieved: Yes

Discussion: Aswith the Percent of outstanding Supplemental Security Income (S3) debt in a collection
arrangement performance measure, the collection of the debt incurred when an improper OASDI payment is made
is part of the Agency’s plan under the President’ s Management Agenda Eliminating I mproper Payments program
initiative.

Through arigorous debt collection program, SSA is committed to making every effort to recover OASDI Trust Fund
monies incorrectly paid out. The Agency’s successin meeting this goal can be attributed to the hard work of its
employees in conjunction with several debt collection techniques, including:

e Recovering overpayments through an offset to Federal tax refunds and other Federal payments;

e |dentifying and resolving overpayments received by representative payees on the record of deceased OASDI
beneficiaries;

e Requesting employersto offset the wages of delinquent debtors;

e Withholding ongoing and retroactive OASDI benefits;

o Referring delinquent debts to credit bureaus; and

e Using anew debt collection measurement tool that enables the Agency to better target those portions of its debt
portfolio that can be collected.

Trend:
Percent of outstanding OASDI debtin a
Fiscal Year Performance Goal Achieved? collection arrangement
2003 40% * 1t 45%
L a3 .//
0p * A a
2004 42% o . v
2005 420% * L) 39% ‘
2006 42% * A 4 2003 2004 2005 2006 2007
2007 44% * f Fiscal Year

* The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up
numbers that are .5 or higher and rounding down those .4 or less.
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Data Definition: Thisisthe percent of outstanding OASDI debt that is scheduled for collection by benefit
withholding or installment payment. Therateis expressed as the average for the year, i.e., the percent is calcul ated
monthly and the annual performance is derived by averaging the results for the most recent 12 months. Outstanding
OASDI debt is grouped into four main categories: newly established debt; debt that involves a current due process
request such as waiver; debt that isin a collection arrangement; and debt that is not in a collection arrangement. The
percent of debt in a collection arrangement is computed by dividing the dollars in that category by the total dollar
amount of outstanding debt in all four categories.

Note: Data are shown as a 12-month rolling average.

Data Source: The Recovery of Overpayments, Accounting, and Reporting system.

Strategic Objective 2.2: Strengthen the integrity of the Social Security Number (SSN)

issuance process to help prevent misuse and fraud of the SSN
and card

2.2a — Percent of original SSNs issued that are free of critical error

FY 2006 Goal: 98%
Performance: 98%*

Goal Achieved: Yes

FY 2007 Goal: 98%
Performance: Data available Sept 2008**

Goal Achieved: To Be Determined

Discussion: The SSN was developed as atool to track the earnings records of individuals for the purpose of
determining future benefits that may be due to those individuals and their families. Although SSA’s purpose for
assigning a number and issuing a card has not changed, over time, the SSN has become a primary means of
identification in both the public and private sectors. Asuse of the SSN has grown, so has identity theft and SSN
fraud. SSA’srolein preventing SSN misuse is to ensure that SSNs are assigned and cards are issued correctly.

Each year, the Agency strengthens current initiatives and implements new methods to safeguard SSN assignment
and card issuance processes. For instance, fraud indicators are now displayed on queries and SSN verificationsto
further deter SSN fraud and misuse. SSA verifies evidentiary documents with the Department of Homeland
Security and other Federal Agencies for non-U.S.-born individuals or with State Bureaus of Vital Statistics for all
U.S.-bornindividuals prior to issuing an original Social Security card. SSA aso workswith the Department of State
to verify the status of newly arrived refugees. In addition, in accordance with the provisions of the Intelligence
Reform and Terrorism Prevention Act of 2004, fraud codes and death indicators were placed on SSN records to
further prevent fraud and misuse.

Refer to Agency Challenges, |. Social Security Number Protection pages 19 and 20 for more information on the
process of assigning and issuing SSNs.

Trend: Thiswas anew measure for FY 2006.

Fiscal Year Performance Goal Achieved?

2006 98% * 1+
2007 To Be Determined **
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* The actual number is rounded to the nearest whole number using the standard rounding convention of rounding
up numbers that are .5 or higher and rounding down those .4 or less.

** Actual datafor FY 2007 will not be available until September 2008 and will be reported in the FY 2008 PAR.

Data Definition: Therateis based on an annual review of applications for original SSN cardsto verify that: 1) the
applicant did not receive an SSN that belonged to someone else; 2) if the applicant had more than one SSN, the
numbers were cross-referenced; and 3) the applicant was entitled to receive an SSN based on supporting
documentation, i.e., the Field Office verified appropriate documentation — Department of Homeland Security
document for foreign born and birth certificate for U.S. born, and made a correct judgment of entitlement to an SSN.
SSNisissued through the Enumeration-at-Birth (EAB) and Enumeration-at-Entry (EAE) processes are included in
the review, aswell asfield office processed SS-5 transactions for original SSNs.

Note: Inthe Annual Performance Plan for FY 2008 and Revised Final Plan for FY 2007, the Data Definition was
incorrectly stated. The Data Definition has been corrected above to include SSNsissued via EAB and EAE.

Data Source: Enumeration Process Quality Review, which is based on a sample of approximately 1,500 SSN
transactions that have resulted in the issuance of an original SSN.

2.2b — Percent of SSN receipts processed up to the budgeted level

FY 2007 Goal: 96%*
Performance: 97%**

Goal Achieved: Yes
*  Thebudgeted level for FY 2007 was 18,000,000. The goal of 96% of the budgeted level was 17,280,000.

** The actual number is rounded to the nearest whole number using the standard rounding convention of rounding
up numbers that are .5 or higher and rounding down those .4 or less.

Discussion: SSA worked diligently to achieve this goal for FY 2007. Asthe threat of identity theft continues to
become more widespread, stricter standards for acceptabl e identification and verification made this task more
difficult and time-consuming.

Asaresult of legislation and policy changes, revisions to the SSN and card issuance process continue to be made.
Through the recommendation of an Interagency Task Force, SSA began to limit the number of replacement SSN
cards an individual may receive to a maximum of threein asingle year and atotal of ten over aperson’slifetime.

In addition, policy changes have significantly decreased the number of non-work SSNs the Agency assigned to non-
citizens. In April 2007, two improvements were made to the Social Security card issuance process:

e Anissue date was added to the front of each card; and
e  Signing instructions were added to clarify when adults and children should sign their cards.

Effective October 2007, further enhancements to the SSN card included adisplay of the first and last name on two
lines and included additional security features.

Refer to Agency Challenges, I. Social Security Number Protection pages 19 and 20 for more information on the
process of assigning and issuing Social Security Numbers.

Trend: Thiswas anew measure for FY 2007.

Data Definition: In the Regional Offices, Field Offices and the Office of Central Operations, the original and
replacement SSN requests processed compared to the receiptsin afiscal year. Thisalso includes Enumeration-at-
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Birth (EAB) activity, Enumeration-at-Entry (EAE) activity, and the count of fraud investigations not resulting in
issuance of an SSN, an EAB or an EAE

Data Source:  Social Security Unified Measurement system Enumeration Operational Data Store.

Strategic Objective 2.3: Ensure the accuracy of earnings records so that eligible

individuals can receive the proper benefits due them

2.3a — Remove 3 percent of the earnings items that remain in the Earnings Suspense File (ESF) for
a new tax year and post the earnings to the correct earnings records

FY 2007 Goal: 3%
Performance: 1%*

Goal Achieved: No

Discussion: The ESF is an electronic holding file for earnings reported by an employer that cannot be posted to an
individual worker’s record due to a mismatch of the worker’s name and/or SSN. Since the record of worker’s
earnings determines the benefits that are payable to Old-Age, Survivors and Disability Insurance beneficiaries, it is
essential that SSA be able to accurately match the earnings reported by employers to the correct individual record.

Although the Agency did not meet thisgoal for FY 2007, SSA recognizes that the best means of keeping the ESF as
small as possible is through a preventative strategy designed to improve the accuracy of the reporting of future
earnings. SSA provides avariety of tools to employers to help them match the names of their employees with the
SSN they have on file for that employee. This matching activity will help ensure that employers report the earnings
of their employees to the correct SSN record. These methodologies include:

e The Socia Security Number Verification Service, which allows employers to verify employee names and
SSNs;

e Business Services Online, which allows employersto verify an employee’s SSN online; and

e W-2C Online, which allows employers to correct errors in the W-2 forms of their employees electronically.

Refer to Agency Challenges, |. Social Security Number Protection page 19 and VII. Service Delivery and Electronic
Government page 25 for more information about these tools for employers.

In addition to these initiatives to prevent earnings from being placed in the suspensefile, SSA will continue to
dedicate resources to removing those items that are currently in the ESF.

Trend: Remove 3 percent of the earnings items that

Fiscal Year Performance Goal Achieved? remain in the Earnings Suspense File (ESF)

for a new tax year and post the earnings to

2003 0.4% ¥ the correctearnings record

2004 20 * ¥ o . .

2005 20 * \ 4 o] / \_’
2006 1% 4 2003 2004 2005 2006 2007
2007 1% * ¥

Fiscal Year

* The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up
numbers that are .5 or higher and rounding down those .4 or less.
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Note: Thisisan Old-Age and Survivors Insurance Program Assessment Rating Tool performance measure.

Data Definition: Items remaining in suspense are wages or self-employment earnings not matched to an earnings
record after all routine matching operations are complete. The 3 percent reduction will be achieved by using new
matching routines developed by the Office of Quality Performance. The percentage is determined by comparing the
number of items added to suspense for atax year (TY) to the number later removed by the new process.

Note: Thereisa4-year lag between the tax year and the year calculated, i.e., for 2005, the tax year is 2001; for
2006, the tax year is 2002; and for 2007, the tax year is 2003.

Data Source: Compare the number of items in the ESF for a new tax year after all processes are completed to the
number of items removed by the new process developed by the Office of Quality Performance and the Office of
Systems.

Strategic Objective 2.4: Manage Agency finances and assets to link resources effectively to

performance outcomes

2.4a — Continue to achieve 2 percent, on average, annual productivity improvement

FY 2007 Goal: 2% on average
Performance: 1.89% on average

Goal Achieved: No

Discussion: The Agency came very close to achieving the FY 2007 goal for this measure with an annual
productivity improvement of 1.89 percent. SSA is proud of theincreasesin productivity that have been achieved
since the base year of FY 2001. To be able to increase employee productivity in an environment where the
Agency’ s workloads continue to grow is of great benefit to the public. Unfortunately, the aging of the baby boom
generation is also leading to increased retirements among SSA’s employees. Within ten years, 54 percent of the
Agency’s employees will be éligible for retirement. Many of these positions require two to three years of training
before the employee can be fully productive. Replacement of these losses will be essential to the SSA’ s ability to
continue to increase productivity and best serve the public. SSA will continue the actions that have been successful
in the past of planning, supporting, and implementing several workload processing initiatives each year.

Trend: Since FY 2001, the base year, SSA has exceeded the goal of improving productivity by two percent on
average for five out of six years.

Note: Thisisan Old-Age and Survivors Insurance Program Assessment Rating Tool performance measure.

Data Definition: The percent change in productivity is measured by comparing the total number of SSA and
Disability Determination Services (DDS) workyears that would have been expended to process current year
SSA-level workloads at the prior year’' s rates of production to the actual SSA and DDS workyear totals expended.
The average annual productivity is calculated using a five-year rolling average.

Data Source: Agency Cost Accounting System

2.4b — Disability Determination Service (DDS) case production per workyear (PPWY)

FY 2007 Goal: 252
Performance: 249*

Goal Achieved: No

Discussion: This performance measure’ s focus on productivity directly links it to Agency stewardship. Although
SSA did not meet this goal, the FY 2007 average case PPWY of 249 shows an improvement of 3.3 percent over the
FY 2006 average case PPWY of 241. In addition, PPWY continued to climb during the last six months of this fiscal
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year. Many States have now returned to their pre-eDib case PPWY since becoming Independence Day Assessment
certified; averification that aDDS siteis ready to operatein afully electronic environment. For instance, for the
quarter ending June 30, 2007, the PPWY was 265.

One factor that affected the number of cases processed per individual was the Agency’ s decision to focus on
clearing older cases, which take more time to process. Also, on anationa basis, over 47 percent of DDS medical
examiners have less than five years experience and over 23 percent have less than two years. As part of the new
eDib initiative, the training for all disability examinersin the new electronic document management system was
completed in FY 2007. AsDDS employees are now near the end of the learning curve in the move from the more-
familiar paper process to the new fully electronic disability system and have gained more experience as adjudicators,
PPWY is expected to continue to increase accordingly.

Refer to Agency Challenges, I1. Management of the Disability Process on page 21 and Agency Challenges, 111.
Improve the Disability Determination Service Process and Return to Work on page 22 for more information about
Agency initiatives that will improve DDS PPWY .

Trend:
Disability Determination Service (DDS) case
Fiscal Year Performance Goal Achieved? production per workyear (PPWY)
2003 270 * L 300
2751 —_—
2004 273 * L 250 ——
225 4
2005 260 * ¥ 200
2006 241 * \ 4 2003 2004 2005 2006 2007
2007 249 * T Fiscal Year

* The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up
numbers that are .5 or higher and rounding down those .4 or less.

Note: Thisisa Disability Insurance Program Assessment Rating Tool performance measure.

Data Definition: Thisindicator represents the average number of DDS case production per workyear expended for
all work. A workyear represents both direct and indirect time, including overhead (time spent on training, travel,
leave, holidays, etc.). Itisinclusive of everyone on the DDS payroll, including doctors under contract to the DDS.

Data Source: National Disability Determination Services System and Disability Operational Data Store

2.4c — SSA hearings case production per workyear (PPWY)
FY 2007 Goal: 106

Performance: 101*

Goal Achieved: No

Discussion: The Agency is actively working on implementing enhancements to the hearings process that will allow
employees to increase the average number of hearings they processin ayear. The most significant improvement is
the availability of case records through electronic files. As paper files are eliminated and employees become more
comfortable with the new process, the Agency expects significant increases in employee productivity.

In addition to the electronic process, SSA is actively making greater use of video hearings, which will save
Administrative Law Judges' time by reducing their need to travel.
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Refer to Agency Challenges, 1V. Disability Insurance on page 23 and Agency Challenges, VII. Service Delivery and
Electronic Government (OIG & GAO) on page 25 for more information about improvements to the hearings process.

Trend:
SSA hearings case production per

i i k PPWY
Fiscal Year Performance Goal Achieved? workyear ( )

2003 103 % * f 106
104 - o~
. ¥ 102 -
2004 100 100 | N~—  ——
2005 102 * ** ¥ 98 : : : :
2006 100 * 3 2003 2004 2005 2006 2007
Fiscal Year
2007 101 * ¥

* The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up
numbers that are .5 or higher and rounding down those .4 or less.

** FY 2003 — FY 2005 included Medicare and SSA hearings.

Note: Thisisa Disability Insurance and Supplemental Security Income Program Assessment Rating Tool
performance measure.

Data Definition: Thisindicator represents the average number of SSA hearings case production per workyear
expended. A direct workyear represents actual time spent processing cases. It does not include time spent on
training, Administrative Law Judge (ALJ) travel, leave, holidays, etc.

Data Source:  Office of Disability Adjudication and Review, Monthly Activity Report, the Case Processing and
Management System, Payroll Analysis Recap Report, Travel Formula (based on the assumption that AL Js spend an
average of ten percent of their timein travel status), and Training Reports (Regional reports on new staff training,
ongoing training, and special training).

2.4d — Enhance efforts to improve financial performance using Managerial Cost Accountability
System (MCAS)

FY 2007 Goal: Complete 58% of the MCAS projects
Performance: 29% of the MCAS projects completed

Goal Achieved: No

Discussion: Achievement of MCAS project percentage goals is dependent on the full completion and successful
implementation of major releases. When the performance plan was developed for FY 2007, two such mgjor releases
were planned. While progress was made during FY 2007 toward both of these rel eases, due to budgetary restraints
critical SSA systems development resources had to be shifted away from the MCAS project to work on more critical
projects. Asaresult, completion of the release that will increase MCAS' completion from 29 percent to 54 percent
is currently scheduled for completion in late FY 2008. Completion of the second rel ease, which will further increase
MCAS completion to 58 percent, is currently scheduled for completion in FY 2009.

MCAS has acommon goal with the Social Security Unified Measurement System in that both systems are designed
to:

e  Provide more accurate and consistent information;
e |Improve access to management information;
e Improve work resource allocation;
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e Improve customer service; and
¢  Reduce manua work.

The MCAS projects will establish and integrate modern, state-of-the-art managerial accountability, performance
tracking, and cost accounting practices into SSA’s basic business practices. MCAS s essentia to the positioning of
the Agency’s resources and processes to meet the growing and emerging workloads in an environment of continuing
resource constraints. MCAS will also provide essential data which the Agency needs to track its progress and
efficiency in meeting most of its other goals and objectives. Asaresult, it will be an essential element in monitoring
and reporting on the Agency’s progress in pursuing and implementing these goals and initiatives as well as
determining the resources which each consumes.

MCAS s supported by the Time Allocation System, which is a management information system that is being
developed to improve the way workload data is captured for such purposes as determining resource reguirements
and measuring productivity. The Time Allocation System links work resources and costs together to provide SSA
managers and analysts with accurate, detailed, timely, and relevant data about how SSA’ s direct service work
resources are used to perform SSA’s workloads.

Trend: Thiswas anew measure for FY 2004. . i .
Enhance efforts to improve financial

i . performance using Managerial Cost
Fiscal Year Performance Goal Achieved?

Accountability System (MCAS) (percent)

2004 4% n/a 60%
‘ 40%
0,
2005 5% . —
2006 29% 1+ 0% 0——'/
2007 29% ¥ 2004 2005 2006 2007

Fiscal Year

Data Definition: MCAS provides improved managerial accountability cost accounting and financial management
information for SSA, its component organizations, and the programs, as well as workloads that it supports, in
separate projects that may have multiple releases. A methodology is used that weights individua projectsto create a
combined percentage to track the overall completion of thisinitiative. Thisformula scores the deliverables within
each project.

Data Source: SUMS/MCAS project plan tracking and releases as reported to the SUMS/MCAS Executive Steering
Committee

2.4e — Receive an unqualified opinion on SSA’s financial statements from the auditors

FY 2007 Goal: Receive an unqualified opinion
Performance: Received an unqualified opinion

Goal Achieved: Yes

Discussion: For the 14" successive year, SSA received an unqualified opinion on the Agency’s financial
statements. In accordance with the Chief Financial Officers’ Act, SSA’sfinancial statements were independently
audited by PricewaterhouseCoopers LLP. In their audit, PricewaterhouseCoopers found that SSA’s financial
statements, as contained in this FY 2007 PAR, were presented fairly, in all material respects, in conformity with
accounting principles generally accepted in the United States of America.

The Agency takes its stewardship responsibility of the Social Security programs very seriously and will continue to
demonstrate an unyielding dedication to sound financial management practices. Refer to the Auditor’s Reports
section, beginning on page 157, for more information on SSA’ s financial statements audit.
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Trend: SSA hasreceived an unqualified audit opinion every year from FY 1994 — FY 2007.

Data Definition: An unqualified opinion on the financial statementsis provided when an independent auditor
determines that the financial statements are presented fairly, and, in all material respects, in conformity with
accounting principles generally accepted in the United States of America.

Data Source: Auditors’ work papers

Note: SSA’s Office of Inspector General has a contract with an outside auditing firm to audit the Agency’ s financial
statements.

2.4f — Get to “green” on the President’s Management Agenda (PMA) initiatives status scores

FY 2007 Goal: Achieve astatus score of “green” on five of five PMA initiatives
Performance: Achieved a status score of “green” on four of five PMA initiatives

Goal Achieved: No

Discussion: The PMA lists and describes those Government-wide initiatives determined to have the greatest
potential to improve Federal management and deliver results in areas deemed to be important to the public. It
guides the activities of Federal agencies to ensure accountability for each Agency’s performance on five vita topics.

The Office of Management and Budget (OMB) uses a scorecard to track each agency’s efforts to implement the
PMA initiatives. OMB assesses agency "status" based on the scorecard standards for success, which can be found
at: http://www.whitehouse.gov/results/agenda/standardsforsuccess08-2007.pdf. Under each of these standards, an
agency is"green” or "yellow" if it meets all of the standards for success listed in the respective column and "red" if
it has any one of a number of serious flaws listed in the "red" column.

Although the Agency did not achieve the goal of obtaining a status score of “green” on al five PMA initiatives, SSA
is proud to have maintained the “green” status on four of the five initiatives and has devoted considerable time and
resources working to achieve a score of “green” on thefifth initiative — Expanded Electronic Government. Refer to
Agency Challenges, VII. Service Delivery and Electronic Government on page 25 for more information about SSA’s
electronic government efforts.

Trend: The following table summarizes SSA’s status scores under the PMA for FY 2003 through FY 2007:
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SSA’s President’s Management Agenda - Status Scores

September September September September September

2003 2004 2005 2006 2007
Strategic . . .
Management of
Human Capital Yellow Green Green Green Green
Competitive . - -
Sourcing Red Yellow Yellow Green Green
Improved Financial - ‘ . ‘ .
Performance Green Green Green Green Green
Expanded .
Electronic Red
Government Yellow Yellow Yellow Yellow
Performance . . . .
Improvement
Initiative® Yellow Green Green Green Green

Note: The PMA scorecard can be found at: http://www.whitehouse.gov/results/agenda/scorecard.html.

Data Definition: Being scored “green” on the PMAS.

Data Source: The Office of Management and Budget’'s PMA initiative scorecard for SSA

Strategic Goal 3: To achieve sustainable solvency and ensure Social Security
programs meet the needs of current and future generations

Strategic Objective 3.1: Through education and research efforts, support reforms to
ensure sustainable solvency and more responsive retirement and
disability programs

3.1a — Provide support to the Administration and Congress in developing legislative proposals and
implementing reforms to achieve sustainable solvency for Social Security

FY 2007 Goal: Conduct analysisfor the Administration and Congress on key issues
related to implementing Social Security reforms

Performance: Completed

Goal Achieved: Yes

Discussion: The policies established by the Administration and Congress in their work to maintain the solvency of
the Old-Age, Survivors, and Disability Insurance (OASDI) Trust Funds are of great importance to SSA’s primary
purpose of implementing the Social Security programs and the Agency’ s mission: To advance the economic
security of the Nation’ s people through compassionate and vigilant leadership in shaping and managing America’s
Social Security programs.

! Effective July 1, 2007, the name of this initiative was changed from Budget and Performance I ntegration to the Performance
Improvement Initiative.

SSA FY 2007 PERFORMANCE AND ACCOUNTABILITY REPORT | 85 |


http://www.whitehouse.gov/results/agenda/scorecard.html

PERFORMANCE SECTION

To assist the Administration and Congress in making informed decisions on major policy issues, the Agency
provides policymakers with the information they need to understand the broad impact and effects of potential reform
proposals to the OASDI programs. SSA provides analysis and research on policy initiatives and produces briefing
materials for congressional hearings to educate policymakers about the scope, impact, and dynamics of the OASDI
programs.

Trend: SSA has met this goal every year from FY 2003 - FY 2007 by conducting analyses related to Social Security
reforms.

Data Definition: Completed reports and analysis of present law provisions, as well as proposed and pending
legislation and other proposals relating to solvency of the system.

Data Source: Office of Policy records (consists primarily of various micro simulation models, e.g., Modeling
Incomein the Near Term, Financial Eligibility Model, and Social Security and Accounts Smulator, aswell as
surveys, e.g., urvey of Income and Program Participation, Health and Retirement Study).

3.1b — Issue annual SSA-initiated Social Security Statements to eligible individuals ages 25 and
older

FY 2007 Goal: 100%
Performance: 100%*

Goal Achieved: Yes

Discussion: This performance measure was created to ensure that all eligible individuals are issued an annual Social
Security Statement as required by law. SSA has met its goal every year since FY 2005 when this measure was
established. In FY 2007, SSA met the 100 percent goal by issuing Social Security Statements to over 146 million
individuals who were eligible to receive the Statement.

The Social Security Statement contains:

e Anestimate of potential monthly Social Security retirement, disability, survivor and auxiliary benefitsand a
description of benefits under Medicare;

e Theamount of wages paid to the employee or income from self-employment; and
e The aggregate taxes paid toward Social Security and Medicare.

The objectives of the Social Security Satement are to:

o Verify and ensure the accuracy of aworker’s earnings record. The Statement plays avital rolein helping
individualsto verify their earnings record for accuracy and completeness. Individuals are encouraged to review
their earnings history to avoid incorrect benefit paymentsin the future. Thisinformation, which is at the top of
the page to make it easier to see, includes instructions for recipients to report any earnings discrepancies as soon
as possible.

e Educate the public about Social Security programs. The Statement contains information about the various
benefits to which aworker may be entitled.

e Assistinfinancial planning. The Statement provides workers with potential retirement, disability and survivor
benefits. It also contains information about planning for retirement. By reviewing thisinformation, individuals
can seeif they are on track to meet their retirement goals.

To ensure that the Statement is meeting its objectives and providing value to the American public, the Agency has
an ongoing Satement evaluation plan that includes focus group testing and formal surveys. The plan also provides
for an analysis of existing internal sources of management information. For example, a monthly Operations report
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shows how many Internet inquiries are received from people who claim their wages are not listed correctly on their
Statements.

Revisions to the Satement are considered and made as appropriate and necessary, based on these assessmentsand in
conjunction with mandated changes. In FY 2007, the Agency made some formatting changes, taking into
consideration changes mandated by law, along with suggestions made by the Government Accountability Office. In
addition, SSA’s Commissioner updated the message on the front page of the Satement to include important
information about the need for people to save and invest to have enough money to live comfortably in retirement.
Also, the Statement now includes a paragraph advising readers on how to learn more about, or apply for, the extra
help that is available to some Medicare beneficiaries for Medicare Part D.

Trend: Thiswas anew measure for EY 2005. Issue annual SSA-initiated Social Security
Statements to eligible individuals ages 25
Fiscal Year Performance Goal Achieved? 105% and older (percent)
2005 100% L ) 100% ° o .
2006 100% 1+ 95%
90%
2007 100% * 1t
2005 2006 2007
Fiscal Year

* The actual number isrounded to the nearest whole number using the standard rounding convention of rounding
up numbersthat are .5 or higher and rounding down those .4 or less.

Note: Thisisan Old-Age and Survivors Insurance Program Assessment Rating Tool performance measure.

Data Definition: Asrequired by law, SSA issues annual Social Security Statementsto all eligible individuals
(Socia Security Number holders age 25 and older who are not yet in benefit status and for whom SSA can
determine a current mailing address). The Satement contains information about Social Security benefit programs,
financing facts, and provides personal benefit estimates.

Data Source: Executive and Management Information System

Strategic Goal 4: To strategically manage and align staff to support the mission of
the Agency

Strategic Objective 4.1: Recruit, develop and retain a high-performing workforce

4.1a — Minimize skill and knowledge gaps in mission-critical positions

FY 2007 Goal: Identify skill and competency gaps and develop an implementation
plan for addressing gaps in mission critical occupations— Actuaries
and Economists

Performance: Completed

Goal Achieved: Yes

Discussion: In order to address gaps in mission critical occupations, the Agency must properly target training and
evaluation programs. To accomplish this, SSA needs to identify the job-specific knowledge, skills, and abilities
necessary for successful performance in each of these positions.

A competency-based plan for training shifts the learners from achieving a single instructional objective to focusing
on the acquisition of competencies during the training. The competencies for these positions were identified through
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an extensive data collection effort involving both technicians and management officials. In FY 2007, position
incumbents were assessed on their level of proficiency across each of the competencies identified as critical for
success in the position. Based on the results of those assessments, implementation plans were developed for
addressing any competency gaps that were uncovered during the assessment process.

Note: Thefull list of Mission Critical Occupations can be found in the Agency’ s Strategic Human Capital Plan,
which isan internal document that is shared with the Office of Management and Budget and the Office of Personnel
Management. Competencies have been identified for the Claims Representative, Service Representative,
Teleservice Representative, Benefit Authorizer, Claims Authorizer, Technical Support Technician, Information
Technology Specidist, Actuary, and Administrative Law Judge positions. In FY 2007, focus was on skills gap
analyses for Actuaries and Economists. Other occupations will be targeted as part of along-range plan to assess and
improve skill gaps for all Mission Critical Occupations.

Trend: InFY 2007, SSA met the goal to identify skill and competency gaps for Actuaries and Economists and
developed an implementation plan for addressing those gaps.

Data Definition: A competency is a pattern of knowledge, behaviors, skills, abilities, attributes, or traits associated
with high or superior performance on the job. Competencies are identified through a structured interview and
analysis process by working with SSA components and outside sources. A gap is the difference between the
Agency’ s desired needs and current proficiency levelsin the selected competency.

Data Source:  Office of Human Resources records, which include the following: definitions of competencies
identified for the targeted mission critical positions; results of skill gap analysis surveys; skill gap improvement,
implementation, and/or results plans provided to the Office of Personnel Management as part of the President’s
Management Agenda (PMA) scoring; and the Mission Critical Occupation Resource Chart provided to OPM
quarterly as part of the PMA scoring.

4.1b — Align employee performance with Agency mission and strategic goals

FY 2007 Goal: Implement the Performance Assessment and Communication System
(PACS), which is amulti-tiered results-oriented performance
assessment system for General Schedule (GS) and Federal Wage
System employees below the GS-15 or equivalent grade, and GS-15
employees who are covered by the 2005 SSA/American Federation of
Government Employees (AFGE) National Agreement

Performance: Completed

Goal Achieved: Yes

Discussion: In FY 2006, SSA executed communication and training plans that addressed technical changesto the
performance management process and communications skills. These activities facilitated implementation of the
new multi-tiered, results-oriented PACSin early FY 2007. Since the implementation, SSA has closely monitored
the web-based tool used by managers to document performance appraisal activities ensuring that performance plans
are consistent with regulations and the applicable collective bargaining agreements. Refer to Agency Challenges,
Xl. Human Capital page 29 for more information on the Agency’s efforts to align employee performance with
SSA’s mission and strategic goals.

Trend: InFY 2007, PACS was successfully implemented.

Data Definition: The PACSisamulti-tiered, results-oriented performance assessment system for General Schedule
(GS) and Federal Wage System employees below the GS-15 or equivalent grade and GS-15 employees who are
covered by the 2005 SSA/ American Federation of Government Employees (AFGE) National Agreement. This
performance appraisal system provides for ongoing interaction and communication between the supervisor and
employee on performance expectations. The PACS includes performance plans consisting of: 1) elements, i.e.,
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work assignments and responsibilities that are critical to achieving the Agency’s mission and goals and 2) standards,
i.e., how employee accomplishments are to be measured in terms of quality, quantity, and timeliness. PACS aso
includes expectations, i.e., the outcomes managers expect of each employee based on the elements, standards, and
employee’ sjob duties and responsibilities. Employees are issued alignment statements to show how the employees
performance relates to the Agency’ s mission, values, goals, and objectives. PACSwill help align employee
performance plans to Agency strategic goals and objectives and make distinctions between levels of performance.
PACS performance plans and records are maintained in an automated PACS system.

Data Source:  Office of Human Resources records, which include reports and queries from the PACS web-based
application showing the number of employees to whom performance plans have been issued, performance
discussions held, etc.

Note: In the Annual Performance Plan for FY 2008 and Revised Final Performance Plan for FY 2007, the Data
Source wasincorrectly stated. The Data Source has been corrected above to delete information that references
discussion points and data sources specific to the FY 2006 performance measure.

4.1c — Enhance SSA’s recruitment program to support future workforce needs

FY 2007 Goal: Develop methodology to evaluate selected elements of the SSA
recruitment strategy

Performance: Completed

Goal Achieved: Yes

Discussion: As SSA strives to adequately prepare for the workforce of the future, several factors have increased
awareness of the importance of strong human capital planning to achieve its business objectives. One of the greatest
challenges facing the Agency is the potential loss, by 2015, of 54 percent of SSA’s employeesto retirement. Not
only isthis over half of the Agency’ s employees; but also, these are the employees that are the most experienced and
knowledgeable about the administration of SSA’s programs. Adding to the impact of thislarge retirement waveis
the increasing volume of the Agency’ s workload due to the disability and retirement needs of the baby boomers.
The situation is bleaker due to overall Agency resource constraints that have limited the ability of the Agency to hire
new employees during FY 2007. Despite the ongoing retirement wave, SSA does not expect to be able to replace
retiring employees or hire additional staff throughout FY 2008.

To ensure that SSA is poised to act quickly should the budget allow, the Agency is prepared with an aggressive
recruitment strategy, the National Recruitment Program, which includes aten-step plan, avast cadre of recruiters
across the nation, and the ongoing expansion of toolsto ensure that SSA continues to be aleader in recruitment
initiatives Government-wide.

Asone of the major human capital initiatives linked directly to the Agency’s strategic goal to “recruit, develop, and
retain a high-performing workforce,” it isimportant that SSA’s National Recruitment Program continuesto be
effective. Asaresult, in FY 2007 SSA developed a comprehensive methodology to evaluate selected elements of its
recruitment strategy. The Agency will begin implementation of this evaluationin FY 2008.

Refer to Agency Challenges, XI. Human Capital on page 29 for more information.
Trend: Thiswas anew measure for FY 2007.

Data Definition: The process used to develop the evaluation methodology in FY 2007 will include the following
steps: 1) research, draft an evaluation strategy, and identify metrics necessary to evaluate the SSA Recruitment
Strategy; 2) document the draft plan for evaluating the Recruitment Strategy and request feedback from
Regional/component recruitment leads and Human Resource directors; and 3) analyze feedback and document the
final Recruitment Evaluation Strategy to be implemented by the Agency in FY 2008. The evaluation methodology
will identify the specific elements of SSA’s multifaceted recruitment strategy that will be evaluated, aswell asthe
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appropriate evaluation methods to be used for those elements. The evaluation strategy and plan will also include a
timeline to be used in FY 2008.

Data Source:  Office of Human Resources records, which include the documented evaluation strategy and plan, the
evaluation timeline, the collected data (i.e., the research and the feedback from recruiters and Human Resources
directors), and the reported results (i.e., the final evaluation strategy and plan).

The Program Assessment Rating Tool (PART) isadiagnostic tool designed by the Office of Management and
Budget (OMB) to examine different aspects of program performance to identify the strengths and weaknesses of a
given Federal program. The Disability Insurance (DI) program was assessed in 2003; the Supplemental Security
Income (SSI) program was assessed in 2004 and in 2007; and the Old-Age and Survivors Insurance (OASI) program
was assessed in 2006. The DI, SSI, and OASI program assessments are available online at ExpectMore.gov
(http://www.whitehouse.gov/omb/expectmore/).

The findings from these program assessments are consistent with the areas SSA identified as reguiring attention.
SSA continues to work with OMB to ensure that plans are devel oped, implemented, and updated to improve
program performance and address the following PART findings:

Dl PROGRAM

o Simplifying the process for determining if an individua is disabled to improve the accuracy and speed of
decisions;

e Testing several demonstration projects and removing other barriers to assist Disability Insurance beneficiaries
in returning to work; and

e Publishing rulesto update the way age is considered in making disability determinations and considering other
rule changes.

OASI PROGRAM
e Educating the American people on the solvency issues facing the OASI program and working with the
Administration and Congress on legidlative reform proposals necessary to achieve long-term solvency;

e Updating the tactical plan for electronic servicesto include information technology and non-information
technology projects that will be developed and implemented in FY 2008 and FY 2009; and

o Developing new automated techniques to detect and correct errorsin name/Socia Security Number matching.

SS| PROGRAM

o Simplifying the process for determining if an individua is disabled to improve the accuracy and speed of
decisions;

e  Connecting beneficiaries with expanding employment opportunities for individuals with disabilities; and

e Addressing payment accuracy issues by developing proposals to simplify the program's eligibility rules.

SSA’s strategic plan, annual performance plan, and budget requests all address the findings from the assessments.
The performance measures and targets for the PART assessments were provided by SSA and used by the OMB and
SSA to evauate the effectiveness of the DI, OASI, and SSI programs. In addition to the 15 Government
Performance and Results Act (GPRA) performance measures and targets, identified by the PART symbol on the
charts on pages 49-53 and discussed in detail on the page number indicated on those charts, the PART assessment
also included two non-GPRA performance measures.
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PART Measures

Percent of SSI Aged claims processed by the time the first payment is due or within 14 Days of the
effective filing date

FY 2007 Goal: 75%
Performance: 92%*

Goal Achieved: Yes

Discussion: Supplementa Security Income (SSI) payments are made to qualified people who have limited income
and financia assets. The Agency has provided and will continue to provide sufficient resources through this
program to ensure that the needs of this segment of the population are met and that the claims are processed as
quickly as possible. SSA’s performance reflects a national commitment to make timely and accurate payments to
SSI Aged recipients (i.e. quaified individuals over the age of 65).

Trend: SSI Aged Claims Processed Timely (percent)

Fiscal Year Performance Goal Achieved? 93%
0

0% *
2004 84 * t a3 |

2005 88% * * 8%
2006 91% * t 2003 2004 2005 2006 2007
2007 920 * 1 Fiscal Year

* The actual number is rounded to the nearest whole number using the standard rounding convention of rounding up
numbers that are .5 or higher and rounding down those .4 or less.

Data Definition: Thisrate reflects the number of SSI Aged applications completed through the SSA operational
system (i.e., award or denial notices are triggered) before the first regular continuing payment is due or not more
than 14 days from the effective filing date, if later, divided by the total number of SSI Aged applications processed.
Thefirst regular continuing payment due date is based on the first day of the month that all eligibility factors are met
and payment isdue. This definition came into effect beginning FY 2001.

Data Source: The SSI Operational Data Store System.

Cumulative productivity improvement for Retirement and Survivors Insurance claims (compared to
FY 2005)

FY 2007 Goal: 3%
Performance: 1.4%

Goal Achieved: No

Discussion: The aging of the baby boomer generation will result in increases in retirement and survivors claims.
The achievement of this performance goal is especially challenging due to the increase in these workloads, which is
complicated by the steady addition of disability claimsfiled by the younger of the baby boomers as they enter their
disability-prone years. In addition, SSA's own workforce will experience its own retirement wave, which will create
an additional hurdle for the Agency in meeting the program's ambitious targets. In the face of anticipated rising
workloads, the employee retirement wave, and constrained resources, SSA has set ambitious targets and timeframes
for itslong-term Old-Age and Survivors Insurance measure for increased productivity. The Agency has set a goal of
cumulative productivity improvement of 16 percent through FY 2013.
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Trend: Thisisanew PART measure for FY 2007.

Data Definition: Retirement and Survivors Insurance (RSI) claims are calculated at the Agency level and the
percent increase will be calculated using FY 2005 (571 claims processed per workyear) as the base. A 16 percent
increase from this base means that the goal in FY 2013 isfor SSA to process 662 claims per workyear. The RSI
claims productivity per workyear number includes all retirement benefit claims, survivors benefit claims, and initial
claims for Medicare.

Data Source: The SSA Workload Trend Report

PROGRAM EVALUATION

SSA continuesto build on its body of program data, research, and analyses to identify strengths and weaknesses in
its programs and processes, which are used in allocating Agency resources and rendering management decisions.
The Agency uses thisinformation to develop strategies that address the major challenges it faces and to improve the
day-to-day administration of its programs. SSA evaluates the potential effects of proposals for change and the
actual effects of change after implementation.

Many of SSA’s evaluations are completed on an annual basis, while others are one-time efforts. The purpose of this
section is to highlight some of the major internal program evaluations and how the results of these evaluations were
used to assist management in decision-making.

Following are brief summaries of selected evaluations completed during FY 2007, arranged by the strategic goals
they support as outlined in SSA’s Strategic Plan. Copies of the complete results can be obtained by writing to:

Social Security Administration
Office of Strategic Management
4215 West High Rise
6401 Security Boulevard
Baltimore, MD 21235

Strategic Goal 1:To deliver high quality citizen-centered service

TICKET TO WORK EVALUATION

Asdiscussed in the Agency Challenges, I11. Improve the Disability Determination Service Process and Return to
Work section on page 22, an independent five-year evaluation of the Ticket to Work program, now in its fourth year,
has provided SSA with ongoing feedback on the program’ s effectiveness and potential. SSA used the findingsto
pursue regulatory changes, which will strengthen the program.

Thefindings rely on extensive analysis of three basic data sources:

e Administrative data on SSA beneficiaries with disabilities;
e A new four-year survey of SSA beneficiaries with disabilities with a special focus on Ticket participants; and

e Field interviews with service providers, such as the Ticket program manager, SSA staff, and others with a stake
in the Ticket program.

Analysis early in the process found beneficiaries’ interest in the program encouraging, but the levels of participation
by potentia service providers, Employment Networks, was disappointing. In response to these findings, SSA and
the independent contractor refined research activities to better understand the business constraints and needs of
potential Employment Networks.
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Five key findings have given SSA crucial guidance in developing changes to Ticket to Work regulations:

e Many beneficiaries are interested in employment, which will discontinue their entitlement to disability benefits;

e Beneficiaries who become gainfully employed tend to remain off for significant periods of time;

e A broad array of potential service providers are interested in joining the Ticket program if financial incentives
improve;

e Original Ticket program payment options are insufficient to cover the cost of services provided by Employment
Networks; and

e Despite these constraints, evidence suggests that the Ticket program has led to modest increases in the use of
employment services by beneficiaries, but has not yet led to significant changes in disability benefits and
earnings.

The net implication of these findingsis that the Ticket program has significant potential but improvementsto
Employment Network incentives, such as increasing payments and reducing Employment Network financial risks,
must be made. The proposed regulations will address these needs by increasing overall payment levels while
providing alarger share of those payments early on as a means of reducing the financial risks faced by Employment
Networks. Analysis by an independent contractor of the proposed changes to the Ticket regulations suggests that
Employment Networks could cover their costs under the new regulations and this could lead to renewed interest in
the program.

The Ticket evaluation has also found that the Work Incentives Planning and Assistance program are playing an
important role in beneficiary employment decisions. In response, SSA has modified the Ticket evaluation to
develop more in-depth analysis of the effects of the Work Incentives Planning and Assistance program.

The Ticket to Work evaluation has provided valuable feedback in itsfirst years. Additional work is expected to help
SSA refine and improve the program as longer term data on program outcomes become available.

SERVICE SATISFACTION SURVEYS

The Office of Quality Performance conducts annual satisfaction surveys of 800-number callers, Field Office callers
and visitors, and Hearing Office visitors, to support results for the Agency’s overall service satisfaction performance
measure. Results of the separate surveys are combined to produce a single measure. In FY 2007, SSA sustained a
high level of customer satisfaction with an overall service rating of 81 percent Excellent, Very Good, or Good. This
rating was comparable to the FY 2006 rating of 82 percent.

TELEPHONE SERVICES SATISFACTION SURVEYS

In addition to the annual satisfaction surveys of 800-number and Field Office calers, ad hoc surveys are conducted
to obtain feedback on the public’'s perceptions of new services and initiatives SSA has undertaken to improve the
Agency’ stelephone service. These surveysinclude tailored questions about caller experiences to provide insight
about their levels of satisfaction and service preferences.

In FY 2007, SSA reported findings from a survey related to implementation of the new voice recognition system on
the national 800-number. The survey compared perceptions of callers who reached the new speech recognition
system with those who reached the traditional touch-tone menu and found equal levels of overall satisfaction.
Callers using the speech recognition system who had difficulty reaching the type of service they needed most often
said it was because they had to repeat themselves or they could not figure out what to say. SSA has continued to
refine the vocabulary of the speech recognition system to make it easier for callers to use and more efficient in
serving their needs.

INTERNET SERVICES SATISFACTION SURVEYS

SSA runs several American Customer Satisfaction Index (ACSI) surveys on the Agency’ s website, collecting data
on informational pages aswell asonline applications. ACSI surveys are widely used in both the Federal and private
sectors to measure public satisfaction with features of websites. The surveys provide agencies with standard,
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statistical measurements of public satisfaction that are directly comparable to other ACSI users. The elements
measured by ACS| surveys are:

e Overal Satisfaction;

o Content;

e Functionality;

e Look and Fedl;

e Navigation;

e  Search; and

e Future Behaviors(i.e, Likely to Return, Likely to Recommend to Others).

The third quarter Federal ACSI scores were released in September 2007 and SSA received top scores. The Internet
Social Security Benefits Application topped all Federal websites with a score of 88, whereas the Medicare
Prescription Plan Drug Costs Application followed closely with a score of 87. Thisisthe fourth consecutive quarter
these applications have led the way for Federal e-Commerce and transactions websites. Further, these two
applications, together with SSA’s Business Service Online and SSA’s Retirement Planner, captured four of the top
six spotsin the e-Commerce category. SSA’s aggregate score (80 for six surveys) was the second highest among all
Federal agencies running multiple surveys.

In 2007, SSA added a new eServices ACSI survey for the Internet Disability Report. The Internet Disability Report
score of 73 islower than those of other SSA eServices applications, but is generally in line with SSA’sinformation
pages survey scores.

SSA uses data gathered through the ACSI surveys to help form Agency decisions on improvements to electronic
services. In 2007, SSA has continued to use these surveys to improve search functionality in its Frequently Asked
Questions application and to identify opportunities for improving customer support.

In addition to the ACSI to measure public satisfaction with online services, SSA conducts surveys to better
understand public preferences for conducting business with the Agency and to obtain insight for marketing
electronic services. For example, in FY 2007, SSA completed analysis of a survey of initial disability insurance
claimants which obtained perceptions of the application process and compared the experiences of those who filed on
the Internet with those who used atraditional filing method. In addition, the survey addressed issues related to
experience and interest in using the Internet for transacting this type of business.

SSA aso surveyed beneficiaries who had recently completed a change of address or direct deposit about their
satisfaction with the way the transaction was handled and their preferences for conducting business after the initial
entitlement determination. The survey sampled beneficiaries who had handled their transaction through an
employee, either by telephone or in person, as well as those who had used the Internet or SSA’ s 800-number
automated service. Survey results for the change of address and direct deposit samples are currently being analyzed.

The survey aso included a sample of representative payees to gauge their level of interest in conducting various
types of SSA business electronically. Survey results indicated there is aclear desire among representative payees
for Internet and automated telephone services to assist them in conducting business on behalf of beneficiaries. The
percentage of Internet users among both Old-Age, Survivors, and Disability Insurance and Supplemental Security
Income payees was significantly higher than traditionally seen in the Agency’s surveys of other general populations
(such as 800-number callers) and a substantial portion of those payees said they would be likely to use the Internet
to conduct business with SSA. The majority of payees also expressed interest in using automated telephone
services.

DISABILITY PROCESS SATISFACTION SURVEYS
SSA conducts a number of surveys to obtain public perceptions of the disability claims process at both the initial
claims and hearing levels. Theseinclude alarge-scale “report card” satisfaction survey of initia disability
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applicants, conducted with a sample of claimants shortly after they file for benefits (the mid-process sample) and
with samples of claimants after they receive the decision on whether benefits have been awarded and denied. The
survey asks claimants to rate key aspects of service related to the disability claims process, such as clarity of
explanations of how the decision is made and claims processing time. The “report card” survey, which is conducted
annually, provides SSA with data to track changing perceptions of service over time.

Results for thefirst phase of the FY 2007 survey, the mid-process sample, have been compiled. These results reflect
avery positive view of theinitial disability claims process. Responders gave arating of 85 percent for the ease of
filing the disability claim and arating of 86 percent for SSA’s service overall. Ratings of SSA staff attributes, such
as courtesy and job knowledge, were as high as 92 percent. The rating for the explanation of how the disability
application process works received the lowest rating, at 73 percent. Results for the award and denial samples for FY
2007 are currently being analyzed.

A similar “report card” survey is being developed for FY 2008 to address perceptions of the process at the hearing
level. The survey will sample both favorable and unfavorable decisions and focus on obtaining ratings of key
aspects of the hearings process. Similar to theinitial claims survey, the appeals survey will permit tracking of
changing perceptions over time as SSA works to improve the handling of disability claims at the hearing level.

In FY 2007, SSA has also reported findings of a more in-depth Hearing Process Satisfaction Survey of individuals
who recently received a hearing decision (favorable or unfavorable). This survey explored claimant experiences and
perceptions of the hearing process from initiating the hearing request to receiving the decision. The information
provided the Agency with insights about the claimant perspective on the hearing process and aspects of service most
in need of improvement as well as aframe of reference for understanding the results of the hearing “report card”
survey described above.

The Hearing Process Satisfaction Survey found that overall satisfaction was strongly influenced by the case
outcome. Applicants awarded benefits were mostly satisfied, giving an overal rating of 83 percent. The
satisfaction of responders who were denied benefits was 54 percent.

Among all aspects of service rated in the survey, those relating to the performance of SSA staff and the
Administrative Law Judge were viewed the most positively.

e  SSA dtaff received satisfaction ratings ranging from 81 to 83 percent from awarded responders for their
courtesy, helpfulness, job knowledge and amount of time spent with the claimant. The ratings of claimants
denied benefits ranged from 62 to 71 percent.

e Thesatisfaction ratings of the clarity of the judge’ s explanations, preparedness to discuss the case, courtesy and
time spent with the claimant ranged from 94 to 95 percent for claimants awarded benefits and 51 to 66 percent
for claimants denied benefits.

The two lowest rated aspects of service for both awarded and denied applicants were the length of time it took to
schedule the hearing and the ease of getting an inquiry resolved with SSA while the hearing request was pending.

e The satisfaction rating for the length of time it took to schedule the hearing was 53 percent for claimants
awarded benefits and 28 percent for claimants denied benefits.

e Theease of resolving an inquiry received a satisfaction rating of about 40 percent from both claimants awarded
and denied benefits.
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Strategic Goal 2: To protect the integrity of Social Security programs through

RETIREMENT, SURVIVORS, DISABILITY INSURANCE PAYMENT ACCURACY
STEWARDSHIP REVIEW

The Retirement (Old-Age) and Survivors Insurance (OASI) and Disability Insurance (DI) review isbased on an
annual review of approximately 1,000 OASI cases and 500 DI cases. The beneficiary or representative payeeis
interviewed, collateral contacts are made as needed, and all non-medical factors of eligibility are recreated.

Accuracy rates (percent of dollars paid that are free of overpayments and the percent of dollars paid that are free of
underpayments) are reported for an overall OASI and DI rating, aswell as separate accuracy rates for OAS| and DI
cases. Datafrom these reviews are also used in corrective action planning and monitoring performance, as required
by the Government Performance and Results Act of 1993 and the Improper Payments Information Act of 2002.

In FY 2006, the Old-Age, Survivors, and Disability Insurance (OASDI) overpayment accuracy rate was 99.7 percent
and the underpayment accuracy rate was 99.9 percent. In FY 2005, the OASDI overpayment accuracy rate was 99.6
percent and the underpayment accuracy rate was 99.8 percent. The changesin the overall OASDI accuracy rates
from FY 2005 to FY 2006 are not statistically significant.

Because of the small sample size, OASI and DI error data are viewed over a period of yearsto aid in identifying
trends. The data are used to help guide initiatives that improve SSA processes. |mprovement effortsinclude:

o |dentification of substantial gainful work activity through the implementation and continued use of the ewWork
tool. eWork isan automated tool for monitoring the Continuing Disability Review workload to ensure these
cases are prioritized for timely processing. éWork allows SSA staff to process and record work activity in a
single National web-based database and is synchronized with SSA’s National database of work and earnings
determinations.

e Development of two automation tools, "MacPaste” and "AEROwiz," to address errors involving computations.
Thefirst tool, MacPaste, helps eliminate transcription errors made by technicians, thereby enhancing
productivity and accuracy. The second tool, AEROwiz, helps technicians process computations of benefit
amounts by providing them with a convenient summary of all of the issues involved with the case.

SUPPLEMENTAL SECURITY INCOME (SSI) PAYMENT ACCURACY STEWARDSHIP
REVIEW

The SSI payment accuracy review is based on arandom, non-medical review of approximately 4,000 SSI cases.
Thereview involves an examination of documentsin SSA’s records and verification of payment accuracy through
contact with recipients, their representatives, and other sources, such as employers and financial institutions. Data
from these reviews are also used in corrective action planning and monitoring performance, as required by the
Government Performance and Results Act of 1993 and the Improper Payments Information Act of 2002. The

FY 2006 SSI overpayment accuracy rate was 92.1 percent and the underpayment accuracy rate was 97.8 percent.
The underpayment accuracy rate is slightly lower than, but not statistically significant from, the FY 2005
underpayment accuracy rate of 98.6 percent. The overpayment accuracy rate is lower than the FY 2005
overpayment accuracy rate of 93.6 percent. Thischangeinrateis statistically significant.

SSI payment accuracy isinfluenced by the volume, mix and effectiveness of the redeterminations conducted by the
Agency. Administrative budget limitations resulted in 900,000 fewer redetermination actions being processed in
FY 2006 than in FY 2005.
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ANNUAL REPORT OF THE SUPPLEMENTAL SECURITY INCOME (SSI1) PROGRAM
The 2007 report, published by SSA’s Office of the Chief Actuary, provides a 25-year forecast spanning the years
2007 to 2031. Significant projections are:

e By 2031, the end of the 25-year projection period, the Federal SSI recipient population is estimated to reach
9.2 million. The projected growth in the SSI program over the 25-year period is largely due to the overall
growth in the U.S. population. The rate of participation is projected to vary somewhat by age group, with the
overall participation rate of the 65 or older age groups projected to decline, and the participation of the under 65
age group projected to increase slightly.

e Expressed as a percentage of the total U.S. population, the number of Federal SSI recipients increased slightly
from 2.25 percent in 2005 to 2.27 percent in 2006, and is projected to increase gradually to 2.52 percent of the
population by 2031, due largely to the changing age distribution of the population.

e  Federa expendituresfor SSI paymentsin calendar year 2007 are estimated to increase by $2.2 billion to $40
billion, an increase of 5.9 percent from 2006 levels.

e Inconstant 2007 dollars, Federal expenditures for SSI payments are projected to increase to $51.5 hillion in
2031, anincrease of 1.2 percent per year.

e When compared to the Gross Domestic Product (GDP), Federal SSI expenditures are projected to decline over
time, from the current level of 0.29 percent of GDP in 2006 to 0.24 percent of GDP by 2031.

The Chief Actuary uses these projections to provide Congress and other interested parties with information on the
future of the SSI Program.

FEDERAL INFORMATION SECURITY MANAGEMENT ACT REVIEW

The Federal Information Security Management Act (FISMA) is an Information Technology (IT) Security framework
for all Federal agenciesincluded as Part |11 of the eGov Act of 2002. All Federal agencies are required to submit a
FISMA report to the Office of Management and Budget (OMB) by October 1st of each year. The purposeisto
summarize the results of annual I T security reviews of systems and programs, agency progress on correcting
identified weaknesses, and the results of other work performed during the reporting period using OMB’s
performance measures to assess and report the status of agency I T security programs. In April 2007, SSA was given
agrade of “A” and ranked fifth among Federal agenciesin the FY 2006 FISMA review. And, for the second year in
arow, SSA wasthe only Federal agency to be graded as "Excellent" in its Certification and Accreditation process
that isincorporated into the Federal FISMA review.

ENUMERATION PROCESS QUALITY REVIEW

The Office of Quality Performance conducts an Enumeration Quality Review to measure the accuracy of the SSN
card issuances made through the Agency’s processes. SSNsissued through the Enumeration-at-Birth and
Enumeration-at-Entry processes are included in the review, as well as Field Office processed applications for SSNs
transactions for original SSNs.

Data from this review are used to determine whether the Agency meets the annual performance goal for assigning
SSNsthat are free of critical error, meaning, SSNsthat are properly issued to applicants who request them and are
entitled to them. FY 2007 performance on enumeration will not be available until September 2008 and will be
reported in the FY 2008 Performance and Accountability Report.

REVIEW OF MEDICARE PART D SUBSIDY DETERMINATIONS
SSA conducts an ongoing review of the Medicare Part D Subsidy applications to measure the accuracy of the
Agency’s subsidy eligibility determinations.

Data from the Medicare Part D Subsidy quality review is used to provide feedback on the performance of the
prescription drug subsidy program. Additionally, data are used to develop profilesto identify, for determinations of
continuing eligibility, those types of cases that have a high probability of error. The quality review is performed on
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adtatistically valid sample of Medicare Part D Subsidy awards, redeterminations and denials. SSA also performs
special reviews of target cases on an ad hoc basis.

Strategic Goal 3: To achieve sustainable solvency and ensure Social Security

ANNUAL REPORT OF THE BOARD OF TRUSTEES OF THE FEDERAL OLD-AGE AND
SURVIVORS INSURANCE (OASI) AND DisABILITY INSURANCE (DI) TRUST FUNDS
The Old-Age, Survivors, and Disability Insurance (OASDI) program provides protection against the loss of earnings
due to retirement, death, or disability. The OASDI program consists of two separate parts, OAS| and DI, which pay
monthly benefits to workers and their families. The Social Security Act requires that the Board of Trustees report
annually to Congress on the financial and actuarial status of the OAS| and DI Trust Funds under present law. Based
on the actuarial status projected by the Trustees, Congress modifies the Social Security Act as needed to assure
solvency of the OASDI Trust Fundsin the future. The Trustees have stated repeatedly that future legislative
modifications should be designed to achieve sustainable solvency for Social Security.

Strategic Goal 4: To strategically manage and align staff to support the mission

HuUMAN CAPITAL PLAN

SSA’s comprehensive human capita strategy was publicly documented in 2004 when SSA issued the Agency’ sfirst
Human Capital Plan. The plan laid out how SSA would use human capital to meet the Agency’s mission and goals
and ensure that the Agency has employeesin place with the skills necessary to continue SSA’ s tradition of excellent
service. Employees across the Agency worked together to accomplish these initiatives and, as aresult, SSA was
rewarded with the President’ s Management Agenda score of “green” for the Strategic Management of Human
Capital in June 2004. To date, SSA has maintained “green” status by successfully completing planned activities,
continuing with initiatives underway, and adding new ones that will further improve the management of human

capital.

The Human Capital Plan, which is updated annually, demonstrates how SSA will use human capital to meet the
Agency’s mission and goals. The plan contains “Elements for Success’ that align with and support the Agency
Srategic Plan. These elements are Strategic Alignment; Workforce Planning; Workforce Development and
Knowledge Management; Performance Culture; Leadership; and Accountability/Measures. It also includes a
summary of SSA’s key accomplishments that are linked to each of the elements.

Each “Element for Success’ contains results-oriented goals that are measured and tracked. This measurement and
tracking process helps the Agency to monitor advancement toward its human capital goals, and develop new and
refined strategies for addressing its major management challenges in this area.

RETIREMENT WAVE

The Retirement Wave report was established to assist Agency |eaders in assessing workforce needs and to foster
workforce planning by providing objective information to support the Agency’s human capital initiatives. This
report provides a snapshot of the current workforce and a projection of probable retirement losses in mission critical
positions for each region and major component within the Agency. Becauseit isan early alert for the Agency’s
leaders and managers, SSA usesit as atool to guide leaders and managers in establishing new initiatives that will be
successful in addressing potential |eadership and knowledge management deficiencies.

As SSA approaches the estimated peak retirement period, the Retirement Wave report remains an important
foundation for and evaluation of the Agency’s efforts toward the strategic management of human capital. To
address SSA'’ s future workforce challenges, several initiatives were born from the retirement wave analysis,
including strategic use of the Voluntary Early Retirement Authority, recruitment and retention initiatives,
developmental programs, and various workforce planning frameworks and accountability systems.
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Asaresult of the Agency’s conscientious efforts to prepare for the potential drain on institutional knowledge and
expertise, the Agency has seen significant positive changesin SSA’sworkforce. These changes include a decrease
in average years of service and in the average age of SSA’s overall workforce as well asthe Agency’s new hires.
This places SSA in afavorable position to maintain a consistent and stable workforce that is adequately prepared to
continue to address the needs of the American people.

STRATEGIC LEADERSHIP SUCCESSION PLAN

The FY 2007 Strategic Leadership Succession Plan was devel oped to provide a blueprint of how the Agency will
recruit, develop, and retain current and future leaders. The plan addresses the Agency’s current and future
leadership needs, including an organizational assessment that contains a baseline examination of leadership strength,
projected attrition, and the Agency’s current succession planning strategies. The plan aso documents the
organization’s strategic goals, specific means and strategies toward achieving those goals, and a metric-driven plan
for evaluating goal attainment and program effectiveness. The results of the evaluation will provide a basisfor
improvementsin SSA’ s succession planning programs.

HUMAN CAPITAL ACCOUNTABILITY PLAN

SSA has established a human capital accountability system as aframework to improve the Agency’ s human
resources management practices toward creating a high-performing workforce. This system is supported by the
Human Capital Accountability Plan, which isamechanism for evaluating the effectiveness of the Agency’s human
capital goals and strategies as stipulated in the Human Capital Plan. The Human Capital Accountability Plan links
the Agency’ s human capital goals to specific measures, data collection procedures, and assessment timeframes. In
addition, the plan identifies component-level accountability for the reporting and implementation of activities
therein, aswell as providing a schedule for measurement. The annual analysis of the outcomes are presented in a
formal report and used to identify areas of strength and opportunities for improvement across human capital
management policy, programs, and initiatives, as well as adherence to merit system principles.
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