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ACTING COMMISSIONER’'S MESSAGE

| am pleased to present
our Annual Performance
Plan for Fiscal Year 2015,
Revised Performance
Plan for Fiscal Year 2014,
and Annual Performance
Report for Fiscal

Year 2013, which for the
first time have been
integrated into one

streamlined document.
The new format makes it easier to review our plans and
priorities as well as our progress.

We take great pride in administering the Social Security
programs. Whether paying a benefit or issuing a Social
Security number, our programs touch millions of
Americans. Each day our staff works diligently to serve
the public with care and compassion. We are
committed to providing world-class service for our
customers each time they interact with us. This
commitment remains one of our highest priorities.

Reflecting on the past year, we made great strides in
moving our agency forward — enhancing our service
delivery, providing greater access to services and critical
information, improving our quality review tools, and
making prudent fiscal decisions, while maintaining our
focus on the needs of those we serve. Despite our
resource limitations, our performance results
demonstrate our ongoing commitment to service
excellence. Highlights of our fiscal year 2013
performance include:

e  Assisting more than 43 million visitors in our field
offices;

e Handling 53 million transactions via our National
800 Number;

e  Processing over 46 million online transactions;

e  Continuing to expand our use of technology
resulting in registering 6.2 million users for
my Social Security online accounts — an increase of
4 million from fiscal year 2012;

e Remaining committed to providing access for all our
customers and expanding our video remote
interpreting services for our hearing-impaired
visitors; and

e Expanding our video service delivery and holding
181,675 video interviews.

Over the next two fiscal years as we pursue our new
priority goals, we will maintain our momentum,
challenging ourselves to think innovatively while
working to leverage the benefits of state-of-the-art
technology and continuing to pursue ways to increase
our efficiency and effectiveness.

We will remain good stewards of our resources,
focusing on our program integrity and fraud prevention
efforts. Working with our State and local law
enforcement partners, we will increase the number of
Cooperative Disability Investigation (CDI) units. The
collaborative CDI work has proven to be highly effective
in preventing potential fraud from the outset.

As our mission and vision statements reflect, we must
continue to provide the highest standard of thoughtful
and considerate service for generations to come. In
order to meet the changing service needs of the public,
it is imperative that we keep pace with advances in
technology and automation and make wise decisions in
our resource investments.

As Acting Commissioner, my priority is to position the
agency for the future. Our recently released Agency
Strategic Plan (ASP) for Fiscal Years 2014-2018 will guide
us as we continue to improve our responsiveness to the
American public; make enhancements in our services
and programs; strengthen our current workforce; and
attract, train, and retain new talent to serve today and
in the future.

This Plan expands on the aggressive agenda we outlined
in the ASP, including well-defined performance goals
and metrics to measure our progress and to hold
ourselves accountable. Our Plan also provides public
transparency — an opportunity to further demonstrate
our diligent stewardship of public resources.
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I am very proud to head an agency with so many In closing, based on internal evaluations, | assure you
talented and innovative employees. Our employees are that the performance data in this report is complete,
our greatest resource. |thank each employee for his or reliable, and accurate.

her continued commitment and dedication to public

service. CCWOWW W. Colvin

Carolyn W. Colvin
Acting Commissioner
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OUR VALUES

Our Mission

DELIVER SOCIAL SECURITY SERVICES THAT
MEET THE CHANGING NEEDS OF THE PUBLIC

Our Vision

PROVIDE THE HIGHEST STANDARD OF
CONSIDERATE AND THOUGHTFUL SERVICE FOR
GENERATIONS TO COME

Our Motto

SOCIAL SECURITY BENEFITS AMERICA

Our Service Principles

WE SERVE WITH EMPATHY, CREATIVITY,
INTEGRITY, AND “AN UNBEATABLE
DETERMINATION TO DO THE JOB AT HAND”
BY FOLLOWING THESE SERVICE PRINCIPLES:

o  ADHERENCE TO THE LAW

o  CLARITY

o COMMITMENT TO BEST DEMONSTRATED
PRACTICES

o  CULTURAL SENSITIVITY

o  HONESTY

o  PREVENTION OF WASTE, FRAUD, AND
ABUSE

e  PROTECTION OF PRIVACY AND PERSONAL
INFORMATION

o  RECRUITMENT AND TRAINING OF THE BEST
PUBLIC SERVANTS

e  SAFETY OF THE PUBLIC AND OUR
EMPLOYEES
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OUR PROGRAMS

Social Security Benefits America

Few government agencies touch the lives of as many
people as we do. The programs we administer
provide a financial safety net for millions of
Americans, and many people consider them the
most successful large-scale Federal programs in our
Nation’s history.

Old-Age, Survivors, and Disability
Insurance Programs

Created in 1935, the Old-Age and Survivors
Insurance program provides retirement and

survivors benefits to qualified workers and their
families. When people work and pay Social Security
taxes, they earn credits toward Social Security
benefits. Most people need 40 credits, or 10 years
of covered work, to qualify for retirement.

Reduced retirement benefits are payable as early as
age 62. For people born in 1942 or earlier, full
retirement benefits are payable at age 65. For
people born from 1943 to 1960, the age at which full
retirement benefits are payable increases gradually
to age 67.

Benefits are also payable to certain members of
retired workers’ families and their survivors. In
1939, we began paying survivors benefits, which
today include widows or widowers, mothers and
fathers and divorced mothers and fathers with
children in their care, minor children, children
disabled before 22, and surviving divorced spouses
of retired workers. Disabled widows and widowers
benefits began in 1968.

In 1956, Social Security expanded to include a
benefit program for disabled workers age 50 until
full retirement age. In 1960, disabled workers of all
ages could qualify for Social Security Disability
Insurance benefits. We pay benefits to people who
cannot work because they have a medical condition
expected to last at least one year or result in death.

Supplemental Security Income

Established in 1972, the Supplemental Security
Income (SSI) program is a means-tested program
designed to provide a monthly payment to aged,
blind, or disabled people with limited income and
resources. Adults and children can receive payments
based on disability or blindness.
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OUR ORGANIZATION

Our organization is comprised of over 75,000 Federal
and State employees. We deliver services through a
nationwide network of about 1,500 offices that
include regional offices, field offices (including Social
Security Card Centers), teleservice centers,
processing centers, hearing offices (including
satellite offices and National Hearing Centers), the
Appeals Council, and our headquarters in Baltimore,
Maryland. We also deliver services in several United
States embassies around the globe.

Our field offices and Social Security Card Centers are
the primary points of contact for in-person
interaction with the public. Our teleservice centers
primarily handle telephone calls to our National

800 Number.

REGION | REGION I
Boston Region New York Region

IX

FRANCISCO

L

e
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HAWAII ’

AMERICAN -
SAMOA
GUAM

Philadelphia Region Atlanta Region

Employees in our processing centers primarily
handle Social Security retirement, survivors, and
disability payments, but they also perform a wide
range of other functions, which include answering
telephone calls to our National 800 Number.

We have created strong partnerships with State
agencies and depend on State employees in 54 State
and territorial disability determination services (DDS)
to make disability determinations. The
administrative law judges (AU) in our hearing offices
and the administrative appeals judges in our Appeals
Council make decisions on appeals of Social Security
and SSI claims. The vast majority of our employees
serves the public directly or provides support to
employees who do. For more information about our
components and their functions, visit our
organizational structure webpage

(www.socialsecurity.gov/org).

REGION IV REGION V
Chicago Region

BOSTON

"
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REGION VI REGION VII REGION VIl REGION IX REGION X
Dallas Region Kansas City Region Denver Region San Francisco Region Seattle Region
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SUMMARY OF OUR GOALS AND OBJECTIVES

Deliver Innovative, Quality Services Build a Model Workforce to Deliver Quality

Service
e Develop and Increase the Use of
Self-Service Options e Attract and Acquire a Talented and Diverse
e Enhance the Customer Experience by Workforce that Reflects the Public We
Completing Customers’ Business at the First Serve
Point of Contact e Strengthen the Competency, Agility, and
e  Partner with Other Agencies and Performance of Our Workforce to Align
Organizations to Improve with the Needs of the Public
Customers’ Experience and Align with e Foster an Inclusive Culture that Promotes
the Administration’s Employee Well-Being, Innovation, and
One-Government Approach Engagement
®  Align Our Physical Footprint to Incorporate e Enhance Planning and Alignment of Human

Improved Service Options

Strengthen the Integrity of Our Programs

Resources to Address Current and Future
Public Service Needs

Ensure Reliable, Secure, and Efficient

e Transform the Way We Record Earnings to Information Technology Services
Enhance Data Accuracy
e Protect the Public’s Data and Provide ® Maintain System Performance and the
Secure Online Services Continuity of Information Technology
® Increase Payment Accuracy Services
e  Enhance and Execute Plans to Modernize
Serve the Public Through a Stronger, More Our Systems
Responsive Disability Program . Incc?rporate Innovative Advances in Service
Delivery
e Improve the Quality, Consistency, and e  Continuously Strengthen Our Cyber Security
Timeliness of Our Disability Decisions Program
e  Maximize Efficiencies throughout the
Disability Program
e Enhance Employment Support Programs

and Create New Opportunities for
Returning Beneficiaries to Work
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AGENCY PRIORITY GOALS

We have identified four Agency Priority Goals (APG). These goals support our overarching strategic goals set forth
in our Fiscal Year 2014 — 2018 Agency Strategic Plan http://www.socialsecurity.gov/asp. Our APGs are

aggressive, and we expect to achieve them within a 24-month period. We regularly review our progress and take

necessary actions to improve our outcomes and reduce costs. The following table lists our APGs, strategies to

achieve them, external factors that may affect achieving the APGs, and goal leaders.

Agency Priority Goals

Strategies to Achieve
Priority Goals

External Factors

Goal Leader

Improve access to our
services by increasing the
number of citizens who
complete their business
with us online.

e  Migrate existing
online services to the
my Social Security
portal.

e Work with external
partners to promote
direct access to
online services.

e Conduct a national
marketing campaign
targeted toward
people approaching
retirement age.

e Availability of
information
technology resources
to add additional
services to the
my Social Security
portal and expand
direct access through
external partners.

e Stakeholder and
advocacy groups
acceptance of the
my Social Security
portal.

Sylviane Haldiman
Associate Commissioner,
Office of Electronic
Services and Technology,
Office of Operations.

Deliver a world-class
customer experience by
expanding the use of
video technology to hold
hearings.

e Update systems and
infrastructure to
improve the quality
of video hearings.

® Increase marketing
and educational
information.

e  Pursue policy and
business process
changes to maximize
efficiency.

e  Availability of
Information

technology resources.

e Stakeholder
acceptance of video
hearings.

e  Public reaction to
regulatory changes
regarding video
hearings.

Jim Borland

Assistant Deputy
Commissioner, Office of
Disability Adjudication
and Review.
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Agency Priority Goals

Strategies to Achieve
Priority Goals

External Factors

Goal Leader

Provide the public with
access to personalized
information by increasing
the number of established
my Social Security
accounts.

e Enhance services
provided online
through the
my Social Security
portal.

® Increase marketing
and educational
activities to promote
my Social Security.

e  Pilot quick service
kiosks in field offices.

® Increase number of
kiosks in external
partner sites that
provide full suite of
Social Security online
services.

e  Budget constraints
could affect our
ability to migrate
additional services to
the my Social Security
portal and impede
our ability to
implement new
features.

Sylviane Haldiman
Associate Commissioner,
Office of Electronic
Services and Technology,
Office of Operations.

Reduce the percentage of
improper payments made
under the SSI program.

® Increase the volume
of our program
integrity workloads.

e Enhance and expand
use of technology to
reduce improper
payments.

e  Pursue new initiatives
and program
improvements; to the
extent funding is
available.

e  Ensure that newly
implemented
initiatives are
designed to produce
measurable
outcomes through
well-developed
evaluation plans.

e Dependence upon SSI
recipients and
deemors (i.e.,
spouses or parents
whose income and
assets are considered
in determining SSI
eligibility and
payment amount)
timely reporting
changes in income
and resources.

® Increase in job
growth may result in
more SSI recipients
working and perhaps
not reporting their
wages timely.

e  Budgetary constraints
determine the
number of
redeterminations we
may conduct.

Nancy Martinez
Associate Commissioner,
Office of Income Security
Programs, Office of
Retirement and Disability
Policy.
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CHANGE IN PRESENTATION OF OUR PERFORMANCE

MEASURES

Historically all of our performance measures were aligned with the strategic goals and objectives even though
several of those measures were tied to our budgeted workloads. While budgeted workload measures support our
strategic goals and objectives, their targets and outcomes are budget dependent.

In an effort to establish performance measures and targets that are within our control, we have decoupled our
budgeted workload measures, presenting them independently. We established new measures and targets that are
driven by our agency priorities.

The following sections provide an overview of our:

e Key Budgeted Workload Measures,
e Agency-Driven Performance Measures, and
e FY 2013 Performance Measures (for measures that will not go forward in FY 2014 and FY 2015).
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KEY BUDGETED WORKLOAD MEASURES

The following tables provide an overview of our 15 budgeted workload performance measures. We achieved
11 out of the 14 budgeted workload targets where data is available. For historical data, refer to Appendix D, Key
Budgeted Workloads — Historical Performance.

We published the FY 2013 Annual Performance Plan before we received our annual funding; therefore, some
performance targets were not based on our FY 2013 appropriation. The FY 2013 targets reported here reflect
performance commitments based on the FY 2013 Congressional Operating Plan
(http://www.socialsecurity.gov/budget/FY13Files/2013COPCombined.pdf). (Please note that responsible official

acronyms are listed in Appendix F, Summary of Key Management Officials’ Responsibilities.)

Performance Measure FY 2013 FY 2013 Target FY 2014 Target FY 2015 Target Responsible
Performance Official

Complete the budgeted 5,006,855 5,269,000 5,131,000 5,311,000 DCO
number of retirement, »
survivors, and Medicare (rec’d 4,952,591)
claims Met
Complete the budgeted 2,987,883 2,962,000 2,947,000 2,847,000 DCO
number of initial disability
claims Met
Complete the budgeted 803,194 787,000 778,000 752,000 DCO
number of disability
reconsideration claims Met
Complete the budgeted 793,580 793,000 735,000 801,000 DCDAR
number of hearing
requests Met

617 seconds 535 seconds 1,020 seconds 600 seconds DCO
iAchieve the target speed
in answering National
800 Number calls

Not Met

IAchieve the target busy 11.9% 16% 14% 2% DCO
rate for National
800 Number calls® Met
IAchieve the target number 698,127 804,000 642,000 656,000 DCO
of initial disability
claims pending Met

! Since migrating to the new CARE 2020 network, complete wait time, including the time that the caller is on the
line and the time the caller is waiting for a call back, is now included in the average speed of answer (ASA)
calculation. This is in contrast to the legacy network which artificially deflated the ASA by only including the time
the caller was on the line until a callback option was chosen, typically 2-3 seconds in duration. Under the legacy
system, the customer’s wait time was diluted and virtually excluded from the ASA calculation. The new CARE 2020
methodology is consistent with industry standards.

SSA Annual Performance Plan for FY 2015 & Revised Performance Plan for FY 2014 & Annual Performance Report for FY 2013 12



http://www.socialsecurity.gov/budget/FY13Files/2013COPCombined.pdf
http://www.socialsecurity.gov/budget/FY13Files/2013COPCombined.pdf

Performance Measure

FY 2013
Performance

FY 2013 Target FY 2014 Target FY 2015 Target

Responsible
Official

IAchieve the target number 173,472 220,000 174,000 177,000 DCO
of disability
reconsiderations

Met
IAverage processing time 107.4 days 109 days 109 days 107 days DCO
for initial disability claims

Met
/Average processing time N/A DCO
for reconsiderations”
/Average processing time 396 days ~389 days 415 days3 435 days DCDAR
for hearings decisions (September only) |(September only)

Not Met

IAchieve the budgeted goal 322 320 319 326 DCO
for DDS case production
per workyear

Met
iAchieve the budgeted goal 109 111 106 109 DCDAR
for hearing case
production per workyear

Not Met
Complete the budgeted 428,568 422,000 510,000 888,000 DCO
number of full medical
continuing disability
reviews (CDR) Met
2,634,183 2,622,000 2,622,000 2,622,000 DCO

Complete the budgeted
number of SSI non-medical
redeterminations

Met

*The average processing time for disability reconsiderations was under development in FY 2013. For September

2013 (the first month for which data are available), the overall average processing time for disability

reconsiderations was 101 days. We will develop a performance target for this measure in FY 2016, after we have
had the ability to analyze at least two years of actual data.
* Average processing time for hearings decisions is currently an annual performance measure.
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GLANCE

AGENCY-DRIVEN PERFORMANCE MEASURES AT A

The following tables provide an overview of our FY 2014 and FY 2015 agency-driven performance measures. We

list the measures based on the Strategic Goals and Objectives they support in the FY 2014 - 2018 Agency Strategic

Plan annotate agency priority goals (APG) and new measures (NEW). Many of our agency-driven measures are

new and will not have an FY 2013 target; however, we display FY 2013 performance results where data is available.

(Responsible official acronyms are listed in Appendix F, Summary of Key Management Officials’ Responsibilities.)

STRATEGIC GOAL 1:
DELIVER INNOVATIVE, QUALITY SERVICES

Strategic Objective 1.1: Develop and Increase the Use of Self-Service Options

FY 2013
Performance

FY 2013
Target

FY 2014
Target

FY 2015
Target

Responsible
Official

1.1a | Improve access to Citizens Increase the Increase the DCO 41
APG | our services by completed number of number of
NEW | increasing the 46.1 million citizens citizens

number of citizens online completing completing

who complete their transactions business business online

business with us online by 10% | by 10% over

online over FY 2013 FY 2014

(50.7 million) | (55.8 million)

Strategic Objective 1.2: Enhance the Customer Experience by Completing Customer’s Business at the First
Point of Contact

FY 2013 FY 2013 FY 2014 FY 2015 Responsible

Performance Target Target Target Official
1.2a | Deliver a world-class 28% of 30% of hearings DCDAR 44
APG | customer experience hearings conducted by
NEW | by expanding the use conducted video
of video technology by video
to hold hearings
1.2b | Expand the services Complete Implement the DCO 44
NEW | available under planning and online Social
my Social Security by analysis for Security
implementing an implementing | Number
online Social an online Replacement
Security Number Social Security | Card
Replacement Card Number application
application Replacement
Card
application
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Strategic Objective 1.2: Enhance the Customer Experience by Completing Customer’s Business at the First

Point of Contact

FY 2013 FY 2013 FY 2014 FY 2015 Responsib
Performance Target Target Target le Official
1.2c | Maintain customer Maintain an Maintain an DCO 45
NEW | satisfaction with our average average
online services customer customer
satisfaction satisfaction
score of at score of at least
least 80 80
1.2d | Provide the public Added Increase the Increase the DCO 45
APG | with access to 6.32 million new number of number of
NEW | personalized my Social Security customers customers who
information by accounts who sign up sign up for
increasing the for my Social my Social
number of Security by Security by 15%
established 15% over over FY 2014
;rlyéjsrc];a;l Security FY 2013 (8.36 million)
(7.27 million)

Strategic Objective 1.3: Partner with Other Agencies and Organizations to Improve Customers’ Experience

and Align with the Administration’s One-Government Approach

FY 2013 FY 2013 FY 2014 FY 2015 Responsib
Performance Target Target Target le Official
1.3a | Minimize the Deliver Deliver medical DCO 48
NEW | average response medical evidence to the
time to deliver evidence to VA within an
medical evidence to the VA within average of
the Department of an average of | 4 days
Veteran Affairs (VA) 5 days
for wounded
warriors and
veterans
1.3b | Partner with the Partner with Work with the DCRDP 46
NEW | Department of HHS and VA to | United States
Health and Human draft a Federal | Interagency
Services (HHS) and best-practices | Council on
the VA to better model for Homelessness
serve the homeless facilitating to determine
population. access to SSI appropriate
and Social next steps in
Security sharing the
Disability best-practice
Insurance model with
benefits. other Federal
agencies.
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Strategic Objective 1.4: Evaluate Our Physical Footprint to Incorporate Improved Service Options

FY 2013 FY 2013 FY 2014 FY 2015 Responsible
Performance Target Target Target Official
1.4a | Inlight of substantial Evaluate TBD DCBFQM/DCO 48
NEW | staff losses and potential
availability of many opportunities
self-service options, for
we will reassess our co-locating
physical footprint to and
identify consolidating
opportunities for our public
improved service service
delivery facilities
within and
outside of the
Social Security
Administration
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STRATEGIC GOAL 2:
STRENGTHEN THE INTEGRITY OF OUR PROGRAMS

Strategic Objective 2.1: Transform the Way We Record Earnings to Enhance Data Accuracy

2.1a
NEW

Redesign our
earnings system to
improve the
accuracy and
timeliness of the
earnings data used
to calculate benefits

FY 2013
Performance

FY 2013
Target

FY 2014
Target

FY 2015
Target

Responsible
Official

Complete
construction
of at least
50% of the
redesigned
functionality
to process
Forms W-2
within the
Annual Wage
Reporting
(AWR)
system

Implement
the
redesigned
functionality
to process
Forms W-2
within the
AWR system

Strategic Objective 2.2: Protect the Public’s Data and Provide Secure Online Services

DCS

54

FY 2013 FY 2013 FY 2014 FY 2015 Responsible
Performance Target Target Target Official
2.2a | Implement a fraud Establish the | Expand the DCO 56
NEW | and integrity unit to my Social Fraud
protect the public’s Security Analysis and
data Fraud Coordination
Analysis and Team
Coordination
Team
2.2b | Enhance our Expand the Continue to DCS 56
NEW | security features Public Facing | expand the
and business Integrity PFIR system
processes to Review (PFIR) | to more
prevent and detect system to rapidly detect
fraud more rapidly | a greater
detect a variety of
greater fraudulent
variety of Internet
fraudulent transactions
Internet
transactions
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Strategic Objective 2.3: Increase Payment Accuracy

FY 2013

FY 2013

FY 2014 Target

FY 2015 Target

Responsible

STRATEGIC GOAL 3:
SERVE THE PUBLIC THROUGH A STRONGER, IMORE RESPONSIVE DISABILITY PROGRAM

Strategic Objective 3.1: Improve the Quality, Consistency, and Timeliness of Our Disability Decisions

3.1a
NEW

FY 2013
Performance

FY 2013
Target

FY 2014
Target

FY 2015
Target

Responsible

Official

Performance Target Official
2.3a | Reduce the Available No more than No more than DCRDP 62
APG | percentage of June 2014 6.2% of all 6.2% of all
NEW | improper payments payments made payments made
made under the SSI under the SSI under the SSI
program program are program are
improper improper
payments (i.e., payments (i.e.,
overpayment overpayment
and and
underpayments) | underpayments)
2.3b | Maintain the low Available No more than No more than DCRDP 62
NEW | percentage of June 2014 0.4% of all 0.4% of all
improper payments payments made payments made
made under the under the OASDI | under the OASDI
Old-Age, Survivors, program are program are
and Disability improper improper
Insurance (OASDI) payments (i.e., payments (i.e.,
program overpayment overpayment
and and
underpayments) | underpayments)

Expedite cases for
the most severely
disabled individuals
by achieving the
target percentage
of initial disability
cases identified as
Quick Disability
Determinations
(QDD) or
Compassionate
Allowances (CAL)

6.5%

6.5%

DCRDP

67

3.1b

Ensure the quality
of our decisions by
achieving the DDS
decisional accuracy
rate for initial
disability decisions

98%

decisional
accuracy

97%
decisional
accuracy

97%
decisional
accuracy

97%
decisional
accuracy

DCO

67

MET
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Strategic Objective 3.2: Maximize Efficiencies throughout the Disability Program

FY 2013

FY 2013

FY 2014

FY 2015

FY 2013 FY 2013 FY 2014 FY 2015 Responsible Page
Performance Target Target Target Official
3.1c | Ensure the quality Randomly Randomly DCDAR 68
NEW | and consistency of review 0.1% | review 1%
our hearing of our of our
decisions by hearing hearing
randomly reviewing decisions decisions
a percentage of
cases using an
inline review
process
3.1d | Increase our ability | 0.7% of pending | Less than Make Make DCDAR 68
to provide timely hearing requests | 0.5% of decisions on | decisions on
deC|5|.ons by 700 days or older| pending 99.5% of 99.5% of
focusing on our ) cases that cases that
oldest cases first hearing start the start the
requests year 310 year 285
Not Met 700 days or | days or older | days or
older older
3.1e | Increase our ability | 8.9% pending 19% or 21% or less 20% or less DCDAR 69
to provide timely 365 days or fewer of cases of cases
decisions by older pending 365 | pending pending 365
reducing the days or older | 365days or days or
percentage of older older
pending Appeals
Council requests for
review 365 days old
or older Met

Responsible

Performance Target Target Target Official

3.2a | Improve the 2.5% of 4% of initial DCS 72
NEW | disability initial disability

determination disability claims with

process by claims with health IT

increasing the health IT medical

percentage of medical evidence

initial disability evidence

claims with health

Information

Technology (IT)

medical evidence
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Beneficiaries to Work

Strategic Objective 3.3: Enhance Employment Support Programs and Create New Opportunities for Returning

FY 2013 FY 2013 FY 2014 FY 2015 Responsible
Performance Target Target Target Official
3.3a | Achieve the target 1300 new 1330 new DCRDP 75
NEW | number of beneficiaries | beneficiaries
beneficiaries
participating in the
Ticket to Work
program who
begin earning
above a certain
level
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STRATEGIC GOAL 4:
BuiLD A MODEL WORKFORCE TO DELIVER QUALITY SERVICE

Strategic Objective 4.1: Attract and Acquire a Talented and Diverse Workforce that Reflects the Public

We Serve

FY 2013 FY 2013 FY 2014 FY 2015 Responsible
Performance Target Target Target Official
4.1a | Achieve the 46.6% of total 18% Veterans | 25% 25% Veterans DCHR 78
target veteran hiring Veterans
and disabled
veteran new hire
percentage to Met
improve their
representationin | 18 19 of total 15% 16.49% 17.49%
the SSA hiring Disabled Disabled Disabled
workforce Veterans Veterans Veterans
Met
4.1b | Achieve the 1.99% 2% 2% 2% DCHR 79
target on-board
representation of
employees with Not Met
targeted
disabilities

Strategic Objective 4.2: Strengthen the Competency, Agility, and Performance of Our Workforce to Align with

the Needs of the Public

FY 2013 FY 2013 FY 2014 FY 2015 Responsible
Performance Target Target Target Official
4.2a | Reduce skills gaps Reduce skills | Assess skills DCHR 82
NEW | for leaders and gaps in gaps for
potential leaders Leadership participants
to improve Development | in the
leadership Program Leadership
competencies participants Essentials for
in at least New
two critical Supervisors
competencies | initiative
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with the Needs of the Public

4.2b
NEW

Strategic Objective 4.2: Strengthen the Competency, Agility, and Performance of Our Workforce to Align

Reduce skills gaps
in mission-critical
occupations to
improve general
and technical
competencies

and Engagement

FY 2013 FY 2013 FY 2014 FY 2015 Responsible
Performance Target Target Target Official
Assess skills Reduce skills DCHR 82
gaps for gaps for HR
human specialists in
resources at least
(HR) two critical
specialists competencies
Assess skills

FY 2013

FY 2013

FY 2014

gaps for legal
assistants in the|
Office of
Disability
Adjudication
and Review
(ODAR)

FY 2015

Responsible

Strategic Objective 4.3: Foster an Inclusive Culture that Promotes Employee Well-Being, Innovation,

Performance Target Target Target Official

4.3a | Maintain status Achieved a Top Achieve a Achieve a DCHR 85
NEW | as one of 10 Ranking Top 10 Top 10

Top 10 Best Ranking Ranking

Places to Work

among large

agencies in the

Federal

Government
4.3b | Achieve the Retained 84.3% Retain 85% of | Retain 85% of DCHR 85
NEW | target two-year of newly hired newly hired newly hired

new hire employees employees employees

retention

percentage
4.3c | Increase 4,100 Increase the Increase the DCHR 86
NEW | workplace employees percentage of | percentage of

flexibilities by participated in employees employees

expanding telework participating | participating

telework in telework in telework by

opportunities for by 100% over | 100% over

employees FY 2013 levels | FY 2014 levels

(8,200) (16,400)
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Future Public Service Needs

FY 2013

FY 2013

FY 2014

FY 2015

Strategic Objective 4.4: Enhance Planning and Alignment of Human Resources to Address Current and

Responsible

Performance Target Target Target Official

4.4a | Conduct Conduct Expand DCHR 89
NEW | workforce workforce workforce

analysis and staffing staffing

planning analysis to analysis to

activities to support include an

support future workforce analysis of

workforce planning workforce

transition efforts skills and

initiatives competencies
4.4b | Achieve target Achieve 75% | Achieve 80% DCHR 89
NEW | number of of the human | of the human

human capital capital capital metrics

metrics identified metrics

in ongoing

human capital

performance

review sessions
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STRATEGIC GOAL 5:
ENSURE RELIABLE, SECURE, AND EFFICIENT INFORMATION TECHNOLOGY SERVICES

Strategic Objective 5.1: Maintain System Performance and the Continuity of Information Technology Services

Strategic Objective 5.2: Enhance and Exec

by transitioning IT
production
functions to the
National Support
Center (NSC) by
FY 2016

preparations

ute Plans to Modernize Our Syst

communicatio
ns capabilities,
and transition
the first group
of enterprise
workloads to
the NSC

FY 2013 FY 2013 FY 2014 FY 2015 Responsible
Performance Target Target Target Official

5.1a | Provide 99.96% 99.5% 99.5% 99.5% DCS 92

uninterrupted availability availability availability availability

access to our

systems during

scheduled times of

operation
5.1b | Ensure the Complete Enable DCS 92
NEW | continuity of our migration network and

agency’s operations planning and tele-

FY 2013 FY 2013 FY 2014 FY 2015 Responsible
Performance Target Target Target Official
5.2a | Enhance systems Complete the Modernize the DCS 95
NEW | performance and infrastructure telecommunica
reliability by upgrade to tions
upgrading the incorporate infrastructure
telecommunications modern to include
infrastructure in our technologies improved
offices that support external and
future internet | internal
and network communicatio
capacity needs | ns capabilities,
and new such as
capabilities internet chat
and video
5.2b | Maintain reliable IT Identify Identify DCS 96
NEW | services by high-risk high-risk
continually applications applications
assessing business and and
and infrastructure appropriate appropriate
applications to mitigation mitigation
identify those that strategies strategies
are hlgh risk, and Submit to IT Submit to IT
determine
. Investment Investment
strategies to ) .
selection selection
renovate, replace,
. process process
or retire
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FY 2013

FY 2013

Strategic Objective 5.3: Incorporate Innovative Advances in Service Delivery

FY 2014 Target

FY 2015

Responsible

Performance Target Target Official
5.3a | Enhance our IT Implement Increase DCS 98
NEW | infrastructure by Bandwidth on hardware
implementing Demand, which sharing to
innovative will provide us improve
systems with the ability resource
accessibility and to increase tele- | management,
performance communications | including
capabilities capacity to more
quickly meet the | efficient use
changing service | of resources,
needs of our improved
offices and capacity,
clients reduced
physical
server needs,
and
enhanced
disaster
recovery
5.3b | Explore the use Identify and Upgrade DCS 99
NEW | of emerging implement new, | testing lab
technologies by innovative tools | security
establishing a to expand the software and
testing lab to capabilities of tools that
promote research the testing lab to | enable us to
and development develop safely test
of innovative solutions that more
technology accommodate innovative
solutions that evolving security and
provide more customer fraud
effective and preferences detection
flexible ways for solutions
the public to
conduct business
with us online
and for our
employees to
complete their
work
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Strategic Objective 5.4: Continuously Strengthen Our Cyber Security Program

FY 2013 FY 2013 FY 2014 FY 2015 Responsible
Performance Target Target Target Official
5.4a | Provide secure Meet the Meet the DCS 102
NEW | and effective performance performance

services to the requirements requirements

public by of the of DHS's

improving Department of | Federal

cyber security Homeland Network

performance Security’s Security
(DHS) Federal | Compliance
Network and Assurance
Security Program and
Compliance the Cyber
and Assurance | Security Cross-
Program and Agency Priority
the Cyber Goals
Security Cross-
Agency Priority
Goals
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FiscAL YEAR 2013 PERFORMANCE MEASURES

This section provides results for FY 2013 performance measures that are not included as budgeted workload

measures or agency driven measures for FY 2014 and 2015.

We established a total of 35 performance measures and targets for FY 2013 in support of the strategic goals and
objectives established in our Agency Strategic Plan 2013-2016 (ASP 2013-2016). FY 2013 performance data will not
be available before this document is published for five of our measures. We will report final performance for

those five measures in the FY 2014 Agency Performance Report. Overall, we achieved 21 (70 percent) of the

remaining 30 performance targets. We explained these goals, objectives, measures, and targets in our Annual

Performance Plan for FY 2014 and Revised Final Performance Plan for FY 2013

(www.socialsecurity.gov/performance). Please note that measure numbers in this section relate to the ASP 2013-

2016 goals and objectives. (Responsible official acronyms are listed in Appendix F (Summary of Key Management

Officials’ Responsibilities.)

1.1d: Eliminate the oldest pending hearing requests (DCDAR)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
281 of 228 of 47 of 103 of 169 of 1,278 of
135,160 166,838 139,026 111,792 113,593 172,809
cases cases cases cases cases cases
Performance . . . . . .
remained remained remained remained remained remained
pending pending pending pending pending pending
(.21%) (.14%) (.03%) (.09%) (.15%) (.7%)
Less than Less than Less than Less than
Less than Less than
0.5% of 0.5% of 0.5% of 0.5% of
1% of 1% of . . . .
. . hearing hearing pending pending
hearings hearings . .
Target . . requests requests hearing hearing
pending pending . .
pending pending requests requests
900 days or 850 days or
825 days or 775 days or 725 days or 700 days or
older older
older older older older
Target Met Met Met Met Met Met Not Met

Description of Results:

AlJs denied more cases, and denial decisions are more difficult to review and write than allowances. Under the
possibility of sequestration, we suspended all planned hearing office hiring in FY 2013, and we reduced overtime
available. The combination of these issues caused us to just miss the target.
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1.2h: Update the medical Listing of Impairments (DCRDP)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
Published eight | Published three | Published two Published Published
Social Security final regulations | regulatory three rules five rules
Rulings in the and one Notice | actions and one | for public for public
Federal Register | of Proposed Social Security comment comment,
Rule Making Ruling three final
rules, and
one Social
Performance Sec.urlty
Ruling;
developed
and
submitted
two Social
Security
Rulings to
OMB.
Develop and Develop and Develop and Publish Develop
submit at least submit at least submit at least five rules for | and submit
three regulatory | three regulatory | three regulatory | public at least five
actions or Social | actions or Social | actions or Social | comment rules for
Security Rulings | Security Rulings | Security Rulings | and public
Target two final comment,
rules three final
rules, and
three Social
Security
Rulings
Target Met Met Met Met Not Met Met

Description of Results:

In FY 2013, we published:

disability”,

disorders,

e Notices of proposed rulemaking for public comment for respiratory system, genitourinary
impairments, growth impairments, change in terminology from “mental retardation” to “intellectual

e Advance notice of proposed rulemaking for public comment for hearing and labyrinthine-vestibular

e  Final rules for congenital impairments that affect multiple body systems, visual disorders, change in
terminology from “mental retardation” to “intellectual disability,”

e An extension of expiration date for mental disorders body system listings,

We also published a Social Security Ruling regarding drug addiction and alcoholism, and submitted Social Security

Rulings to OMB regarding diabetes mellitus and endocrine disorders other than diabetes mellitus.
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1.2i: Increase the percentage of disability cases evaluated using health Information Technology (DCS)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
175% above
Baseline 108% above 263% above FY 2012
Performance Established FY 2010 FY 2011 performance
(3,000 claims) baseline performance (62,399
(6,235 claims) [ (22,671 claims)
cases)
Establish 500% above 500% above 200% above
Target stablis FY 2010 FY 2011 FY 2012
Baseline baseline performance performance
(18,000 claims) | (37,500 claims)
Target Met Met Not Met Not Met Not Met

year.

Description of Results:

While we did not meet our performance target for this measure of 200 percent above the FY 2012 performance,
we continued to make significant strides. Health IT polices and standards continue to mature and change with
adjustments to: (1) certification standards; (2) Stage 2 meaningful use criteria; and (3) standards for secure
exchange of medical information in a variety of formats. As a result of these changes, a number of the medical
providers had to adjust their original plans, which resulted in delays to exchange medical records during the

Also, during FY 2013, the management of the eHealth Exchange shifted from the Office of the National
Coordinator to a new non-profit, HealtheWay. When this shift occurred, a new testing program needed to be
established for those organizations joining the eHealth Exchange, which is one of our
requirements. HealtheWay’s testing program was delayed from April to August. In spite of these obstacles, we
expanded our current partner organizations with additional facilities and added four new partner organizations
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1.2j: Number of Disability Insurance and Supplemental Security Income disability beneficiaries, with Tickets

assigned and in use, who work (DCRDP)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
Data
Performance 96,993 105,843 117,124 131,099 152,913 available July
2014
Establish
Target a new 97,000 98,940 114,310 119,466 136,401
baseline
Target Met Met Met Met Met Met TBD

Description of Results:

In FY 2012, the last year for which data are available, we surpassed our target by nearly 28 percent.

1.3a: Achieve the target percentage of initial disability cases identified as Quick Disability Determinations or

Compassionate Allowances (DCRDP)

2008 2009 2010 2011 2012 2013
Performance 3.8% 4.6% 5.9% 5.8% 6.6%
3.8% 4.5% 5% 5.5% 6%
Target (September (September (September (September (September
Only) Only) Only) Only) Only)
Target Met Met Met Met Met Met

Description of Results:

We continued to meet the goal in FY 2013 through our constant and consistent efforts to improve the QDD
predictive model and to add new CAL conditions. We completed a thorough re-evaluation of the QDD predictive
model in December 2011, which provided us with the opportunity to increase the number of claimants served
through the QDD process without sacrificing the quality of the claims selected for the process. We added 100 new

CAL conditions from October 2011 through September 2013.
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2.1a: Increase the percentage of claims filed online (DCO)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
Performance 35% 39% 44% 50.97%
48% (last
Target 42%

quarter only)

Target Met Met Met

Description of Results:

We met the percentage goal of claims filed online for FY 2013. The online filing rate for each of the four internet
applications (Medicare, retirement, disability, and spouses) continues to be high.

In the fourth quarter FY 2013, the following percentages of claims were filed online:

e Medicare claims — 69.1 percent
e  Retirement claims —51.4 percent
e Disability claims —48.3 percent

e Spouses claims — 23.3 percent

2.2c: Maintain the percent of people rating our services as “excellent,” “very good,” or “good” (DCBFQM)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
Performance 81% 81% 78.2% 81.4% 80.9% 80.2%
Target 83% 83% 83.5% 83.5% 83.5% 83.5%
Target Met Not met Not met Not met Not met Not met Not Met

Description of Results:

We based the overall service satisfaction rate on our annual surveys of customers who conducted business
through one our major service delivery channels (i.e., in-person, National 800 Number, online). While the
combined rate for all channels held steady, satisfaction with field office visits rose to 93 percent excellent, very
good or good (E/VG/G) and satisfaction with National 800 Number service declined to 70 percent E/VG/G. The
decline in satisfaction with National 800 Number service was linked to a sharp drop in satisfaction with access to
service. The access rating fell by 12 percentage points to just 52 percent E/VG/G in FY 2013.
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2.3a: Complete the planned number of video hearings (DCDAR)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
Performance 55,869 86,320 120,624 129,775 153,592 179,308
Target 140,000 154,000
Target Met Met Met

Description of Results:

We continued to improve service delivery by expanding access to video hearings, surpassing our goal by more
than 25,000 video hearings.
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3.1c: Percent of SSI payments free of Overpayment (O/P) and Underpayment (U/P) error (DCRDP)

FY 2008

FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
89.7% (0/P) | 91.6%(0/p) | 93.3% (0/p) | 92.7% (0/p) | 937%(O/P) Data
Performance 98.2% (U/P Available
98.3% (U/P) | 98.4% (U/P) | 97.6% (u/P) | 98.2% (U/P) 26U s
96% (O/P) 96% (0/P) | 91.6% (0/P) | 93.3%(0/P) | 95% (O/P) 95% (O/P)
Target
98.8% (U/P) | 98.8% (U/p0 | 98.8% (U/P_ | 98.8% (u/P) | 98.8% (u/p) | 98.8% (U/P)
NOT MET NOT MET MET NOT MET NOT MET
Target Met TBD
NOT MET NOT MET NOT MET NOT MET NOT MET

Description of Results:

Our FY 2013 performance data will not be available until June 2014. We will discuss our FY 2013 performance in
next year’s report. We did not meet the SSI O/P or U/P accuracy measures for FY 2012. More information about
our SSI payment accuracy rates is located in Appendix B Program Evaluation.

3.1d: Percent of OASDI payments free of Overpayment (O/P) and Underpayment (U/P) error (DCRDP)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
99.7% (0/P) | 99.6% (0/P) | 99.6% (0/P) | 99.7% (o/p) | 99:8% (O/P) Data
Performance Available
99.9% (U/P) | 99.9% (u/P) | 99.8% (u/p) | 99.9% (usp) | 9ORWPY | s
99.8%(0/P) | 99.8% (0/P) | 99.8% (0/P) | 99.8% (0/P) | 99.8% (0/P) | 99.8% (0/P)
Target
99.8% (U/P) | 99.8% (u/p) | 99.8% (u/p) | 99.8% (u/p) | 99.8% (U/P) | 99.8% (u/P)
NOT MET NOT MET NOT MET NOT MET MET
Target Met TBD
MET MET MET MET MET

Description of Results:

Our FY 2013 performance data will not be available until June 2014. We will discuss our FY 2013 performance in
next year’s report. We met both our O/P and U/P payment accuracy measures for FY 2012. More information
about our OASDI payment accuracy rates is located in Appendix B Program Evaluation.
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3.2a: Expand and enhance our debt collection tools (DCBFQM)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
Implemented | Sent 250,000
Treasury OASDI and
Offset SSI External
Program Collection
(TOP) for Operation
Performance programmatic | notices to
delinquent debtors with
debt over debts
10 years old 10 years or
more
delinquent
Implement Send 180,000
TOP for OASDI and
programmatic | SSI External
delinquent Collection
debt over Operation
Target 10 years old notices to
debtors with
debts
10 years or
more
delinquent
Target Met Met Met

Description of Results:

Treasury’s regulations require us to notify debtors before referring our delinquent debts for recovery via TOP. In
FY 2013, we exceeded our target of sending 180,000 notices to debtors with debts 10 years or more delinquent.
By notifying 250,000 debtors, we increased our referrals of delinquent debt for recovery via TOP.
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3.3a: Reduce the percentage of paper Forms W-2 completed (DCO)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
Performance 16% 15% 14.4% 13% 12.44%
Target 17% 17% 15.5% 14% 13%
Target Met Met Met Met Met Met

Description of Results:

We surpassed our FY 2013 goal for reducing the percentage of paper Forms W-2.

3.3b: Achieve the target percentage for correctly assigning original Social Security numbers (DCO)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
Data
Performance 99.9% 99.9% 99.9% 99.9% 99.9% available May
2014
Target 95% 95% 99% 99% 99% 99%
Target Met Met Met Met Met Met TBD

Description of Results:

In FY 2012, we correctly assigned 99.9 percent of Social Security numbers (SSN) exceeding our FY 2012 target of
99 percent. The most commonly cited error occurred when applicants received two different SSNs: six through
our Enumeration-at-Entry process and one through the Social Security Number Application Process (SSNAP).
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4.1c: Conduct mandatory employee training on diffusing difficult encounters with the public (DCBFQM)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
Identified Developed
existing safety and
training and security
developed training
Performance . .
internal curriculum
website and piloted
training
curriculum
Develop the Complete
safety and development
security of the safety
training and security
Target curriculum training
curriculum
and finalize
training
products
Target Met Not met Not Met

Description of Results:

The safety and security training curriculum was not completed due to additional time being required to ensure
the highest quality of the training curriculum and identification of pilot sites.
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4.2a: Percentage of enterprise-wide systems availability (DCS)

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
Performance 99.84% 99.89% 99.9% 99.96%
Target 99.5% 99.5%
Target Met Met Met

Description of Results:

4.3a: Reduce energy intensity by 30 percent by 2015 (DCBFQM)

For FY 2013, our goal was to provide enterprise systems availability 99.5 percent of the time. These yearly
service levels comprise 6 service channels representing 140 operational applications and 6 areas of processes,
infrastructure architectures and services. Enterprise Systems Availability for FY 2013 was 99.96 percent,
surpassing the 99.5 percent target by 0.456 percent. Exceeding the high performance levels resulted in a net
savings/cost avoidance of over $179 million dollars in FY 2013 in administrative and productivity costs.

FY 2008 FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
Performance 5.6% 1.8% 21.1% 20%
7% reduction [ 7% reduction
Target from FY 2003 | from FY 2003
(21%) (24%)
Target Met MET NOT MET

Description of Results:

We did not meet the FY 2013 target due to poorer than expected performance on energy intensity, mainly due to
the colder winter. In FY 2013, it was 23 percent colder than FY 2012. We also experienced mechanical issues as
our boiler equipment was beyond its useful life. The boilers were completely refurbished to improve

efficiency. We believe that once the Headquarters Energy Savings Performance Contract construction projects
are complete in 2015 we will be closer to achieving the 30 percent reduction.
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AGENCY PLANS AND PERFORMANCE

The following is an overview of our performance plans for the next two years and how we plan to measure our
accomplishments. Our performance plans are based on full funding of the FY 2015 President’s Budget. We
organized this section by our strategic goals, objectives, means, and strategies defined in our Agency Strategic Plan

for Fiscal Years 2014-2018 http://www.socialsecurity.gov/asp. Key initiatives that support our goals,

objectives, means and strategies are listed under each objective. Performance measures and targets for FY 2014

and 2015 define how we will evaluate our results. For performance measures with an FY 2013 target, we have

included our FY 2013 performance results.

Strategic Goal 1: Deliver

Innovative, Quality Services

We have a long history of exemplary customer
service marked by high customer satisfaction.

Our high level of customer satisfaction is, in part, the
result of our success in using technology to improve
and expand the services we offer the

American public.

We provide service to the public through multiple
service channels: in-person, telephone, and online.
In FY 2013, we assisted more than 43 million visitors,
handled over 53 million transactions (e.g., changes
of address, direct deposit) through our National 800
Number, registered 6.2 million users for my Social
Security, and processed over 46 million

online transactions.

o X
s

Join the .
millions like us:
retiring online#

Estimate your benefits.
Apply for retirement. - =
Manage your account. s,

Technology has not replaced our employees or the
in-person service for those customers who, for a
variety of reasons, require or prefer more
personalized service. Our goal is to provide quality
and timely services in a manner that offers the
convenience of interacting with us from anywhere,
while preserving telephone and field office service
for situations requiring personalized assistance. Our
challenge is to increase customer satisfaction by
expanding self-service delivery options that provide
a personalized experience.

Strategic Objective 1.1: Develop and
Increase the Use of Self-Service Options

In the past few decades, technology has
revolutionized the business world. Advances in
communication and IT have changed the face and
the pace of our business processes and our ability to
offer quality innovative service options. While we
expanded the number of services and service
delivery options we offer to the public, we continue
to provide our customers with their preferred
service delivery option, whether it is in person, by
telephone, or online.

We will continue to look for ways to improve
efficiency through service automation. Our
strategies will streamline services and make them
more relevant to customers. The public expects to
complete more business online, and we will increase
the number and types of self-service solutions,
paperless processes, and electronic workflows,
thereby improving overall efficiency.

We remain committed to meeting the public’s needs
by using technology. We will address the challenge
of expanding easy-to-use online services as
alternatives to in-person and telephone service.

The public has responded positively to our current
online options. In 2007, approximately 10 percent of
applicants filed for retirement online. In the last
quarter of FY 2013, over 50 percent of claims were
filed online.

[ )

Did You Know?

Our most popular new online service,
my Social Security, gets more than
2 million visits per month.

\. J
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Strategies

e Expand personal services available under
my Social Security to include high-volume
workloads, such as SSN replacement cards;

e Move our online applications under a single
customer account registration;

e Accelerate development of additional online
products;

e Expand the availability of online applications
using responsive design and the use of self-help
personal computers available in our offices or
community locations;

e Provide direct access to information and notices
for individuals and designated third parties;

e  Offer electronic delivery of notices and an option
to opt out of paper notices; and

e Increase the public’s use of self-service options
by aggressively promoting and marketing our
online applications and services.

Key Initiatives

Expanding Video Remote

Interpreting Services

In FY 2012, we began piloting Video Remote
Interpreting (VRI) services for hearing-impaired
visitors in 37 field offices. Based on the success of
this pilot, we expanded VRI services to an additional
262 field offices in FY 2013. In FY 2014, we plan to
expand VRI services to approximately 148 field
offices that already have video equipment installed.

Utilizing Self-Help Personal Computers to

Develop and Promote Self-Service Options

Self-help personal computers (SHPC) enable field
office managers to minimize visitor wait times.
SHPCs allow customers to complete select services
online using an in-office personal computer
dedicated solely for use by the public. This initiative
also educates the public on the various online
services that we offer. We offer this service in 249
offices nationwide.

Leveraging my Social Security

We implemented a new, more secure procedure to
authenticate the identity of customers interested in
conducting business with us online through an
online service called my Social Security

(www.socialsecurity.gov/myaccount/). Social

Security beneficiaries and SSI recipients now can
access their benefit verification letters, payment
histories, and earnings records instantly. Social
Security beneficiaries can also change their address
and start or change direct deposit information
online. Our my Social Security, which includes the
online Social Security Statement, consistently ranks
as one of the top 10 in customer satisfaction for all
Federal websites.

Expanding Our Nationwide

Marketing Campaign

We use public service announcements on television
and radio, printed leaflets, billboards, bus posters,
and displays in airport terminals to promote our
online services. We also use social media to direct
customers to our online service options. Locally, our
offices find creative and cost-effective ways to
inform the community about the advantages of
using our online services.

We work with a broad network of national
organizations, advocacy groups, and other
stakeholders who represent the American public to
promote our online services. Our audiences include
individuals who are aged or disabled;

claimants’ representatives; financial planners;
human resource managers; and our colleagues from
other Federal agencies and State, local, and tribal
governments. We also produce webinars and
webcasts to promote online services and explain our
programs and services.

People who visit our website
(www.socialsecurity.gov/) by smartphones can

access a mobile-friendly version of our frequently
asked questions and publications they can easily
read or listen to in both English and Spanish.

In addition, visitors to the mobile site can learn how
to create a personal my Social Security account

(www.socialsecurity.gov/myaccount/) and connect

with us on Facebook, Twitter, YouTube, and
Pinterest.

In FY 2014 and FY 2015, we will explore additional
online marketing, such as Facebook advertising, and
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increase the use of social media as an outreach tool
to promote new and updated online services.

Enhancing iAppeals

We will further improve our online appeals
application, iAppeals, by including more propagated
fields to reduce the need for representatives to
enter the same data multiple times. In FY 2015,
representatives will have the option to scan
additional forms and documents and submit them
online.

(

~\

Social Security is on Facebook, Twitter,
and more. Visit our Social Media Hub

Did You Know?

(www.socialsecurity.gov/socialmedia)

to learn more.

\. J

External Factors

The following external factors may affect our efforts
to develop and increase the use of self-service
options:

e Dramatic increase in mobile and broadband
Internet access is driving public expectation
for instantaneous service via multiple
service delivery channels.

e Input from external entities (i.e., advocacy
groups, professional groups, and State,
local, and other Federal governmental
agencies) can influence our decisions on
self-service options.
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Performance Measures - Strategic Objective 1.1

1.1a: Improve access to our services by increasing the number of citizens who complete their business with us
online (APG) (NEW)

Fiscal Year

Increase the number of citizens Increase the number of citizens

completing business online by completing business online by
10% over FY 2013 10% over FY 2014

Data definition: eServices usage for my Social Security suite, Pre-Entitlement — Informational Services (excludes
visits to Social Security Online, Frequently Asked Questions, and Field Office Locator), Entitlement — Claims &
Appeals, and Post Entitlement. In FY 2013, we conducted 46.1 million online transactions. Our FY 2014 goal is to
conduct 50.7 million transactions and 55.8 million transactions in FY 2015.

Data source: Social Security, Office of Electronic Services and Technology website: eServices Statistics
(http://eis.ba.ssa.gov/oesweb/mi space/index.html)
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Strategic Objective 1.2: Enhance the
Customer Experience by Completing

Customers’ Business at the First Point of

Contact

As we make changes to meet the needs of our
customers at the first point of contact, we remain
mindful that a one-size-fits-all approach may not
meet all of our customers’ needs.

To enhance our customers’ experience, we will
integrate our IT systems and provide electronic
solutions that keep individuals in their preferred
service mode. Our goal is to provide employee
assistance or extra help via online chat, video, or
other means to customers who access our online
services, enabling them to continue in the online
service delivery channel.

Improved call routing, video service delivery (VSD),
and employee development contribute to ensuring
we complete transactions efficiently, accurately, and
at the first point of contact, thereby enhancing our
customers’ experience.

Strategies

e Implement online support options,
including click to talk, screen sharing, and
instant messaging;

e Integrate our online applications, such as
the streamlined online disability
application; and

® Increase the use of video service.

Key Initiatives

Implementing Internet Social Security

Number Replacement Card Application

In FY 2013, we processed over 10 million
replacement SSN card applications at field offices
and in Social Security Card Centers across the
country. This workload is a significant °, highly
sensitive, and sometimes complex one, often
requiring in-person interviews.

In FY 2014, we will begin developing the Internet
Social Security Number Replacement Card (iSSNRC),
a secure, automated online tool that will allow the
public to apply for a replacement SSN card over the

Internet without having to visit a field office to
submit proof of identity. The iSSNRC will help
reduce this workload for field offices and Social
Security Card Centers, providing more time for our
employees to process other workloads.

In FY 2014, we will begin developing iSSNRC.

Providing Electronic Folder Access

for Representatives

Representatives transact business with us on behalf
of applicants who file for disability benefits. We
provide appointed representatives access to their
clients’ electronic disability folders at the hearing
and Appeals Council levels. At the end of FY 2013,
nearly 11,300 appointed representatives were
enrolled our program that allows them access to
their clients’ electronic disability folders, accounting
for 87 percent of all hearing requests pending with
appointed representatives.

Establishing the Social Security

Administration Electronic

Remittance System

We will enter into an agreement with the
Department of the Treasury’s (Treasury) Bureau of
the Fiscal Service to establish a partnership to
process credit card, debit card, and check
transactions. We will then procure and implement
commercial off-the-shelf software to provide an
Intranet application that supports field office
personnel in collecting fees from customers for
services provided. We plan a phased rollout of the
Social Security Electronic Remittance System to
begin in FY 2014. We will collect fees from first or
third party, walk-in customers for services associated
with pre-approved standard fees, such as copying
electronic or paper folders. We may consider
collecting programmatic debt through this
remittance system in a later phase of the project.

Increase Video Hearings

Video hearings play a critical role in our disability
adjudication process. Since FY 2009, we have held
almost 670,000 hearings by video. Video provides
claimants the option of participating in a hearing
more conveniently located to where they live. Video
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hearings are held in hearing offices, permanent
remote sites, stand-alone claimant-only sites,
claimant-only sites inside field offices, rules National
Hearing Centers, and through select representatives
participating in the Representative Video Project.
Video hearings provide workload allocation flexibility
by electronic transfer of cases to offices with lower
case receipts, and contribute to the reduction of
pending hearings, as well as a reduction in claimant,
representative and ALl travel expenses. In FY 2014
and FY 2015, we will focus on updating systems and
infrastructure to improve the quality of video
hearings. We will also increase marketing and
educational information about the benefits of video
hearings, and pursue policy and business process
changes to maximize efficiency.

Expanding Video Service Delivery

Some people who live in rural locations or places
without public transportation have difficulty visiting
a field office. VSD enables us to provide services to
our customers at convenient third-party sites, such
as hospitals, libraries, community centers, American
Indian tribal centers, and homeless shelters.

In 2013, we provided 20 VSD units for DDSs, allowing
them to conduct video disability hearings and video
consultative exams. Additionally, we are installing
15 VSD units in video partner locations to assist
veterans in Wounded Warrior sites and reduce our
travel expenses. In FY 2014, we will expand the list
of individuals who can use our VSD process to
include all U.S. citizens with primary proof of identity
applying for themselves and parents applying on
behalf of a child if the parent’ name appears on the
child’s SSN record.

Highlighting Section 504

Section 504 of the Rehabilitation Act of 1973
requires Federal agencies to provide individuals with
disabilities meaningful access to programs and
services. We will ensure meaningful access by:

e Developing policy guidance;

e Developing an automated system for
receiving and processing accommodation
requests;

e Implementing a broad communication
strategy; and

e Providing training for our employees.

Once implemented, individuals with disabilities will
be able to efficiently request accommodations

that allow them meaningful access to our programs
and services.

Providing Real-Time Assistance to

Online Users

We are exploring the use of web-support
technologies to improve our level of customer
service to online users. In FY 2012, we concluded
the Network Online Web support pilot as a precursor
to the Click-to-Communicate (C2C) initiative. The
NOW pilot helped us develop a strategy for
incorporating web support technologies into our
business process. As part of the C2C initiative, we
are considering using three web support
technologies: Click-to-Talk, Screen Sharing, and
Instant Messaging.

In FY 2013, we implemented a help desk to provide
near real-time telephone support for users of

my Social Security web services. Users can receive
support by calling the National 800 Number or using
a web-based form to request a callback from a help
desk agent. We will begin planning for additional
C2Cinitiatives in FY 2014.

External Factors

The following external factors may affect our efforts
to enhance the customer experience by completing
customer’s business at the first point of contact:

e The effectiveness of VSD expansion relies
on our customers’ acceptance of its use.

e Electronic folder access for representatives
relies on external parties to use these
enhancements.
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Performance Measure - Strategic Objective 1.2

1.2a: Deliver a world-class customer experience by expanding the use of video technology to hold hearings
(APG) (NEW)

Fiscal Year

28% of hearings conducted 30% of hearings conducted

by video by video

Data definition:

The percentage of total hearings held during the fiscal year that were video hearings. The percentage is derived by
dividing the total number of video hearings held during the fiscal year by the total number of hearings held during
the fiscal year.

Data source:
Case Processing Management System

1.2b: Expand the services available under my Social Security by implementing an online Social Security Number
Replacement Card application (NEW)

Fiscal Year

Complete planning and analysis Implement the online Social
for implementing an online Security Number Replacement
Social Security Number Card application

Replacement Card application

Data definition:

FY 2014: Completion of the Planning & Analysis portion of the project, as defined by the Software Development
Lifecycle on the Project Resource Guide website

(http://pride.ssahost.ba.ssa.gov/Planning and Analysis/default.cfm).

FY 2015: Implementation and successful usage of the application as measured by usage management information
reports (not yet developed).

Data source:
FY 2014: Completed Project Scope Agreement and System Development Plan
FY 2015: Number of successful s submittals as reported by management information reports
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1.2c: Maintain customer satisfaction with our online services (NEW)

Fiscal Year

Maintain an average customer Maintain an average customer

satisfaction score of at least 80 satisfaction score of at least 80

Data definition: Average American Customer Satisfaction Index (ACSI) score for the Social Security Administrations
(SSA) eServices. Note that ACSI reports their data quarterly, based upon the calendar year. For this measure, to
be consistent with the fiscal year, we will deviate from the ACSI time periods and use the fiscal year quarters. As a
result, there may be some deviation from ACSI-published documents and the measure reported here.

Data source: Table entitled “SSA Average Satisfaction Score”
http://eis.ba.ssa.gov/oesweb/web analytics/ACSI/index.html

1.2d: Provide the public with access to personalized information by increasing the number of established
my Social Security accounts (APG) (NEW)

Fiscal Year

Increase the number of Increase the number of

customers who sign up for customers who sign up for
my Social Security by 15% over my Social Security by 15% over
FY 2013 FY 2014

Data definition:

The percentage increase in the number of established my Social Security accounts created in the current and prior
fiscal years. In FY 2013, we added 6.32 million my Social Security accounts. Our FY 2014 goal is to add 7.27 million
accounts and 8.36 million accounts in FY 2015.

Data source:

Office of Electronic Services and Technology, Division of Authentication
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Strategic Objective 1.3: Partner with Other
Agencies and Organizations to Improve

Customers’ Experience and Align with the

Administration’s One-Government
Approach

We recognize that many people seeking benefits
from our agency also interact with other
government agencies. We are committed to
reducing the burden people face when dealing with
multiple agencies to get the services they need.
Agencies with similar programs can learn from each
other, share data, and develop processes and
procedures that are less cumbersome and more
citizen centric. By partnering with other government
agencies, community-based organizations, tribal
governments, and the private sector, we can
improve the customers’ experience despite
diminishing resources. The relationships we develop
will allow us to provide expanded and innovative
access options to our services.

Strategies

e Implement SSA Express to provide service
using self-service kiosks in community
locations;

e  Provide Social Security services through
other government agencies, community-
based organizations, tribal governments,
and private organizations that serve our
customers;

® |ncrease collaboration with the
Departments of Defense (DoD) and VA to
improve processes for veterans and service
members; and

e Improve information sharing among other
government agencies for records, data, and
other information.

Key Initiatives

Expand Our Partnerships with

External Organizations

The public can conduct business with us while at
various commercial centers and community
locations using SSA Express. SSA Express
encompasses three self-service options that allow
the public to complete business with us remotely

from external partner locations (local, State, or
Federal government agencies like VA or the U.S.
Department of Housing and Urban Development).
The three self-service options are:

e An SSA Express icon installed on partner
computers

e A quick service kiosk offering limited online
services

e A full-service kiosk offering the full suite of
online services, including chat and video
capabilities

In FY 2013, 25 partner sites agreed to download the
SSA Express icon to the desktops of their self-help
computers, and 4 partner sites have agreed to use
SSA-provided, self-help computers. In FY 2014,

we plan to pilot a small number of kiosks in partner
locations that will give the public access to our
online services.

Expanding the Virtual Lifetime

Electronic Record

In April 2009, DoD and VA launched the Virtual
Lifetime Electronic Record (VLER)
(www.prim.osd.mil/init/vler.html) initiative to create

a unified lifetime electronic health record for
members of our Armed Services. We are working
closely with both agencies to ensure we address
veterans’ needs for benefits and services as
seamlessly as possible, including integrated medical
examinations and fully automated access to
medical records.

In FY 2014 and FY 2015, we plan to enhance the
clinical content available for health IT exchange and
continue to evaluate the integration of our
eAuthorization initiative into the health IT solution.
(eAuthorization allows for electronic signature on
our Authorization to Disclose Information, Form SSA-
827, and is further described under Strategic
Objective 3.2.)

Expanding Enumeration at Birth -

U.S. Territories

Using information from hospital birth records, we
can assign SSNs to newborns. Because the
information is obtained directly from State’s Bureaus
of Vital Statistics, errors and the possibility of fraud
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are minimized. In FY 2014, we will expand the

Enumeration at Birth (EAB) process to include

children born in all the U.S. territories, including:

Guam, the Commonwealth of Northern Mariana

Islands, the U.S. Virgin Islands, and American Samoa.

External Factors

The following external factors may affect our efforts

to partner with other agencies and organizations to

improve customer’s experience and align with the

administration’s one-government approach:

The economy and the number of veterans
filing for disability benefits affect VLER. If a
veteran has difficulty finding employment,
he or she is more likely to file for disability
benefits. An increase in disability claims can
result in an increased backlog and longer
processing times.

DoD and VA have their own mission-critical
work, priorities, and resource limitations,
which affect implementation decisions
related to VLER.

Lack of buy-in from potential partners
affects this objective.

Other entities have competing priorities
and resource limitations that may impede
partnership efforts.

An FY14 implementation of EAB for the
territories is dependent upon the
completion of appropriate legal and
security agreements with each territory.
The Agency cannot implement until the
proper agreements are in place.
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Performance Measure - Strategic Objective 1.3

1.3a: Minimize the average response time to deliver medical evidence to the VA for wounded warriors and
veterans (NEW)

Fiscal Year

Deliver medical evidence to the Deliver medical evidence to the

VA within an average of 5 days VA within an average of 4 days

Data definition: We currently track requests received from the VA for medical evidence. We also track how long it
takes us to respond to the request.

Data source: Office of Systems

1.3b: Partner with HHS and VA to better serve the homeless population (NEW)

Fiscal Year

Partner with HHS and VA to Work with the United States

draft a Federal best-practices Interagency Council on
model for facilitating access to Homelessness to determine
SSl and Social Security Disability appropriate next steps in
Insurance benefits sharing the best-practice model

with other Federal agencies.

Data Definition: Completion of targeted milestones for FY 2014 and FY 2015.

Data Source: Office of Research and Disability Policy
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Strategic Objective 1.4: Evaluate Our
Physical Footprint to Incorporate Improved

Service Options

Our facility maintenance costs continue to increase
despite staff losses. We are concerned about the
high upfront costs for facilities and associated
services (e.g., rent, utilities, security guard services,
etc.), especially as more cost-effective and reliable
alternatives to in-person service exist. Our success
in providing service delivery options to the American
public and the public’s increased use of our options
positions us to reassess our traditional physical
infrastructure needs. As technology drives the
realignment of our physical footprint, it will be
unnecessary to maintain large brick-and-mortar
infrastructures to address the needs of the public.
However, when in-person contact is required, our
services will be accessible.

Strategies

e Design space, maintain offices, and reassess
the structure of internal facilities to
optimize cost and maximize opportunities
for improved service delivery; and

e  Explore solutions that optimize the
operational efficiencies of offices, including
collocations

Key Initiatives

Consolidating Field and Hearing Offices

In FY 2013, we developed a business plan for
consolidating field and hearing offices, as well as
other permanent remote sites we use to conduct
hearings. Consolidated offices can share reception
areas, guard services, training rooms, and common
areas. As of April 2013, we have five consolidated
offices. We will also explore the feasibility of
non-conventional approaches to consolidation, such
as locating our offices with other Federal, State, and
local government facilities.

Developing the Field Office Design Guide

We are developing the Field Office Design Guide
(FODG) to set national standards for field office
design. These standards will help ensure a secure,
private, and efficient environment for our
employees and the public. We are currently testing
various aspects of FODG, such as interview windows.
In FY 2014, we will begin implementing the FODG.

External Factors

The following external factors may affect our efforts:

e Increasing costs for rent and contract
security guard services may affect savings
realized.

e  Space availability and labor relations issues
also affect this objective.
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Performance Measure - Strategic Objective 1.4

Fiscal Year

Evaluate potential opportunities
for co-locating and consolidating
our public service facilities
within and outside of SSA

Data definition: Completing the targeted milestones.

Data source: Offices of Budget, Finance, Quality and Management and Operations
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Strategic Goal 2: Strengthen the

Integrity of Our Programs

We pay $75 billion in benefits each month across all
of our programs. Our most important responsibility
is to pay the right person, the right amount, at the
right time. We take this responsibility very seriously
and strive to be as accurate as possible in
administering our programs.

We have a high accuracy rate in paying benefits in
our retirement and survivors programs. In recent
years, our accuracy rate has been over 99 percent.

Our disability insurance program provides benefits
to people who cannot work because they have a
medical condition expected to last at least one year
or result in death, and is challenging due to the
complexity of the laws and possible changes in
medical conditions.

Our SSI program is a means-tested program, which
provides cash assistance to aged, blind, and disabled
people with limited income and resources. Changes
in recipients’ living arrangements or income can
affect their eligibility for payment or the amount of
payment. We rely on recipients to self-report this
information, which is a significant reason for the
inconsistencies in our SSI payment accuracy rate.
Delayed reports of income or resource changes
could result in improper payments.

We will make investments to enhance partnerships
with our beneficiaries, while expanding
opportunities to share information with other
Federal and State Government agencies, which
should result in receiving some payment-affecting
information faster. We will also use the latest
technology to mitigate identity theft and improve
debt collection efforts.

Finally, we are using exper