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GPRA Performance Results

Summary of Achievement-FY 2001
Performance Goals

The performance data presented in this report are fundamentally complete and reliable as outlined
in the guidance available from the Office of Management and Budget. While we have identified no
material inadequacies, the Data Quality discussion in the Performance Goals and Results section of
Management’s Discussion and Analysis describes our continuing efforts to strengthen the quality
and timeliness of SSA’s performance information to increase its value to SSA’s management,
policymakers and others. The results achieved for each FY 2001 goal are either discussed in this
report or will be included in a future annual report. SSA’s managers routinely use this performance
data to improve the quality of program management and to demonstrate accountability in achieving
program results.

The chart below describes the results for the 68 Government Performance and Results Act (GPRA)
performance goals. We met 35 of the 68 goals. We did not establish targets for 3 of the 68
indicators, and they were not measured in FY 2001. However, they are discussed in the “Individual
Performance Indicator Results” section.

16.2%
Not Met

51.5%

0,
14.7% Met

Almost
Met

11.7%
Data Not
Yet Available

5.9%
Not Measured in
FY 2001

On the next page, a summary chart displays all of the 64 GPRA measured performance indicators,
plus one non-GPRA key performance indicator for Supplemental Security Income (SSI)
redeterminations. This chart displays each target as “met,” “not met,” “not met by slim margin or
strongly positive trend toward target,” and “data not yet available.” The indicators are organized
under the objectives that they support; each objective has one or more performance indicators. We
include a summary of performance for each objective, which rolls up the performance for the
indicators that support it.

Following the summary chart are individual discussions for each of our performance indicators. If
we did not have final FY 2000 performance data in time for the FY 2000 Annual Performance
Report, we include it here along with the FY 2001 discussion. We also include data definitions and
data sources (if available) for each indicator.
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Strategic Goal: Responsive Programs

Performance | ndicators (PI):

Target Met or Exceeded

Target Not Met by Slim Margin or
Srong Positive Trend Toward Target

Target Not Met
Target Not Yet Available

e

Performance Summary

Objective: Promote policy changes that shape the OASI and DI programs.

Key Pl: Barometer measures for assessing the
effectiveness of the OASDI program.

Our results for this Objective
were outstanding. We met all
4 performance targets and thus

Analyses and reports on the effect of OASDI
programs on different populations.

f

advanced our research and analysis
of the OASI and DI programs,
helping us develop appropriate

Analyses and reports on demographic,
economic and international trends and their
effects on OASDI programs.

f

policy proposals for the future.

Key PI: Research and policy analyses to assist
in the development of proposals to strengthen
and enhance the solvency of OASDI programs.

f

Objective: Promote policy changes that shape the SSI

program.

Barometer measures for assessing the
effectiveness of the SSI program.

f

Our results for this Objective
were positive. We met 3 out of 4

Completion of data collection and report
on the SSI Childhood Disability Survey.

targets. We were unable to
complete data collection for the SSI
Childhood Disability Survey as
scheduled, but will be on schedule

Analysis on sources of support for the
SSI population.

to meet our FY 2002 and 2003
targets.

B 5 (&

Analysis of complex SSI policies.

Objective: Promote policy changes that shape the disal

bility program.

Research design for validating medical listings.

Our results for this Objective
were positive. We met 2 out of the

Reports on results of the National Study of
Health and Activity (NSHA).

3 targets. We did not initiate the
NSHA main study data collection
as scheduled in FY 2001; data

D & D

Alternative return-to-work strategies.

collection will begin in late
FY 2002 or early FY 2003.
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Objective: Provide information for decisionmakers and others on the SS and
SSI programs.

Performance I ndicators (PI): Performance Summary

Target Met or Exceeded

Target Not Met by Slim Margin or
Strong Positive Trend Toward Target

Target Not Met
Target Not Yet Available

User rating of SSA’s research and
analysis products.

Our results for this Objective
were outstanding. We met both
targets. We established first
measures for user satisfaction
ratings and produced all major
statistical products on time.

D =2 $e&as

Timeliness of major statistical products.

Strategic Goal: Customer-responsive world-class service

Objective: By 2004 and beyond, have 9 out of 10 customers rate SSA's overall service as
“good,” “very good” or “excellent,” with most rating it “ excellent”

Key PI: Customer service rating- “excellent,” Our results for the Objective
“very good” or “good.” were positive. We met and
exceeded 3 performance targets
and missed 3 only by slim
margins. The 800-number payment
and service accuracy rates are not
yet available and will be reported in
the FY 2002 Performance and
Accountability Report (PAR).
Public satisfaction ratings remained
stable but did not rise, since there
were no significant service
enhancements in FY 2001 and we
had the impact of longer initial
disability claims and hearing
processing times. We are testing
new technologies expected to make
service improvements in all areas.
Disability and hearings process
improvements, as well as additional
notice improvements, will also help
us improve satisfaction.

Customer service rating - “excellent.”

800-number access within 5 minutes.

800-number access on first attempt.

800-number call payment accuracy.

800-number call service accuracy.

Appointment waiting time 10 minutes or less.

No appointment waiting time 30 minutes
or less.

CHEEIR 2R AR RE
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Objective: By 2005, 60 percent of SSA’s customer-initi

ated services available to

customers either electronically via the I nternet or through automated telephone service.

Performance I ndicators (PI):

Target Met or Exceeded

Target Not Met by Slim Margin or
Strong Positive Trend Toward Target

Target Not Met
Target Not Yet Available

Performance Summary

Key PI: Customer initiated services
available to customers via the Internet
or through automated telephone service.

= d &

Our results for this Objective
were outstanding. We exceeded
the target for FY 2001. In
addition, we continue to expand
the services available in this new
service channel. In FY 2001, we
added 6 new SSA online
applications to bring the total
number to 17, and we are currently
analyzing 6 new proposals. We are
testing/piloting technologies to
authenticate identity online, and
thus increase security and privacy
of Internet transactions.

Objective: Increase electronic access to information n

eeded to serve SSA customers.

Electronic access to States” human
services (HS) and unemployment
information (UlI).

g

Our results for this Objective
were positive. We missed both
these targets but only by very
small margins. Electronic access to

Electronic access to States’ vital
statistics (VS) and other material.

g

HS information is already available
from 66 percent of States, and the
combined trend for both HS and Ul
has been steadily upward from the
1999 level of 41 percent. FY 2001
was the first year we set a goal for
access to VS data and we expect to

meet our goal in FY 2002.
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Objective: To raise the number of customers who receive service and payments on time.

Performance I ndicators (PI):

Target Met or Exceeded

Target Not Met by Slim Margin or
Strong Positive Trend Toward Target

Target Not Met

Target Not Yet Available

Performance Summary

Key PI: Initial disability claims average
processing time.

Hearings decisions issued w/in 180 days.

Key PI: Hearings average processing time.

Hearings cases processed per workyear.

Appeals of hearings (Appeals Council)
decisions issued within 105 days.

Appeals of hearings (Appeals Council)
decisions average processing time.

Appeals of hearings (Appeals Council)
decisions issued per workyear.

Retirement and Survivors (OASI) claims
processed timely.

Supplemental Security Income (SSI) aged
claims processed timely.

Key PI: Original and replacement Social
Security Number (SSN) cards issued timely.

D> | |2 @ @@ eaas laac

Our results for this Objective
were mixed. We met only 4 out of
our 10 targets. We exceeded our
targets for SSN cards, OASI claims
processed and SSI aged claims
processed, continuing our positive
performance trends since FY 1998.
We did not meet any of our six
hearings and appeals goals
primarily because we have recently
implemented a hearings process
and Appeals Council process
improvements, and have not
realized benefits. In addition, until
recently, litigation has prevented us
from hiring Administrative Law
Judges (ALJ) to replace those lost
through attrition. With the recent
hiring of some replacement ALJs,
we are committed to moving
toward our long-range
improvement targets.

Other Accompanying Information
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receive cash benefits.

Objective: By 2005, increase by 100 percent from 1999 levels, the number of Social
Security and SSI disability beneficiaries who achieve steady employment and no longer

Performance I ndicators (PI):

Target Met or Exceeded

Target Not Met by Slim Margin or
Strong Positive Trend Toward Target

Target Not Met
Target Not Yet Available

Performance Summary

Increase in the number of Social Security
disability adult beneficiaries (DI) who begin a

trial work period (TWP).

Increase in the number of SSI disabled
beneficiaries, aged 18-64, participating
in 1619(a) status.

Activities to implement provisions of the
Ticket-to-Work and Self-Sufficiency Program
(TWSSP) and other employment strategies.
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Our results for this Objective
were mixed. We will not have the
actual data for DIs who began a
TWP until February 2002. We did
not meet our targets for working
SSI disabled beneficiaries or
implementation of the TWSSP.
However, our results for this
Objective were adversely impacted
by several factors. Our goal was to
start distributing Tickets-to-Work in
FY 2001; this will not happen until
early FY 2002 because the required
final regulation was delayed due to
the time required to review

500 comments on the Notice of
Proposed Rulemaking, and
discussions with the Office of
Management and Budget. The
positive impact TWSSP will have
on beneficiaries returning to work
in greater numbers should begin in
2002. However, the path the
economy takes will also be an
important determinant of our
success. If the economy does not
recover in 2002, there will be a
negative impact on employment
opportunities for people with
disabilities.
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Strategic Goal: Program Integrity

Objective: To make benefit paymentsin the right amount.

Performance I ndicators (PI):

Target Met or Exceeded

Target Not Met by Slim Margin or
Strong Positive Trend Toward Target

Target Not Met
Target Not Yet Available

Performance Summary

Retirement, survivors and disability (OASDI)
(non-medical) payment accuracy.

Disability Determination Services (DDS)
net decisional accuracy rate.

DDS allowance performance
accuracy rate.

DDS denial performance
accuracy rate.

Hearings decisional accuracy rate.

SSI (non-medical) payment accuracy.

Key PI: SSI non-disability redeterminations
processed.

SSN issuance accuracy.
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Our results for this Objective
appear to be positive, although
our assessment is incomplete
because much of the data is not
yet available. We met 2 of the 8
targets, did not meet 1, and are
waiting for data on 5. We met the
DDS (medical) allowance
performance accuracy target
because of continued focus on
decision quality, including training
on adjudication consistency. When
the final numbers are in, we expect
to meet our targets for

OASDI accuracy and hearings
decisional accuracy. We did not
meet the target for DDS denial
performance accuracy rate because
denial documentation requirements
are significantly more difficult and
we had to address rising claims
backlogs. The FY 2001 actual data
for OASDI payment accuracy,
DDS net decisional accuracy,
hearings decisional accuracy, SSI
payment accuracy and SSN
issuance accuracy will be reported
in the FY 2002 PAR.

Objective: To become current with DI and SSI CDR requirements by 2002

Key PI: Percent of Continuing Disability
Review (CDR) plan completed.

L)

Our results for this objective
were outstanding. We met our goal
and are on target to eliminate all
CDR backlogs by FY 2002.
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individuals' earnings records.

Objective: Maintain current levels of accuracy and timelinessin posting earnings data to

Performance I ndicators (PI):

Target Met or Exceeded

Target Not Met by Slim Margin or
Strong Positive Trend Toward Target

Target Not Met
Target Not Yet Available

Performance Summary

Percent of wage items (worker’s earnings)
posted by September 30.

Key PI: Percent of earnings posted
correctly.

» = | $a@c

Percent of employee reports (W-2s) filed
electronically.

L)

Our results for this Objective
were outstanding. We exceeded
all 3 targets. Our continuing efforts
to get more employers to file W-2s
electronically have paid off.
Electronic filing contributes to the
timeliness and accuracy of postings.

Objective: Aggressively deter, identify and resolve fraud.

Number of investigations conducted
(i.e., closed).

f

OASDI $ amounts reported from
investigative activities.

f

SSI $ amounts reported from
investigative activities.

L)

Number of criminal convictions.

f

Our results for this Objective
were outstanding. We exceeded
all 4 targets largely because of
expansion of national investigative
efforts, including the Office of the
Inspector General’s fugitive felon
program and Cooperative Disability
Investigative teams.

Objective: Increase debt collection by 7 percent annually through 2002.

OASDI debt collected.

g

SSI debt collected.

f

Our results for this Objective are
positive. We did not meet the
OASDI target because of external
factors, i.e., the elimination of the
retirement test and subsequent
reduced debt available for
collection.
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Strategic Goal: Valued Employees

Objective: Tools and training to achieve a highly skilled and high-performing workforce.

Performance I ndicators (PI):

Target Met or Exceeded

Target Not Met by Slim Margin or
Strong Positive Trend Toward Target

Target Not Met
Target Not Yet Available

Performance Summary

Percent of offices with direct access to
Interactive Video Teletraining (IVT).

Formal management development programs.

Management/leadership development
experiences.

G (e | $aad

Our results for this Objective
were mixed due to circumstances
beyond our control. We did not
meet the IVT goal because of
problems with getting the satellite
signals to certain sites and an
increase in the size of the universe
of total target sites. We were on
target to meet our Management/
leadership training experiences but
did not complete some because of
the events of September 11.

employee.

Objective: Physical environment that promotes the health and well-being of every

Percent of environmental air quality surveys
completed and percent of corrective actions

taken.

f

Number of facilities having water quality
testing and percent of corrective actions taken.

L)

Number of relocated offices having security
surveys and percent security
recommendations implemented.

g

Our results for this Objective
were positive. We met essentially
all of our targets. We completed
all targeted testing and surveys.
Fewer offices actually relocated
than projected, and we completed
security surveys in all relocated
offices. We implemented more than
the target number of
recommendations.

Objective: To promote an Agency culture that successfully incorporated our values.

Create Agency change strategy.

4

Our results for this Objective
were mixed. We conducted a
culture survey, gap analysis and
benchmarking study. The
recommendations from the culture
study are pending. Future activity is
under consideration.

Other Accompanying Information
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Objective: To create a workforce to serve SSA’s diverse customersin the twenty-first

century.

Performance I ndicators (PI):

Target Met or Exceeded

Target Not Met by Slim Margin or
Strong Positive Trend Toward Target

Target Not Met
Target Not Yet Available

Performance Summary

Key PI: Complete Agency Workforce

» | $e& a0

Transition Plan.

Strategic Goal: Strengthen Public Understanding

Our results for this Objective
were outstanding. We met our
goals to implement and update our
Plan, and developed and
implemented action items from our
employee survey.

Objective: By 2005, 9 out of 10 Americans will be knowledgeable about Social Security

programs.

Percent of public knowledgeable about

f

Social Security.

Key PI: Percent of individuals issued Social

L)

Security Statements as required by law.

Our results for this Objective
were outstanding. We exceeded
our “public knowledgeable” target
by 3 percent. We have begun to
implement strategies to get us to
our 2005 goal, including targeting
segments of the population least
knowledgeable about Social
Security.

Individual Performance Indicator Results

The following section reports and discusses our FY 2001 performance for each individual GPRA
performance indicator. In addition, for those performance indicators for which we did not have
final data when the FY 2000 Performance and Accountability Report was issued in

December 2000, we also report final FY 2000 performance. The full information for key
performance indicators is not included here, but rather in the Performance Goals and Results/
FY 2001 Performance by Strategic Goal section located in the Management’s Discussion and

Analysis (MD&A) portion of this report. For each GPRA performance indicator, we also show the

definition and data source. Indicators are organized under the Strategic Goal and Strategic

Objective that they support.
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Strategic Goal: To promote valued, strong, and responsive social
security programs and conduct effective policy development, research
and program evaluation

Strategic Objective: To promote policy changes, based on research, evaluation and
analysis that: shape the OASI and DI programsin a manner that takes account of future
demographic and economic challenges, provides an adequate base of economic security
for workers and their dependents, and protects vulnerable populations

Performance Indicator 1: lIdentification, development and utilization of appropriate barometer
measures for assessing the effectiveness of Old-Age, Survivors and Disability Insurance (OASDI)
programs. We met our goal. This indicator is Key Performance Indicator 1 in the
Performance Goals and Results section of the Management’s Discussion and

Analysis (MD&A). Please see page 37 for a detailed discussion.

Performance Indicator 2: Preparation of analyses and reports on the effect of OASDI programs
on different populations in order to identify areas for policy change and develop options as
appropriate.

FY 2001 Goals: Prepare analyses and reports on the following topics:

(1)--The effect of OASDI programs on various subgroups of beneficiaries, including women,
minorities and low-wage workers;

(2)--Study on characteristics of people receiving DI benefits; and

(3)--Analysis of the effect of changes in Social Security retirement benefits on the DI program.

FY 2001 Performance Discussion: We met our goals. In FY 2001, we met our goals to publish
specific reports that show the effects of our programs on different populations and analyzed options
for policy changes. These reports provide decisionmakers with a better understanding of the factors
that influence the programs’ abilities to provide an adequate base of economic security to
beneficiaries, the characteristics of specific beneficiary populations and the impact of changes in
the retirement program on the disability program. Specifically:

(2)--We published two articles in the Social Security Bulletin (Volume 63, Number 3, 2000)
focusing on women: “Divorced Baby Boomers in Retirement: Projections of Economic Well-
Being in the Near Future,” and “A Benefit of One’s Own: Older Women’s Entitlement to Social
Security Retirement.” In January 2001, we released three working papers: “Widows Waiting to
Wed? (Re) Marriage and Economic Incentives in Social Security Widow Benefits;” “Analysis of
Social Security Proposals Intended to Help Women: Preliminary Results;” and “Reducing Poverty
Among Elderly Women: Preliminary Results.” We also produced fact sheets on women and
minorities that are available on our website. We have also completed a paper on the special
minimum benefit that is scheduled for publication shortly. The special minimum benefit was
enacted to increase the benefits of certain low-wage beneficiaries, who disproportionately are
women.

(2)--We have produced the first in an annual series of data books describing the population that
receives benefits based on their own disability. This population includes disabled workers, disabled
widow(er)s and disabled adult children. This data book will greatly expand the amount of statistical
information available to Agency decision makers and outside users. The first issue, published in
October 2001, is based on data for December 2000.
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(3)--We have prepared a paper entitled “Potential Impact of Solvency Proposals on the Disability
Insurance Program” that will be published as a working paper or in the Social Security Bulletin.

Data Definition: We will consider these goals to be achieved if we prepare reports on these topics.
The reports should provide information for decisionmakers to use in developing policy proposals
and should provide options for change when appropriate.

Performance Indicator 3: Preparation of analyses and reports on demographic, economic, and
international trends and their effects on OASDI programs in order to anticipate the need for policy
change and develop options as appropriate.

FY 2001 Goals: Prepare analyses and reports on the following topics:

(1)--Labor force transitions in the elderly population;

(2)--Implications for retirement income security of shifts from defined benefits to defined
contribution plans through study of lump-sum payments from employer pensions;

(3)--Differences across subgroups in saving; and
(4)--International retirement policy reforms.

FY 2001 Performance Discussion: We met our goals. In FY 2001, we met our goal to prepare
analyses of the effects of demographic, economic and international trends on our programs. The
analyses were produced in cooperation with researchers whose work was funded by SSA’s
Retirement Research Consortium. These analyses will help decisionmakers develop proposals to
adapt the programs to the changing needs of wage earners and beneficiaries. Specifically:

(1)--We funded three projects that were completed in FY 2001 on labor force transitions in the
elderly population: 1) A study of self-employment and labor market transitions at older ages;
2) a study of labor supply of the elderly; and 3) an analysis of earnings after age 50.

(2)--We funded two projects through a cooperative agreement with the Boston College Retirement
Research Consortium. Two papers have been prepared: 1) “What Happens When You Show Them
the Money?: Lump Sum Distributions, Retirement Income Security and Public Policy;” and

2) “The Effects of Public Policies Toward Pre-Retirement Pension Distributions: Evidence From
the Health and Retirement Survey.”

(3)--SSA has prepared a paper, “Differences in Wealth by Race and Ethnicity,” which will be
released as a working paper.

(4)-We completed a paper entitled, “Social Security Privatization in Latin America,” which was
published in the Social Security Bulletin (Volume 63, Number 2, 2000). We also coauthored a paper
with the Federal Reserve Bank of Atlanta on “Social Security in Latin America: Recent Reforms
and Challenges,” which was published in the Federal Reserve Bank of Atlanta Economic Review.

Data Definition: We will consider these goals to be achieved if we prepare analyses reports as
indicated under the goals.

Performance Indicator 4: Preparation of research and policy evaluation necessary to assist the
administration and Congress in developing proposals to strengthen and enhance the solvency of
OASDI programs. We met our goal. This indicator is Key Performance Indicator 2 in the
Performance Goals and Results section of the MD&A. Please see page 38 for a detailed
discussion.
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Strategic Objective: To promote policy changes based on research, evaluation and
analyses that shape the SSI program in a manner that protects vulnerable populations,

anticipates the evolving needs of SSI populations, and integrates SSI benefits with other
social benefit programs to provide a safety net for aged, blind, and disabled individuals

Performance Indicator 5: lIdentification, development and utilization of barometer measures for
assessing effectiveness of the SSI program.

FY 2001 Goal: Prepare summary and analysis on the barometer measures.

FY 2001 Performance Discussion: We met our goal. In FY 2001, we met our goal by preparing
a summary and analysis of barometer measures for the SSI program. We also updated these
barometer measures with the latest available data. The summaries and analyses of barometer
measures for the OASDI and SSI programs have been combined into one document. These
barometer measures can be found beginning on page 170. We will continue to update the

SSI barometer measures and publish annual updates.

Data Definition: We will consider this goal to be achieved if the Agency prepares a preliminary
analysis of certain measures to be used as ongoing barometers on how the SSI program, in
combination with many related factors, affects the economic well-being of the beneficiaries. These
barometers will be used to produce analyses and help formulate options for strengthening the
program.

Performance Indicator 6: Preparation of a report and completion of data collection on the SSI
Childhood Disability Survey in order to assess the impact of welfare reform, identify areas of
potential policy change, and develop options as appropriate.

FY 2001 Goal: Complete interviewing for the first wave on the SSI Childhood Disability
Survey.

FY 2001 Performance Discussion: We did not meet our goal. The purpose of the Childhood
Disability Study is to evaluate the effect of the loss of SSI benefits, stemming from provisions of
the Personal Responsibility and Work Opportunity Reconciliation Act of 1996, on children and
their families. It will provide estimates of the number of children who would have been eligible
under previous program rules but are not eligible under current rules. It will also provide
information on the characteristics of the children affected by the law, including information on
family income, the cost of caring for disabled children, the use of SSI benefits and the availability
of other income. We did not meet our FY 2001 goal to complete study interviewing because: 1) The
completion of the contract for the design of the survey was delayed for several months due to the
complexities of the issues and other factors outside our control; and 2) the required Office of
Management and Budget approval was not completed until January 2001. Consequently,
interviewing could not start until July 2001 and will continue through February 2002. Despite this
delay, we expect to meet our FY 2002 goal of preparing data files for analysis and get back to the
overall study schedule.

Data Definition: We will consider this goal to be achieved if we complete interviewing for the
first wave of a national survey.
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Performance Indicator 7: Prepare analysis on the sources of support for the SSI population in
order to identify areas for better coordination with other social benefits and develop options as
appropriate.

FY 2001 Goal: Prepare analysis and report on child support enforcement.

FY 2001 Performance Discussion: We met our goal. This analysis will help us understand the
sources of support available to SSI recipients and develop policies that enhance the safety net

for these vulnerable populations. Fewer than half of all children who receive SSI benefits, and live
in single-parent homes, receive child support services. Our report to be published in the

Social Security Bulletin later in 2001 notes that, although filing for child support is a condition

of eligibility for income assistance programs such as Temporary Assistance for Needy

Families (TANF), it is not a condition of eligibility for SSI benefits. Such a requirement might
result in more children on SSI receiving child support. Since SSI rules exclude one-third of child
support when determining benefit amounts, receipt of child support improves the financial
well-being of SSI children. This report also discusses ways of improving access to child support
data and reducing SSI overpayments. The analysis of support for and economic status of SSI
beneficiaries was completed and presented in SSA’s report on the SSI program, “The SSI Program
at the Millennium,” which was issued in November 2000. The work of this indicator is now
complete and it is discontinued effective FY 2002.

Data Definition: We will consider this goal to be achieved if the Agency prepares the subject
report.

Performance Indicator 8: Prepare analysis of complex SSI policies.
FY 2001 Goal: Prepare analysis on SSI simplification opportunities.

FY 2001 Performance Discussion: We met our goal. SSA has been examining SSI policies
determined to be complex based on data and feedback from various internal and external sources.
The analyses take into account the tensions that can occur between simplification, benefit
adequacy, equity, cost and program integrity.

We issued the report Smplifying the Supplemental Security Income Program: Challenges and
Opportunities in December 2000. The report provides program and administrative cost estimates
and discusses the impact on beneficiaries in three areas: wage estimation and verification, resource
exclusions and in-kind support and maintenance. Options and analysis in the report pertaining to
wage averaging and consolidating resource counting are key items currently being considered by
SSA, with the dual goals of simplifying the SSI program and improving SSI payment accuracy.
This report is the final deliverable for this indicator, which is discontinued effective FY 2002.

Data Definition: We will consider this goal to be achieved if the Agency prepares the subject
report.
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Strategic Objective: Promote policy changes based on research, evaluation and analyses
that shape the disability program in a manner that increases self-sufficiency and takes

account of changing needs, based on medical, technological, demographic, job market
and societal trends

Performance Indicator 9: Preparation of a research design to develop techniques for validating
medical listings.

FY 2001 Goal: Prepare a preliminary report on the development of the validation
methodology.

FY 2001 Performance Discussion: We met our goal. Our current system for determining
eligibility for disability benefits presumes that persons who meet medical listings are severely
disabled and unable to work. We will develop a methodology to help us monitor and evaluate our
medical listings. The framework for validating medical listings should establish appropriate criteria
by which to assess an individual’s ability to work; identify and adopt appropriate research protocols
and statistical methods; and propose clinical or other testing methods to gather data. Under a
cooperative agreement with the Disability Research Institute (DRI), we have taken the first steps
towards developing the methodology for validating our medical listings. In FY 2001, the DRI
produced several preliminary reports: 1) Their review of the literature on validation; 2) the criteria
by which our medical listings could be validated; and 3) the development of methods by which the
criteria may be assessed. In FY 2002, we will complete development of the techniques for
assessing the validity of our medical listings and continue to report on our progress in developing
this methodology.

Data Definition: Self-explanatory.

Performance Indicator 10: Preparation of reports on results of the National Study on Health and
Activity in order to identify potentially eligible disabled populations, interventions that enable
continued work effort among the disabled, and guide changes to the disability decision process.

FY 2001 Goal: Initiate main study data collection.

FY 2001 Performance Discussion: We did not meet our goal. We undertook this study to
provide information on: 1) The size of the population potentially eligible for disability now and in
the near future; and 2) the accommodations and interventions that permit some persons meeting
SSA’s definition of disability to continue to work. We will use this information to develop ways to
assist individuals to remain in the labor force rather than seek benefits. In FY 2000, we completed a
pilot study and intended to begin data collection for the main study in FY 2001. However, analysis
of the pilot study showed that significant revisions were needed in the study instruments and in the
medical examination component. To improve response rates, we needed to significantly shorten the
survey instrument and move away from a telephone to a face-to-face survey. The simulated
disability determination revealed a need for more targeted and precise medical evidence, requiring
a revision of the study’s medical examination component. If tests of the revised instruments prove
successful, we will initiate the main study data collection in late FY 2002 or early FY 2003.
Beginning in FY 2002, we will report annually on the status of our main study data collection.

Data Definition: After completion of a pilot study, data collection for the main study will begin in
2001. This will include personal interviews, work assessments and collection of medical records.
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Performance Indicator 11: Prepare analyses of alternative return-to-work strategies.
FY 2001 Goal: Design and initiate implementation of demonstration projects.

FY 2001 Performance Discussion: We met our goal. We are evaluating several strategies to
encourage return-to-work among persons with disabilities, including a $1-for-$2 benefit offset
demonstration, an early intervention demonstration, a State partnership initiative and the
Ticket-to-Work program. In FY 2001, we conducted work in these areas as follows:

$1-for-$2 Benefit Offset Demonstration-SSA has developed a detailed statement of work for a
contract to design this demonstration. We are awaiting comments from the Ticket-to-Work and
Work Incentives Advisory Panel and expect to award the design contract in FY 2002.

Early Intervention Demonstration-We funded a cooperative agreement with the Disability Research
Institute (DRI) to begin development of this demonstration. One task was to design a method to
identify applicants with impairments, who may reasonably be presumed to be disabled, and who
are likely to benefit from early interventions. A second task was to design three or four early
interventions that may be tested in the demonstration project. The DRI has produced preliminary
draft reports and expects to complete a final report by December 2001. We expect to award a design
contract in FY 2002.

State Partnership Initiative-We awarded twelve 5-year grants to States in September 1998 to
develop an integrated service delivery system that will increase employment of individuals with
disabilities who receive SSDI or SSI. In FY 2001, the States finalized their intervention and
evaluation plans, began recruiting participants and began providing services. The SSA evaluation
contractor completed three reports which detail the evaluation plan, assess SSA administrative data
for evaluation and assess the model for creating comparison groups for the evaluation.

Evaluation of the Ticket-to-Work Program-We awarded a design contract for the evaluation of the
Ticket-to-Work Program. In FY 2001, the contractor produced three reports: 1) An initial
evaluation design; 2) a discussion of how the evaluation will use SSA data to develop analysis files
and identification of additional data that will be needed; and 3) a survey and sample design. We
also wrote a paper on the design of an “adequacy of incentives” study to be completed as part of the
Ticket-to-Work evaluation.

In FY 2002, we will continue these return-to-work projects and will report on continued progress in
their design and implementation.

Data Definition: Self-explanatory.

Strategic Objective: Provide information for decisionmakers and others on the Social
Security and Supplemental Security | ncome programs through objective and responsive

research, evaluation, and policy development

Performance Indicator 12: Percent of customers assigning a high rating to the quality of SSA’s
research and analysis products in terms of accuracy, reliability, comprehensiveness, and
responsiveness.

FY 2001 Goal: Establish a baseline.

FY 2001 Performance Discussion: We met our goal. In FY 2001, we conducted our first
satisfaction survey about our research and analysis products. We surveyed subscribers to our policy
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publications, other persons with an active interest in social security issues, others interested in
SSA’s statistical publications, and decisionmakers in high-level positions at SSA and related
Federal agencies. The computation of a quality rating is based on answers to the question, “How
satisfied were you with the overall quality of SSA’s research, statistical or policy information in the
past 24 months?” The survey also asks questions on satisfaction with such things as accuracy,
comprehensiveness and usefulness of these products. A 5-point scale was used ranging from
“very satisfied” to “very dissatisfied.” The proportion that was satisfied (answered “very satisfied”
or “somewhat satisfied”) was 86 percent. Those who answered “very satisfied” totaled 37 percent.
In FY 2002, we will make improvements to our measurement system and conduct subsequent
surveys periodically.

Data Definition: This goal will be considered achieved if SSA establishes a baseline for this
measure in FY 2001 and begins developing a performance goal for FY 2002.

Performance Indicator 13: Percent of major statistical products that are timely.

FY 2001 Goal: Establish a baseline for percent of major statistical products that are
produced on schedule.

FY 2001 Performance Discussion: We met our goal. Each year, we identify major statistical
products and establish a production schedule, with the goal of producing all products on time. In
2001, we identified five products and issued a schedule for release of these publications both in
print and on the Internet. Three of these publications are annual; two are biannual.

» The schedules for the printed versions of the SS Annual Satistical Report and Fast Facts
About Social Security have been met.

» The Annual Satistical Supplement, Income of the Population 55 or Older, and Income of the
Aged Chartbook are expected to be in print on schedule in January, March and April 2002,
respectively.

» Fast Facts and Figures About Social Security was posted on the Internet on time.

» Sections of the Annual Satistical Supplement are being posted on the Internet on a flow
basis in 2001 prior to publication in January 2002.

A June 2001 directive requires that all material we put on our Internet site be accessible to the
visually impaired. Converting Annual Supplement tables to the Internet has been slower than
expected because of this requirement and the number and complexity of tables in this publication.
We will incorporate the accessibility requirement in future production schedules to assure timely
publication.

Data Definition: Self Explanatory.
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Strategic Goal: To deliver customer-responsive world-class service

Strategic Objective: By 2002 and beyond, have 9 out of 10 customers rate SSA's overall
service as “good,” “very good” or “excellent,” with most rating it “ excellent”

Performance Indicator 14: Percent of SSA’s core business customers rating SSA’s overall service
as “excellent,” “very good” or “good.” We missed our goal but not to a significant degree. This
indicator is Key Performance Indicator 3 in the Performance Goals and Results section of the
MD&A. Please see page 40 for a detailed discussion.

Performance Indicator 15: Percent of SSA’s core business customers rating SSA’s overall service
as “excellent.”

FY 2001 Performance Discussion: We did not meet our goal, but not to a significant degree.
Our actual performance was two percent lower than the target, but the decrease from the prior year
is not statistically significant and may only be the result of sampling variability. We continue
numerous service improvement initiatives, but there have been no service enhancements significant
enough during the past year to counterbalance the negative influences on overall satisfaction,
including telephone access issues, no significant notice improvements and longer initial disability
claims/hearings processing times. We are currently in a transition period as we test new
technologies expected to make significant service improvements in the long term. We expect
satisfaction levels to remain relatively constant through FY 2002 and 2003, even as the public’s
expectations rise and we work within the current budget environment.

Year Goal Actual
1998 NA 30%
1999 NA 44%
2000 37% 29%
2001 30% 28%

Data Definition: The number of core business customers surveyed by SSA’s Office of Quality
Assurance and Performance Assessment who rate overall service as “excellent” on a 6-point scale
ranging from “excellent” to “very poor,” divided by the total number of respondents to that
question.

Data Source: For FY 1999 and earlier, the SSA Annual Customer Satisfaction Survey. For
FY 2000 on, the Interaction Tracking Surveys that capture customer satisfaction shortly after
service contacts (either by telephone or in-person) take place.
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Performance Indicator 16: Percent of employers rating SSA’s overall service during interactions
with SSA as “excellent,” “very good” or “good.”

FY 2001 Performance Discussion: No actual performance was measured for FY 2001. Prior to
FY 2001, we measured employer satisfaction using a sample of employers who responded to an
annual SSA survey. Responses to that survey indicated that most employers do not regularly
interact with SSA to any great extent, so the percentage of respondents using SSA services was
low. This is because many employers use payroll providers and accountants to handle SSA
wage-reporting requirements. Accordingly, effective FY 2001, we changed our survey
methodology to select the survey sample from the universe of those who have had direct
interactions with SSA. We also modified our employer satisfaction performance measures
accordingly. Using our revised methodology, the employer satisfaction survey was initiated in
November 2001 and results are expected in July 2002. The results will provide baseline data and
will be used to develop FY 2002 targets for our two employer satisfaction measures.

Year Goal Actual
1999 NA NA
2000 NA 82%
2001 TBD NA

Data Definition: This is the number of employers directly interacting with SSA who rate overall
service as excellent, very good, or good on a 6-point scale ranging from excellent to very poor,
divided by the total number of respondents to that question. For 2002, data will be based on results
of a survey of employers who called SSA’s Employer Reporting Service Center. In FY 2003,
additional types of employer interactions will be included.

Data Source: Annual Employer Interaction Survey conducted by the Office of Quality Assurance
and Performance Assessment (first survey planned for November 2001).

Performance Indicator 17: Percent of employers rating SSA’s overall service during interactions
with SSA as “excellent.”

FY 2001 Performance Discussion: No actual performance was measured for FY 2001. See the
discussion of the item directly above.

Year Goal Actual
1999 NA NA
2000 NA 6%
2001 TBD NA

Data Definition: This is the number of employers directly interacting with SSA who rate overall
service as excellent on a 6-point scale ranging from excellent to very poor, divided by the total
number of respondents to that question. For 2002, data will be based on results of a survey of
employers who called SSA’s Employer Reporting Service Center. In FY 2003, additional types of
employer interactions will be included.

Data Source: Annual Employer Interaction Survey conducted by the Office of Quality Assurance
and Performance Assessment (first survey planned for November 2001).
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Performance Indicator 18: Percent of callers who successfully access the 800-number within
5-minutes of their first call.

FY 2001 Performance Discussion: We met and exceeded our goal. A key predictor of overall
public satisfaction with SSA’s service is how quickly and efficiently the public gets through to us
by telephone. Our ability to provide prompt and hassle-free 800-number access is a challenge in
these times of increasing workloads, evolving demands/preferences and limited staffing. Successful
800-number access is largely dependent upon the availability of sufficient staff, which requires a
major portion of our annual administrative resources. As we continue to expand the number of our
services available by telephone, we will make related automation and access improvements. We
expect to maintain 800-number access rates in FY 2002. We are completing a benchmarking study
of 800-number service to help us determine if we should use different measures for this aspect of
our service delivery. If appropriate, we will move to improved performance measures beginning

FY 2003.
Year Goal Actual
1998 95% 95.3%
1999 95% 95.8%
2000 92% 92.9%
2001 92% 92.7%

Data Definition: This rate is the percentage of unique call attempts that successfully “connect”
within 5 minutes of the first attempt within a 24-hour period. A successful “connection” occurs
when a caller selects either an automated or live agent and is connected with that option within

5 minutes of the first dialing of the 800-number.

Data Source: Automatic Number ID records provided by WorldCom.

Performance Indicator 19: Percent of callers who get through to the 800-number on their first

attempt.
FY 2001 Performance Discussion: We met and exceeded this goal. See discussion immediately
above.

Year Goal Actual

1998 90% 91.1%

1999 90% 92.9%

2000 86% 88.4%

2001 86% 89.2%

Data Definition: This rate reflects the number of individuals who reach the 800-number (either
live or automated service) on their first attempt, divided by the number of unique telephone
numbers dialed to the 800-number. An “attempt” is defined as the first attempted call of the day, or
a subsequent attempt after a previously successful call.

Data Source: Automatic Number ID records provided by WorldCom.
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Performance Indicator 20: Percent of 800-number calls handled accurately - Payment Accuracy.

FY 2000 Performance Discussion: We did not meet our goal. Payment accuracy is a measure of
whether our 800-number representatives respond correctly to inquiries related to eligibility and
payment of benefits. Payment accuracy declined in FY 2000 as compared to FY 1999.

FY 2001 Performance Discussion: Data not yet available. Actual FY 2001 performance for
this indicator will be reported in the FY 2002 Performance and Accountability Report (PAR).
Although we did not meet our FY 2000 goal, we do expect to meet our FY 2001 goal of 95 percent
as a result of increased usage by our 800-number representatives of automated interviewing
screens; these screens help them respond correctly to public inquiries. We continue, on an ongoing
basis, to evaluate the causes of payment errors as identified in annual quality assurance reports, and
to determine additional steps we can take to improve payment accuracy.

Year Goal Actual
1998 95% 94.7%
1999 95% 95.4%
2000 95% 94.5%
2001 95% NA

Data Definition: Payment accuracy is a measure of whether 800-number representatives respond
correctly to inquiries related to eligibility and payment of benefits.

Data Source: 800-number Service Evaluation Findings.

Note: Generally, there is about a one year lag before quality data is available due to the review and
validation of study data input into the database, allowing time for rebuttals of errors, obtaining
universe counts and running/validating report tables.

Performance Indicator 21: Percent of 800-number calls handled accurately - Service Accuracy.

FY 2000 Performance Discussion: We did not meet our goal. However, we did improve service
accuracy in FY 2000 and the trend since 1998 is positive. Service accuracy is a measure of whether
our 800-number representatives respond correctly to inquiries related to issues other than eligibility
and payment benefits.

FY 2001 Performance Discussion: FY 2001 data is not available at this time and will be
reported in the FY 2002 PAR. We expect continued improvements in service accuracy in

FY 2001 as a result of increased usage of the automated interviewing screens that help our
representatives respond correctly to public inquiries. Given FY 2000 actual performance, however,
we do not expect to attain the 90 percent goal in FY 2001. We will retain the 95 percent (payment
accuracy) and 90 percent (service accuracy) goals because we believe it represents good service
within the bounds of available resources. We will continue, on an ongoing basis, to evaluate the
causes of service errors as identified in annual quality assurance reports, and to determine
additional steps we can take to improve service accuracy.
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Year Goal Actual

1998 90% 81.7%
1999 90% 81.8%
2000 90% 84.9%
2001 90% NA

Data Definition: Service accuracy is a measure of whether 800-number representatives respond
correctly to inquiries related to issues other than payment and eligibility. Service errors include
major service delivery failures that do not have a reasonable potential to improperly affect payment
or eligibility.

Data Source: 800-number Service Evaluation Findings.

Note: Generally, there is about a one year lag before quality data is available due to the review and
validation of study data input into the database, allowing time for rebuttals of errors, obtaining
universe counts and running/validating report tables.

Performance Indicator 22: Percent of public with an appointment waiting 10 minutes or less.

FY 2001 Performance Discussion: We did not meet this goal, but our performance did
improve as compared to last year. SSA tracks and manages the waiting times the public
experiences in our field offices because waiting times are a key factor in overall satisfaction ratings.
Our strategy to improve field office waiting times is part of our broader strategy to test and
implement alternative service delivery options. These options can give the public more choices in
how they access SSA’s services, and allow us to make maximum use of field office resources to
provide face-to-face service to those with more complex service issues. Key strategies include:

» Recent improvements to our 800-number and local telephone services that provide more
efficient routing of phone calls and encourage the completion of service by telephone;

» The implementation of an immediate claims-taking process that enables the filing of
retirement and survivors’ claims by telephone in centralized telephone units;

» The expansion of services available on our Internet site (ssa.gov), including the ability to
file Internet applications for retirement and spouse’s benefits;

» The testing of processes that will allow the public to complete more of their business with us
in a single contact; and

» The addition of centralized field office support units in some of our regions to help alleviate
field office workload imbalances.

As we face increasing workloads and the public’s demands, we will maintain our field office
waiting time performance in FY 2002 and beyond through continued implementation of our
strategy to provide them with alternate service delivery options.
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Year Goal Actual

1998 85% 87.4%
1999 85% 84.6%
2000 85% 84.2%
2001 85% 84.4%

Data Definition: The number of visitors with an appointment who wait 10 minutes or less, divided
by the total number of visitors with an appointment during the study time. Waiting time data are
collected from a representative sample of field offices during a 1-hour window, once a quarter.

Data Source: SSA Waiting Time Study. The waiting time study is conducted quarterly in local
field offices.

Performance Indicator 23: Percent of public without an appointment waiting 30 minutes or less.

FY 2001 Performance Discussion: We met our target. The strategy and all the planned
improvements/enhancements discussed in the prior indicator apply to this indicator as well.

Year Goal Actual
1998 70% 71.9%
1999 70% 71.6%
2000 70% 73.2%
2001 70% 70%

Data Definition: The number of visitors without an appointment who wait 30 minutes or less,
divided by the total number of visitors without an appointment during the study time. Waiting time
data are collected from a representative sample of field offices during a 1-hour window, once a
quarter.

Data Source: SSA Waiting Time Study.

Strategic Objective: By 2005, make 60 percent of SSA's customer-initiated services
available to customers either electronically via the | nternet or through automated

telephone service, and provide customers interacting with SSA on the I nternet with the
option of communicating with an SSA employee while online

Performance Indicator 24: Percent of SSA’s customer-initiated services available to customers
either electronically via the Internet or through automated telephone service. We met this goal.
This indicator is Key Performance Indicator 4 in the Performance Goals and Results section
of the MD&A. Please see page 41 for a detailed discussion.
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Strategic Objective: |ncrease electronic access to information needed to serve SSA
customers. Specifically by 2005:

Establish electronic access to human services and unemployment information with
90 percent of States;

Establish electronic access to vital statistics and other material information with
50 percent of States; and

I ncrease electronic access to information held by Federal Agencies, financial
institutions and medical providers

Performance Indicator 25: Percent of States with which SSA has electronic access to human
services and unemployment information.

FY 2001 Performance Discussion: We did not meet this goal but only by a very small margin.

» Ninety percent of the Human Service and Unemployment agencies have indicated an
interest in providing SSA online access to their records if we reciprocate.

» Our FY 2001 goal was to have in place online access to human services (HS) data from
34 states; we obtained access to HS data from 33 states (66 percent). Discussions are
planned with 16 States in FY 2002.

e Our FY 2001 goal was to have in place online access to Unemployment Insurance (UI) data
from 25 States; we put in place online access to Ul data from 23 States (46 percent). During
FY 2001, we conducted a successful online access pilot with Unemployment Insurance
agencies. However, two factors impeded our Ul goal. First, the recent drop in State tax
revenue has decreased State expenditures for information technology improvements.
Secondly, we are still resolving issues around SSA approval to reciprocate with Ul agencies.
This reciprocation will enable Ul agencies to verify Social Security numbers online and to
obtain Social Security payments where needed to offset Unemployment Compensation
payments. As Ul agencies move entirely to teleclaims and web-based claims, online access
to SSA becomes a critical part of their process. In FY 2002, we are increasing our activities
with the Association of State Ul Agencies to further promote online data exchanges. We are
working with ten specific Ul agencies at this time. We expect to meet our FY 2002 goals.

Year Goal Actual
1999 NA 41%
2000 NA 50%
2001 59% 55%

Data Definition: The percent of State Human Service (HS) and Unemployment Insurance (Ul)
agencies from which data are available online out of a total of 100 agencies (i.e., 50 HS and 50 Ul
agencies).

Data Source: Office of Automation Support website listing of State agency connections.
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Performance Indicator 26: Percent of States with which SSA has electronic access to vital
statistics and other material information.

FY 2001 Performance Discussion: We did not meet this goal but only by a small margin. We
have had little prior experience in contracting with the States for this data and this had a negative
impact on our FY 2001 performance. In addition, the contracting process has proven to take longer
than anticipated. We were under contract with 12 percent of the States by September 30, 2001;
however, we do not expect to have the data online from Rhode Island until late in FY 2002. We
expect to make up for the FY 2001 delays and meet our 14 percent FY 2002 goal. We currently are
in contract discussions with Indiana for a possible FY 2002 award and implementation of online
access. In addition, we have awarded a contract to the Association of State Vital Statistics Agencies
for up to eight pilots in FY 2002.

Year Goal Actual
1999 NA 10%
2000 NA 10%
2001 12% 10%

Data Definition: The percent of State Vital Statistics agencies from which data are available
online out of a total of 50 agencies.

Data Source: Office of Automation Support website listing of State agency connections.

Performance Indicator 27: Milestones/deliverables demonstrating progress in increasing
electronic access to information held by other Federal Agencies, financial institutions and medical
providers.

FY 2001 Performance Discussion: No FY 2001 target was established. In FY 2001, we
analyzed the need for and feasibility of increasing electronic access to information held by other
Federal agencies, financial institutions and medical providers, and based on this analysis have
developed performance targets for FY 2002. As a result of FY 2001 pilot activities, we will begin a
project in FY 2002 that will use a third-party vendor to work with financial institutions nationwide
to check records concerning applicants’ and recipients’ eligibility for social security benefits. In
FY 2001, we also tested/piloted several methods for securely submitting medical information over
the Internet. In FY 2002, we will complete this pilot, evaluate it and develop an implementation
plan.

Strategic Objective: To raise the number of customers who receive service and payments

on time

Performance Indicator 28: Initial disability claims average processing time. We met and
exceeded this goal. This indicator is Key Performance Indicator 5 in the Performance Goals
and Results section of the MD&A. Please see page 42 for a detailed discussion.
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Performance Indicator 29: Percent of hearing decisions issued within 180 days from the date the
request is filed.

FY 2001 Performance Discussion: We did not meet goal. In FY 2001, we achieved an actual
performance of 19.4 percent of hearings dispositions issued within 180 days. Although our

FY 2000 performance for this measure was 28.4 percent, we were not able to maintain that level,
for a number of reasons, such as the implementation of our new hearing process, and the litigation
(Azdell v. OPM) that prevented us from hiring new ALJs to replace those lost to attrition. A
primary feature of the new hearing process is early screening and analysis of all cases to identify
more quickly and efficiently possible on-the-record decisions and dismissals that can be disposed
of within 180 days. The new process also includes enhanced management flexibility and takes
advantage of technology which includes enhanced management information and processing tools.
We are currently completing a review of the new hearing process to help us determine what
changes are needed, as we continue to strive to reduce processing time, improve productivity and
enhance the quality of service to claimants. We managed to come close to our FY 2001 goal of
20 percent. We anticipate that we will meet the FY 2002 goal of 20 percent dispositions within

180 days.
Year Goal Actual
1999 NA 26%
2000 NA 28.4%
2001 20% 19.4%

Data Definition: Beginning FY 2001, this new performance indicator represents the actual percent
of Medicare and SSA case dispositions issued during the particular report period in which the
elapsed time from the date of the request for hearing to the disposition date was 180 days or less.
(This measure does not include the time required by field offices, program service centers, or the
Office of Central Operations to process favorable decisions.)

Data Source: Actual performance is reported in the Office of Hearings and Appeals (OHA)
Monthly Activity Report (MAR) derived from the Hearing Office Tracking System (HOTS).

Performance Indicator 30: Hearings average processing time (days). We did not meet this goal.
This indicator is Key Performance Indicator 6 in the Performance Goals and Results section
of the MD&A. Please see page 42 for a detailed discussion.
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Performance Indicator 31: Number of hearings cases processed per workyear.

FY 2001 Performance Discussion: We did not meet our goal. This was due to two major factors
that adversely impacted our hearings processing capacity:

» Implementation of a new hearing process. This new hearing process includes: a national
workflow model that combines pre-hearing activities so that fewer handoffs occur; early
case screening and analysis; early claimant contact through pre-hearing conferences;
certification of cases as ready-for-hearing; processing time benchmarks for critical steps
within the process; group-based accountability for case processing from start to finish; and
improved automation and data collection.

» The impact of legislation (Azdell v. OPM) that prohibited us from hiring ALJs and the
resulting increase in the number of hearings pending, which changed the entire environment
in which productivity calculations are made.

In FY 2002, we expect hearings productivity to improve somewhat from FY 2001 levels, as we
begin to benefit from our recent one-time hiring of ALJs. We will continue to look for additional
ways to improve our hearings processing capacity and productivity. For example, we are
implementing refinements to the new hearings process, and we recently renegotiated a
Memorandum of Understanding (MOU) with one of our unions to afford more flexibility to local
hearing offices in the performance of certain administrative activities.

Year Goal Actual
1999 NA 98
2000 NA 97
2001 103 87

Data Definition: This indicator was revised effective FY 2001 to represent the average number of
hearings cases processed per “direct” workyear expended. A direct workyear represents actual time
spent processing cases. It does not include time spent on training, ALJ travel, leave, holiday, etc.

Data Source: OHA Monthly Activity Reports and the HOTS.

Performance Indicator 32: Percent of decisions on appeals of hearings issued by the Appeals
Council within 105 days of the appeals filing date.

FY 2001 Performance Discussion: We did not meet our goal. We have been working to reduce
the time required by the Appeals Council to process requests for review of hearings decisions.
Although we saw improvement in the overall processing time in FY 2001, we did not meet this
goal due to several factors:

» InFY 2001, we focused on completing as many aged cases as possible. By definition, aged
cases are already over the 105-day goal.

» It takes an average of 48 days for appeals on hearing decisions to reach the Appeals
Council; this impacts the overall processing time goal as well as the percentage of appeals
processed within 105 days. We are trying to determine the cause of this problem and a
solution that will reduce that time.
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» The expected benefits of a new case management process were not realized in FY 2001 due
to lower than expected claims receipts.

Our near-term approach to achieving Appeals Council process improvement is three-fold:

» Increase productivity of current employees through differential case management and
expedited decisionmaking initiatives;

» Increase workload capacity by adding resources, i.e., managers and new employees; and

»  Where feasible, make adjustments to incoming workloads.

In the long term, we will put in place a more streamlined case processing system that takes full
advantage of technology; improved operational planning; information analysis and management
support; and investments in employee training and career development. We expect that both the
Appeals Council average processing time and the percentage of claims processed within 105 days
will improve in FY 2002, as additional benefits from our initiatives are realized. In FYs 2001-2004,
we are obtaining and installing new information and technology systems. In addition, employees
hired in FY 2001 will become more productive as they gain experience.

Year Goal Actual
1999 NA NA
2000 NA NA
2001 20% 12.2%

Data Definition: Effective FY 2001, this performance indicator represents the actual percentage
of case dispositions issued during the report period in which the elapsed time from the date of the
request for review to the disposition date was 105 days or less.

Data Source: Actual processing time for each case is maintained by the Appeals Council
Automated Processing System (ACAPS). Percentages will be calculated from information
extrapolated from ACAPS.

Performance Indicator 33: Average processing time for decisions on appeals of hearings issued
(days).

FY 2001 Performance Discussion: We did not meet our goal. See discussion for the indicator
directly above.

Year Goal Actual
1999 NA 458
2000 NA 505
2001 285 447

Data Definition: Effective FY 2001, this performance indicator represents the 12-month average
processing time for dispositions issued during the report period. Processing time begins with the
date of the request and ends with disposition date.

Data Source: Actual processing time for each case is maintained by the ACAPS. Percentages will
be calculated from information extrapolated from ACAPS.
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Performance Indicator 34: Number of decisions on appeals of hearings issued per workyear.

FY 2001 Performance Discussion: We did not meet our goal. However, we did implement new
case processing procedures that will, in the long run, improve productivity. In FY 2001, we
concentrated on processing a sizable number of aged cases, primarily those involving the most
complex issues and requiring the longest processing times. Cases involving the most complex
issues require more time for employees to review to ensure the highest level of quality. Clearing a
significant volume of these older cases in FY 2001 resulted in reduced production from FY 2000
levels. We believe that our efforts to maintain and improve quality, and devote slightly more review
time as we work through these aged and complex cases, is as important as our desire to increase
productivity and will have long-term benefits. Our performance in FY 2001, especially clearing
aged and complex cases, will provide a baseline for improvement and we are optimistic that we can
improve. In addition to near term initiatives to improve productivity and reduce the time to process
requests for review of hearing decisions, we are implementing a long-term plan to streamline the
case processing system. This plan will take full advantage of technology; improve operational
planning, information analysis and management support; and invest in employee training and

career development.

Year Goal Actual
1999 NA 231
2000 NA 284
2001 262 241

Data Definition: Effective FY 2001, this indicator represents the average number of decisions on
appeals of hearings processed per “direct” workyear expended. A direct workyear represents actual
time spent processing cases. It does not include time spent on training, leave, holiday, etc.
Decisions on appeals of hearings exclude decisions on new court cases, court remands, and quality
assurance reviews.

Data Source: Appeals Council Case Control System and ACAPS.

Performance Indicator 35: Percent of OASI claims processed by the time the first regular
payment is due or within 14 days from the effective filing date, if later.

FY 2001 Performance Discussion: We exceeded our goal. Our performance in adjudicating
claims for OASI benefits improved again this year, building on the increases that occurred in the
past three fiscal years. This performance reflects our continuing commitment to making timely and
accurate payments to our OASI claims customers.

1998 83% 82.6%
1999 83% 84.3%
2000 83% 86.9%
2001 83% 89.2%
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Data Definition: This rate reflects the number of OASI 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 calendar days from the effective filing date, if later, divided by
the total number of OASI applications processed. The first regular payment due date is based on the
appropriate payment cycling date which may be the 3rd of the month, or the 2nd, 3rd or 4th
Wednesday of the month.

Data Source: The MIICR System.

Performance Indicator 36: Percent of SSI Aged claims processed by the time the first payment is
due or within 14 days of the effective filing date, if later.

FY 2001 Performance Discussion: We exceeded our goal. For a number of years, we have been
steadily improving the timeliness of our SSI claims processing, and we met and exceeded our goal
for the first time in FY 2000. We continued this progress again in FY 2001. This continuously
improving performance demonstrates our commitment to paying our SSI Aged claimants in a
timely manner.

Year Goal Actual
1998 66% 54.2%
1999 66% 63.5%
2000 66% 74.4%
2001 66% 79.9%

Data Definition: (FY 2001 on) This rate 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. The first regular continuing
payment due date is based on the first day of the month that all eligibility factors are met and
payment is due.

Definition Before FY 2001: Percent of initial SSI Aged claims processed within 14 days of filing
date. The rate reflected the number of SSI Aged applications completed through the SSA
operational system (i.e., award or denial notices triggered) within 14 days of filing date, divided by
the total number of SSI Aged applications processed.

Data Source: The Title XVI Operational Data Store System.

Performance Indicator 37: Percent of original and replacement SSN cards issued within 5 days
of receiving all necessary documentation. We exceeded our goal. This indicator is Key
Performance Indicator 7 in the Performance Goals and Results section of the MD&A. Please
see page 43 for a detailed discussion.
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Strategic Objective: By 2005, increase by 100 percent from 1999 levels, the number of

SSDI and SSI disability beneficiaries who achieve steady employment and no longer
receive cash benefits

Performance Indicator 38: Increase in the number of DI adult worker beneficiaries who begin a
trial work period.

FY 2000 Performance Discussion: We did not meet the goal. Since 2000, we have been using
this measure to track the number of DI adult beneficiaries who begin a trial work period.

(Note: This measure is a count of increased work activity during a calendar year (CY), not a
fiscal year.) Our CY 2000 goal was to increase the number of individuals working at this level by
10 percent over the 1997 baseline level. For 2000, this equated to 17,600 trial work period (TWP)
starts. We missed that target, with actual trial work period starts at 14,789 in CY 2000.

The number of beneficiaries for whom a TWP start is recorded is partly a function of: 1) The state
of the economy, which was relatively good but slowing in CY 2000; and 2) the efficiency with
which SSA discovers and records beneficiary work activity. Counts of TWP starts declined for
1998 and 1999, during rapid economic expansion, but increased slightly between 1999 and 2000.
Reductions in the number of SSA field staff, and increasing field office workloads, could have
delayed the posting of TWP start dates to the Master Beneficiary Record (MBR), and may have
contributed to the apparent decline in TWP starts. (Note: Significant retroactive reporting of
earnings and TWP starts for a given year continues for a least 2 years afterward.) Performance
goals will be reduced for FY 2002 and, as appropriate, in subsequent years to align them with the
actual CY 2000 levels. Nevertheless, in FY 2002 our goal is to increase the number of DI adult
beneficiaries who begin a trial work period by 5 percent. In FY 2003, we will raise our goal to a
10 percent increase, as we expect the Ticket-to-Work program to have a positive effect on
beneficiary work attempts.

FY 2001 Performance Discussion: Data not yet available. We measure the number of DI adult
beneficiaries who begin a TWP in a calendar year, as opposed to fiscal year basis. The data is an
output of a routine annual MBR run of CY data conducted in January-February of each year.
Accordingly, the actual performance numbers for 2001 will not be available until February 2002,
and we will report them in the FY 2002 PAR.

Because preliminary data are not available at this time, we do not know whether we will achieve
our 2001 goal. However, we can anticipate some reductions in TWP starts for FY 2001 for several
reasons:

 First, the TWP earnings amount was increased from $200 to $530 in January 2001. We
should expect a significant reduction in TWP starts during the last 9 months of FY 2001 due
to this higher standard.

» Second, the economy was slowing in FY 2001 and it is likely that work activity was
decreased for DI beneficiaries from FY 2000 levels.

» Third, the goal was set based on the impact of our return-to-work efforts during 2001.
Later-than-expected publication of the regulation for this Ticket-to-Work program has
prevented us from issuing Tickets until early FY 2002. Accordingly, any benefit from this
program on beneficiary work attempts will not be realized until 2002. This may result in
some shortfall from the stated 2001 target for this measure. Nevertheless, in FY 2002 we
expect to see an increase in the number of DI adult beneficiaries who begin a TWP by
5 percent, and in FY 2003 an increase by 10 percent, due to the positive effect or the
Ticket-to-Work program.
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Year Goal Actual
10% 1.8%

2000 17,600 14,789
5%

2001 15,528 NA

Data Definition: For FY 2000, this indicator represented the annual percentage increase in the
number of DI adult worker beneficiaries who begin a TWP during CY 2000, as compared to the
base year 1997, in which there were 16,000 TWP starts. Our CY 2000 goal was for a 10 percent
increase over the base year performance. Effective FY 2001, this indicator represents the annual
percentage increase over the prior calendar year’s actual level of 14,789, equivalent to 15,528 TWP
starts. Our CY 2002 goal is a 5 percent increase over CY 2001 actual performance.

Data Source: Master Beneficiary Record.

Performance Indicator 39: Increase in the number of SSI disabled beneficiaries, aged 18-64,
participating in 1619(a) status.

FY 2001 Performance Discussion: We did not meet our goal. This measure tracks the number
of disabled individuals receiving SSI benefits who are working and earning at least $740 per
month. Our FY 2001 goal was to increase the number of individuals working at this level by
5 percent. In FY 2001, the number of individuals working at this level fell from 25,772 to 24,816.

Several factors may have a role in causing the numbers to fall from FY 2000 to FY 2001. First, the
economy has been in decline throughout FY 2001, and it is likely that jobs were harder for
beneficiaries to find. Also, we had anticipated that the Ticket-to-Work program would be
operational well before the end of the fiscal year, but its startup was delayed. While we hope that
the Ticket program has an immediate impact on return-to-work among beneficiaries, it is not clear
how long it will take for the Ticket program to catch on with beneficiaries and supporting service
providers.

In FY 2002, we will continue to aim for a 5 percent increase over the actual number of beneficiaries
in 1619(a) status in FY 2001. The FY 2002 target will be revised from 28,414 to 26,057 in our
Revised Final FY 2002 Annual Performance Plan. If the economy improves over the next year, we
could see a dramatic increase in the numbers of beneficiaries in 1619(a) status. If not, it is likely
that the numbers will be fairly flat. In years beyond FY 2002, the impact of the Ticket-to-Work
program should slowly emerge with corresponding increases in work activity reflected in more
beneficiaries in 1619(a) status.

10%

2000 21,744 25,772
5%

2001 27,061 24,816
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Data Definition: Effective 2001, our goal is a 5 percent annual increase over the prior year’s
performance in the number of SSI disabled beneficiaries aged 18-64 who are participating in
1619(a), i.e., working at the Substantial Gainful Activity level but still receiving benefits; for

FY 2001 the equivalent of 27,061. Our FY 2002 goal is for a 5 percent increase over FY 2001, the
equivalent of 26,057. Beginning FY 2003, our goal will be for 10 percent annual increases. In years
prior to FY 2001, the indicator represented the annual percentage increase relative to the base year
1997. This Performance Indicator is an interim measure that will be replaced with the long-term
Indicator: “Percent increase in the number of SSI disabled beneficiaries who no longer receive
benefits due to work (1619(b) status) and have earnings of at least $740 per month.” This new
long-term Indicator will be in our FY 2003 Final APP (issued in Spring 2002) and will be effective
FY 2003.

Data Source: “SSI Disabled Recipients Who Work” report.

Performance Indicator 40: Activities to implement provisions of the Ticket-to-Work and
Self-Sufficiency Program (TWSSP) and other employment strategies.

FY 2001 Goals: 1. Publish final regulations for Ticket-to-Work Program.
2. Distribute Tickets to beneficiaries in Phase 1 States.

FY 2001 Performance Discussion: We did not meet our goals. The TWSSP is a new program
that began in FY 2001. It provides Tickets to pay for service providers who will help beneficiaries
return to work. The service provider will be paid only if the beneficiary leaves the disability rolls
due to work or meets certain milestone criteria. A grants program will help beneficiaries gain
employment. During FY 2001, we made significant progress in building the infrastructure
necessary to issue Tickets in the first round of States that will participate in the program. Our goal
was to start distributing Tickets in a first round of States in FY 2001, with the second round of
distribution to States in FY 2002, and the third round in FY 2003. In order to begin this Ticket
distribution, final regulations must be published authorizing this activity and describing the rules
for the program. When we set this goal in late 2000, we expected to have the final regulation
published by mid-2001 at the latest. However, the process of responding to over 500 comments on
the Notice of Proposed Rule Making (i.e., proposed regulation) for the Ticket program took much
longer than anticipated. The draft final regulation went to the Office of Management and Budget
(OMB) in mid-August 2001. We continue to work with OMB on finalizing the regulations, and we
hope to be able to issue Tickets to beneficiaries in early FY 2002. The delay in meeting these two
goals will not impact our ability to continue to rollout the Ticket program as originally planned. As
per the original schedule, we will issue the second round of Tickets in FY 2002.

Data Definition: This indicator represents the milestones in implementing provisions of the
TWSSP and other employment strategies.

Data Source: New data system being developed to allow SSA to administer the Ticket-to-Work
program.
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Strategic Goal: To ensure the integrity of Social Security programs,
with zero tolerance for fraud and abuse

Strategic Objective: To make benefit payments in the right amount, specifically:

e Maintain through 2002 the accuracy of OASI payment outlays;
e Maintain or improve through 2002 the accuracy of DI payment outlays; and
e By 2002, raise to 96 percent the accuracy of SSI payment outlays

Performance Indicator 41: Dollar accuracy of OASDI payment outlays: Percent without
overpayments and percent without underpayments.

FY 2000 Performance Discussion: We met and exceeded our goals for payment outlays
without overpayments and without underpayments. For several years, we have continued to
maintain this high level of dollar accuracy of OASI payment outlays.

FY 2001 Performance Discussion: FY 2001 data is not available at this time and will be
reported in the FY 2002 PAR. In FY 2000 and FY 2001, we continued our progress in increasing
automation and providing OASI training, as well as monitoring our processes to identify and
correct any problem that might affect our payment accuracy. We believe that these initiatives will
continue to provide the necessary support to maintain this high level of accuracy into FY 2002 and
beyond. Beginning in FY 2001, we expanded our payment accuracy measure to include the
accuracy of benefits paid to DI beneficiaries. We have in place an action plan to continuously
improve DI payment accuracy and expect to meet our FY 2002 goals of 99.8 percent for

OASDI payments without overpayments and underpayments.

Percent without overpayments

Year Goal Actual
1998 99.8% 99.9%
1999 99.8% 99.8%
2000 99.8% 99.9%
2001 99.7% NA

Percent without underpayments

1998 99.8% 99.9%
1999 99.8% 99.9%
2000 99.8% 99.9%
2001 99.8% NA
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Data Definition: Stewardship accuracy is divided into accuracy for payment dollars without
overpayments and accuracy for payment dollars without underpayments. The overpayment
accuracy is computed by subtracting the overpayment dollars paid for the FY from the dollars paid
and dividing the remainder by the dollars paid ((dollars paid - o/p dollars)/dollars paid). This error
rate is subtracted from 100 percent to attain the accuracy rate. Similarly, the underpayment
accuracy is computed by subtracting the underpayment dollars paid for the FY from the dollars
paid and dividing the remainder by the dollars paid ((dollars paid - u/p dollars)/dollars paid). This
error rate is subtracted from 100 percent to attain the accuracy rate. Prior to FY 2001, the accuracy
of only OASI outlays was included. Effective FY 2001, the non-medical accuracy of DI outlays
was added to the measure. The General Accounting Office (GAO) raised a concern that combining
payment accuracy data from the OASI and the DI programs may affect SSA’s ability to sufficiently
monitor and manage performance. While the Annual Performance Report combines data from
these two programs, stewardship reports continue to include the accuracy of OASI and DI payment
outlays separately. We still have data available to discretely monitor and manage performance in
both the OASI and the DI programs. For our monitoring and management purposes, there is no
danger that the accuracy of each of these programs will be obscured by the GPRA reporting of the
combined goal.

Data Source: OASDI Stewardship Report.

Performance Indicator 42: DDS net decisional accuracy rate.

FY 2000 Performance Discussion: We did not meet our goal even though SSA and the DDSs
continue to focus on achieving a high level of quality of allowance decisions, through ongoing
training initiatives that foster consistent application of laws, regulations and rulings at all stages of
the disability adjudication process. FY 2000 marked the third successive year in which available
resources were not sufficient to address all incoming disability claims, and backlogs continued to
rise. The DDSs were under considerable pressure to keep cases moving, and this resulted in less
than the desired level of development, which impacts accuracy rates. This pressure particularly
affected denial accuracy because of the additional documentation requirements that must be met.

FY 2001 Performance Discussion: Data not yet available. This indicator measures the
percentage of correct decisions issued by the State DDSs, both allowances and denials. Data will be
available in January 2002 and the actual FY 2001 performance will be reported in the FY 2002
PAR. The performance goal was set at an approximate target level, and the deviation from that goal
is expected to be slight. There will be no effect on overall program or activity performance. This
indicator will be discontinued in FY 2002, leaving two more detailed performance accuracy
indicators and goals: DDS allowance performance accuracy rate and DDS denial performance
accuracy rate (see the following two indicators). The data will be more timely and in line with key
recommendations made by the Office of the Inspector General, GAO and others.

1998 NA 96.2%
1999 NA 96.7%
2000 97% 96.4%
2001 97% NA
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Data Definition: This indicator measures the percentage of correct decisions issued by the State
DDSs, both allowances and denials. The DDS net decisional accuracy of disability claims - both DI
and SSI - reflects the percentage of correct initial determinations - both allowances and denials -
issued by State DDSs.

Data Source: Annual Disability Quality Assurance Reports.

Performance Indicator 43: DDS allowance performance accuracy rate.

FY 2001 Performance Discussion: We met this goal. This measure reflects the percentage of
initial disability allowances that do not have to be returned to the DDSs for development of
additional documentation or correction of the disability determination. We met this goal because
SSA and the DDSs continue to focus on achieving a high level of quality on allowance decisions.
Ongoing training initiatives that foster consistent application of laws, regulations and rulings at all
stages of the disability adjudication process have been particularly effective. We expect to maintain
high levels of allowance quality in FY 2002.

Year Goal Actual
1998 NA 96.1%
1999 NA 96.5%
2000 NA 97%

2001 96.5% 96.8%

Data Definition: The allowance accuracy rate reflects the estimated percentage of initial disability
allowances that do not have to be returned to the DDSs for development of additional
documentation or correction of the disability determination.

Data Source: Annual Disability Quality Assurance Reports.

Performance Indicator 44: DDS denial performance accuracy rate.

FY 2001 Performance Discussion: We did not meet this goal. This measure reflects the
percentage of initial disability denials that do not have to be returned to the DDSs for development
of additional documentation or correction of the disability determination. We did not meet this goal
even though SSA and the DDSs continue to focus on achieving a high level of quality on allowance
decisions, through ongoing training initiatives that foster consistent application of laws, regulations
and rulings at all stages of the disability adjudication process. FY 2001 marked the fourth
successive year in which available resources were not sufficient to address all incoming disability
claims, and backlogs continued to rise. The DDSs were under considerable pressure to keep cases
moving, and this resulted in less than the desired level of development which impacted accuracy
rates. This pressure particularly affected denial accuracy because of the additional documentation
requirements that must be met. In FY 2002, resource issues could impact our ability to meet our
93.5 percent goal for this indicator.
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Year Goal Actual
1998 NA 92.3%
1999 NA 93%
2000 NA 92.4%
2001 93.5% 92%

Data Definition: The denial accuracy rate reflects the estimated percentage of initial disability
denials that do not have to be returned to the DDSs for development of additional documentation or
correction of the disability determination.

Data Source: Annual Disability Quality Assurance Reports.

Performance Indicator 45: OHA decisional accuracy rate.

FY 2000 Performance Discussion: We met and exceeded this goal by taking a number of steps
to enhance the quality of adjudication of hearings decisions, including ongoing training initiatives
for decisionmakers and quality reviews of hearings decisions. The quality reviews are done at two
points in the hearings decision adjudication process and involve: 1) ALJ participation in peer
reviews of hearings decisions; and 2) ALJ quality reviews of allowance decisions before they are
effectuated. These in-depth evaluations demonstrate our commitment to quality. By meeting our
FY 2000 decisional accuracy goal and maintaining an 88 percent accuracy rate for two years in a
row, we have demonstrated our progress in improving the quality of our ALJ decisions and the
value of our training and evaluation initiatives. We have come a long way from the 81 percent
accuracy rate seen in our first ALJ peer review in 1995.

FY 2001 Performance Discussion: Data not yet available. The data for this goal will be
available in January 2002 and will be reported in the FY 2002 PAR. We believe we will meet this
goal by continuing to take steps to enhance the quality of adjudication of hearings decisions,
including ongoing training initiatives for decisionmakers and quality reviews of hearings decisions.
By historically meeting our decisional accuracy goal, and maintaining an 88 percent accuracy rate
since 1999, we demonstrated our progress in improving the quality of our ALJ decisions and the
value of our training and evaluation initiatives. Accordingly, we expect to meet our FY 2001 goal
and the planned quality rate increases to 89 percent and 90 percent for FY 2002 and FY 2003. In
FY 2001, we continued to work toward improving our OHA decisional accuracy rate.

1998 85% 87%
1999 85% 88%
2000 87% 88%
2001 88% NA
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Data Definition: The decisional accuracy of hearings reflects the percentage of disability hearing
decisions-both favorable and unfavorable-supported by “substantial evidence.” This is the standard
used by the Federal Courts to evaluate accuracy of decisions, and by the Appeals Council in
determining which hearing decisions to review.

Data Source: Bi-annual Disability Hearings Quality Review Process Peer Review Reports.

Performance Indicator 46: Dollar accuracy of SSI payment outlays: Percent without
overpayments and Percent without underpayments.

FY 2000 Performance Discussion: We did not meet the goal. We identified several initiatives
that we believed would improve SSI payment accuracy. These initiatives included increasing the
total number of non-disability redeterminations, more timely development of computer match
alerts and implementing a new data exchange with financial institutions. Our FY 2000 goal
assumed that we would have sufficient resources to fully implement those initiatives. However, our
FY 2000 budget did not include the additional resources we needed. We did, however, improve our
redetermination profiling system, the system by which we identify cases which are more likely to
be in error, and this had positive impact on SSI payment accuracy, particularly underpayment
accuracy. We completed redeterminations of certain SSI cases to ensure that the non-disability
factors of eligibility continue to be met, and that the payments are in the correct amount.

FY 2001 Performance Discussion: Data not yet available. Actual FY 2001 performance for this
indicator will be reported in the FY 2002 PAR. In FY 2001, we believe the various initiatives we
had in place had a positive impact on our ability to meet our SSI payment accuracy goals. In

FY 2002 and FY 2003, our plan is to again increase the number of non-disability redeterminations
that we process. However, to complete the additional redeterminations without increasing backlogs
that currently exist in our field offices, SSA will need to receive the additional funding in our

FY 2002 and FY 2003 budget requests.

Percent without overpayments

Year Goal Actual
1998 NA 93.5%
1999 NA 94.3%
2000 95% 93.6%
2001 94.7% NA

Percent without underpayments

1998 NA 98.8%
1999 NA 98.3%
2000 98.8% 98.6%
2001 98.8% NA
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Data Definition: The SSI payment accuracy rate is determined by an annual review of a
statistically valid sample of the beneficiary rolls. Separate rates are determined for the accuracy of
payments with overpayment dollars and the accuracy of payments with underpayment dollars. The
rates are computed by dividing the dollars overpaid or dollars underpaid by the total dollars paid for
the fiscal year. This percentage is subtracted from 100 percent to attain the accuracy rate. The
current measurement system captures only the accuracy of the non-medical aspects of eligibility for
SSI payment outlays.

Data Source: SSI Stewardship Report.

Performance Indicator 47: Percent of Social Security numbers issued accurately.

FY 2000 Performance Discussion: We did not meet our goal. We issued 99.7 percent of SSNs
accurately. The difference in accuracy from prior years’ performance is not statistically significant.
We are, however, continuing efforts to improve the quality of the enumeration process through
continuing reminder items focused on deficiencies identified in quality reviews and enumeration
studies, and through the activities of SSA’s enumeration task force that is identifying both

short- and long-term changes to improve the accuracy and integrity of the enumeration process.

FY 2001 Performance Discussion: Data not yet available. Actual FY 2001 performance for this
indicator will be reported in the FY 2002 PAR.

Year Goal Actual
1998 99.8% 99.8%
1999 99.8% 99.8%
2000 99.8% 99.7%
2001 99.8% NA

Data Definition: The percentage rate for SSNs issued accurately is based on an annual review of a
sample of approximately 2,000 SSN applications to verify that the applicant has not been issued an
SSN that belongs to someone else, or that multiple SSNs assigned to the same applicant have been
cross-referred. The data excludes SSNs assigned via the Enumeration-at-Birth process and major
errors identified by the Office of Quality Assurance that do not result in an SSN card being issued
erroneously.

Data Source: Enumeration Process Quality Review Report.

Strategic Objective: To become current with DI and SSI CDR requirements by 2002

Performance Indicator 48: Percent of multi-year (FY 1996 - 2002) CDR plan completed. We
met our goal. This indicator is Key Performance Indicator 9 in the Performance Goals and
Results section of the MD&A. Please see page 45 for a detailed discussion.
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Strategic Objective: To maintain through 2002, current levels of accuracy and timeliness

in posting earnings data to individuals' earnings records

Performance Indicator 49: Percent of wage items posted to individuals’ records by
September 30.

FY 2000 Performance Discussion: We met our goal. In the FY 2000 Performance and
Accountability Report, we stated that we did not meet our FY 2000 goal of posting 98 percent of
wage items to individual records by September 30. We reported that the calculation of our FY 2000
performance was base