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Social Security Administration Revised Employment Network (EN) Report Card
Listening Sessions
December 16, 2011 and December 19, 2011

Important: Each Listening Session will cover the entirety of these slides; it is not necessary to attend both sessions. 



NOTES:

Welcome to the Social Security’s listening session for the revised Employment Network Report Card. 
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Introduction of Presenters and Ticket Program Managers

· Moderators
· December 16 Webinar: Felix Stump, Deputy Project Director, Operations Support Manager (OSM)
· December 19 Teleconference: Michael Greenberg, Associate, Beneficiary Access and Support Services (BASS)
· Social Security Administration
· Bob Williams, Associate Commissioner, Office of Employment Support Programs (OESP)
· Dan O’Brien, Deputy Associate Commissioner, OESP
· Desiree Fitzgerald, Team Leader, Ticket Analysis and Innovation Team (TAIT), OESP 
· Bashiru Kamara, Program Analyst, TAIT, OESP 

NOTES:
Moderator introduces self and continues:  Let’s begin by introducing the presenters and Ticket Program managers. For the December 16th webinar, the moderator will be Felix Stump, the Deputy Project Director for the Operations Support Manager contract. For the December 19th teleconference, the moderator will be Michael Greenberg from the Beneficiary Access and Support Services contract. 

Joining us today from Social Security are Bob Williams, the Associate Commissioner of the Office of Employment Support Programs;
Dan O’Brien, the Deputy Associate Commissioner of the Office of Employment Support Programs;
Desiree Fitzgerald, the Team Leader for the Ticket Analysis and Innovation Team of the Office of Employment Support Programs;
And Bashiru Kamara, a Program Analyst, also from the Ticket Analysis and Innovation Team of the office of Employment Support Programs. 
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Introduction of Presenters and Ticket Program Managers

· Program Managers
· Operations Support Manager (OSM), MAXIMUS Ticket to Work, Felix Stump, Deputy Project Director
· Beneficiary Access Support Services (BASS), Booz Allen Hamilton, Melanie Porter, Project Director


NOTES:
We also have with us representatives from the Program Management of two contracts that operate the Ticket to Work Program. From MAXIMUS, we have Felix Stump, the Deputy Project Director for the Operations Support Manager. And from BoozAllen Hamilton, we have Melanie Porter, who is the Project Director of the Beneficiary Access Support Services contract. 
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Agenda

· Welcome (Bob Williams)
· Purpose
· Background on Ticket to Work Program 

· The Revised EN Report Card
· Its Use (Desiree Fitzgerald)
· Its Contents (Bash Kamara)

· Public Comments and Questions

NOTES:
Let’s begin by reviewing the protocol for today’s meeting. While Social Security is talking, everyone else will be in a listening-only mode; your phones will be muted.  But you will have plenty of time to talk later, and that’s when Social Security folks will be listening.  For the first part of the session, which will last about 20 minutes, Bob Williams will begin by providing some information on the purpose and the background of the Ticket to Work Program. Next, we will discuss the revised EN Report Card. Desiree Fitzgerald will discuss how the Report Card will be used, and Bash Kamara will discuss the actual contents of the Report Card. We will then open up the lines in order for us to receive feedback regarding the Report Card. We should note that this webinar/teleconference is intended to be a listening session. This means that you are welcome to make any comments and ask any questions, however the presenters will not be answering any questions during this webinar/teleconference. This is just an opportunity for us to gather your thoughts and ideas regarding the EN Report Card. We will consider those comments to decide what improvements we might make to the report cards.
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Comments From Associate Commissioner Williams

· Welcome

· Purpose
· Describe our proposed changes to the current EN Report Card 
· Listen to your ideas for further improving the report card

(Image of Bob Williams.)
NOTES:

Notes from Commissioner Williams will be available after the session at www.socialsecurity.gov/work.
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Background on the Ticket to Work Program
 
· An employment program administered by the Social Security Administration (SSA)
· Offers adult Social Security Disability Insurance (SSDI) and/or Supplemental Security Income (SSI) disability beneficiaries services and supports to enter and maintain employment
· SSA pays approved providers of employment services, referred to as Employment Networks (ENs) for assisting SSDI and SSI beneficiaries with work goals
· Intended to assist beneficiaries in improving the quality of their financial lives through work 
· Ultimately, to reduce reliance on SSDI and SSI cash benefits


NOTES:

Notes from Commissioner Williams will be available after the session at www.socialsecurity.gov/work.
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The Revised EN Report Card – Its Use
· SSA shall:
· Show in the report card, the annual outcomes the EN achieved according to our administrative records and customer satisfaction data when available 
· Ensure that the most recent annual report cards are available to the public 
· An EN shall:
· Annually report to the OSM certain information about the EN, including specific services being offered 
· Provide a copy of its most recent annual report card to a beneficiary considering assigning a ticket to the EN

NOTES:
With your help we are working to make the second issuance of the EN report card a more user-friendly document. We want it to give a snapshot of important indicators of an ENs’ services and performance with helping Social Security Disability beneficiaries and Supplemental Security Income recipients go to work and improve their financial status.

The annual report cards contain information the EN reports to us and also performance information derived from ENs’ program operations. It shows the state of the EN at the end of the calendar year that the report card represents. Bashiru Kamara will describe the report card content in a moment. 

We will post new report cards each year. We will replace the current 2010 report cards no later than early March with the 2011 version that we are now preparing. 

The primary use of the report card is to give beneficiaries who are looking for employment support through the Ticket to Work program a tool to use to make an informed choice concerning which EN may best help him or her return to work or continue working and improve his or her financial status.  We are required by law to make this information available publicly and, we require ENs to share it with individuals who are inquiring about their organization. 
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The Revised EN Report Card – Its Use

· The report card is useful to:
· Beneficiaries selecting an EN to assist them in choosing among available ENs
· ENs to inform them of customer opinions and areas for potential improvement
· SSA to monitor and evaluate ENs

(Image of three business people. The middle person is using crutches.)
NOTES:
We hope the report card will become a useful tool to both beneficiaries, program partners, such as ENs and advocates and us as well. Beneficiaries may access it electronically before they begin contacting ENs to decide which one(s) they may want to assign their ticket to for employment support. Eventually, we will add additional search capability to allow you to select data from multiple report cards for a comparison view. 
There will be customer satisfaction ratings available on ENs all across the country in the next issuance of the report card. This will provide valuable feedback to beneficiaries and will be useful to ENs as they continually seek to enhance their organizations. 
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The Revised EN Report Card – Its Content

· EN Contact Information
· Program Services the EN Provides
· Employment Network Statistics
· Performance Report


NOTES:
I will describe the contents of the four main sections of the Revised EN Report Card and mention what has changed or what is NEW.

The four main sections are EN Contact Information, Program Services the EN Provides, Employment Network Statistics, and Performance Report.
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EN Contact Information

(Image of the EN Report Card EN Contact Information. This includes the EN Name, address, website, contact person, contact email address, toll free number, main phone number, and TTY/TDD number.)

NOTES:
EN Contact Information 
The EN Report Card uses the most up to date contact information the EN has provided. The EN Report Card displays the EN’s Name, Address, Website Address, Contact Person, Contact Email Address, Contact Address, and Phone Numbers (Toll Free, Main, and TTY/TDD).  
Note: Some ENs has multiple office locations. The report card for these ENs will show only the contact information for the location that is designated as the main/primary office.
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Program Services the EN Provides

(Image of the Program Services section of the EN Report Card. In this example, the EN offers Career Strategies, Work incentives counseling, career counseling, referral services, and other services.)

NOTES:
Program Services the EN Provides
This section of the report card lists the services the EN reported that it offers from a broad list of possible employment supports. All ENs provide or arrange for the beneficiary to receive career counseling, job placement as needed and job retention services, so the report cards will always show these three services. In addition to showing specific services, the report card may show that the EN offers “other” unspecified services.
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Employment Network Statistics

(Image of the Employment network Statistics section of the EN Report Card. In this example, we see that the EN has 3 full-time staff, 5 part-time staff, 12 median years of experience providing employment services, zero job coaches, and zero median years of experience providing job coaching. We also see that the EN has 87 Ticket Assignments as of 12/31/2011, with 49 new assignments in 2011. The number of Ticket Holders placed with monthly earnings at or above $720 as of 12/31/2011 was 15, while the number of new Ticket Holders placed with monthly earnings at or above $720 in 2011 was 11.)
NOTES:
Employment Network Statistics
Where “averages” are indicated, we are using the median rather than the actual average. Since the median is the center point of the data, it is less vulnerable to an unusually high or unusually low number throwing off the average. 

Employment Network Description

There are five elements shown here: They are Full-time Staff, Part-time Staff, Median Years of Experience Providing Employment Services, Number of Job Coaches, and Median Years of Experience Providing Job Coaching. 

For Full-time Staff, Part-time Staff, and Number of Job Coaches, we will give an actual number that the EN reported it had at the end of the calendar year. 
For Years of Experience Providing Employment Services and Job Coaching, we will show the median instead of the average at the end of the calendar year. 

Ticket Program Clients

There are four data elements shown here: They are Number of Ticket Assignments as of 12/31/2011; Number of New Ticket Assignments in 2011, which is NEW; Number of Ticket Holders Placed with Monthly Earnings At or Above $720.00 as of December 31, 2011; and Number of Ticket Holders Placed with Monthly Earnings At or Above $720.00 in 2011.  
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Performance Report – Employment Information

(Image of the Employment Information section of the Performance Report on the EN Report Card. We see that the average number of days from start of service to first job is 20, with an average hours worked per week of 32. the average starting wage at job placement is $17.70.)
NOTES:
Performance Report
If this section has no data, currently no customer satisfaction data is available for the Employment Network.

Ticket Holder Employment Information: 

There are three data elements shown here. They are: 
Average Number of Days from Start of Service to First Job  
Average Hours Worked Per Week  
Average Starting Wage at Job Placement






Slide 14

Performance Report – Job Placement and Retention

(Image of the Job Placement and Retention section of the Performance Report of the En Report Card. The percent of Ticket Holders with successful job placements as of 12/31/2011 was 17.24% for the EN, compared to a state agverage of 5%. The number of Ticket Holders with successful job placements in 2011 was 25 for the EN, compared to the state average of 15. The percent of Ticket Holders who reached the 6th month of work as of 13/31/2011 was 2.3% for the EN compared to the state average of 1%. And the number of Ticket Holders who reached the 6th month of work in 2011 was 10 for the EN compared to the state average of 7.)
NOTES:
Ticket Holder Job Placement and Retention: 

There are four data elements shown here. They are:
Percent of Ticket Holders with Successful Job Placements as of December 31, 2011; Number of Ticket Holders with Successful Job Placements in 2011; Percent of Ticket Holders Who Reached the 6th Month of Work as of December 31, 2011; and Number of Ticket Holders Who Reached the 6th Month of Work in 2011. 
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Performance Report – Customer Satisfaction

[bookmark: _GoBack](Image of the Customer Satisfaction section of the Performance Report section of the EN Report Card. There are five bar charts that show the following: Percent satisfied with staff was 90.7% for this EN compared to the state average of 65.5%. Percent satisfied with the Employment Network was 82.5% for the EN compared to the state average of 56.6%. Percent satsified with service was 74.1% for the EN compared to the state average of 47.9%. Percent that would recommend the program to others was 75% for this EN compared to the state average of 53.9%. And the percent satisfied with his/her job is 87.5% for this EN, compared to the state average of 86.3%.)
NOTES:
Customer Satisfaction:

There are five data elements shown here. They are: 
Percent Satisfied with Staff; Percent Satisfied with Service; Percent Satisfied with Job; Percent that Would Recommend the Program to Others; and Percent Satisfied with the EN

We are proposing a NEW element under Customer Satisfaction called “Overall EN Customer Satisfaction Rating”.

We will also eventually add a statement saying that additional performance measures exist, which can be made available to the public. 
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Public Comments on December 16

· Webinar link: www.gatherplace.net/join?p=3091037 
· Call-In Number: 1-800-480-6924
· Participant Code: When prompted, reply, “EN Report Card”
· Computer-Aided Real-Time Translation (CART): http://www.speche.com/EvtCart/ViewCART.aspx?Org=31066235i454729317 
· Rules for the webinar/listening session
· Press *1 to enter the comment queue
· SSA and Project Management will listen to your input regarding the EN Report Cards
· To ensure we can obtain as much feedback as possible, questions will not be answered during the session 


NOTES:
We will now open the phone line for public comments. The link for the webinar is provided here, along with the call-in number. There will also be real-time closed captioning available via the link provided here. 
Once you’ve dialed in, to enter the queue, press star-1 on your telephone keypad. Your call will be taken in turn. Please keep in mind that this is a listening session, and not a question-and-answer session. To ensure we can obtain as much feedback as possible, questions will not be answering during this session. 
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Public Comments on December 19
· Call-In Number: 1-877-407-0183
· Participant Code: 930584
· Rules for Listening Session
· SSA and Project Management will listen to your input regarding the EN Report Cards
· To ensure we can obtain as much feedback as possible, questions will not be answered during the session
 
NOTES: 
The Call-In Number for the December 19th listening session is given here. Let’s quickly review the rules for the listening session. As with the webinar, we ask that you please keep in mind that this is a listening session, and not a question-and-answer session. To ensure we can obtain as much feedback as possible, questions will not be answering during this session.
The Moderator will instruct you on how to inform the automated system that you wish to comment, and commenters will be selected to speak in the order that they alert the system. To alert the system that you have a comment, you will need to press 1 and 0 on your phone. 
Our time today is limited, so please be concise when you comment in order to give everyone who wishes to speak the opportunity to do so. 

Slide 18

Thank You

· Thank you for your participation today
· If you have any questions, please direct them using the appropriate contact information below
· Service Providers
· 1-866-949-3687
· TDD: 1-866-833-2967
· Beneficiaries
· 1-866-968-7842
· TDD: 1-866-833-2967

(Image of people applauding.)
NOTES:
Thank you for your participation today. We appreciate and value your feedback regarding the EN Report Card. We’d like to leave you with some contact information for you to obtain additional information or receive answers to your questions. ENs, VRs, and other service providers should contact the Technical Assistance and Support Center at 866-949-3687. TDD service is available at 1-866-833-2967. Beneficiaries should contact the beneficiary help line at 1-866-968-7842. Again, TDD service is available at 1-866-833-2967. 



