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HIGH PRIORITY PERFORMANCEGOALS

operate more effectively and more efficiently. In support of the President's Government
wide initiative to build a higperformance Government capable of addressing the
challenges of the 2tentury, we have identified high priority perforoegoals as part of the
FY 2011 budget and performance plan that will be a particular focus over the next 2 years. These
goals are a subset of those used to regularly monitor and report performance in our Annual
Performance Plan (APP) and Performancedanduntability Report. Our high priority
performance goals are:

O ur country faces extraordinary challenges, and we must transforraesnngmt to

1 Increase the Number of Online Application®y 2012, achieve an online filing rate of
50 percent for retirement applications. In 2011, our goal is to:

U Achieve 44 percentage of totalreztient claims filed online and
U Achieve 27 percentage of total initial disability claims filed online.

1 Issue More Decisions for People Who File for Disabi8$A will work towards achieving the
a g e n ¢ yebns outtomes@f lowering the disability bagkland accuratedpmpleting
claims. SSA will also ensure clearly disabled individuals will receive an initial claims decision
within 20 days Finally, SSA will reduce the time it takes an individual to receive a hearing
decision to an average of 270sday 2013.1n order to efficiently issue decisions in 2011,
SSAGs goal is to

U Complete3.317 million out of dotal of 4.316million initial disability claims.

U Achieve 6.5 percent of initial disability cases identifieasci Disability Determination
aCompassionate Allowance

u Complete799,000 out of #otal of 1.456 millionhearing requests.

T I mprove SSA6s Customersb6 Service Experience on
Online: To alleviate field office workloads and to provide the varisgywi€es the public
expects, we will improve telephone service on the NationduB@er and in the field
offices. By 2011, our goal is to:

U Achieve an average speed of answer of 264 seconds by the Natidnail&90
U Lower the busy rate for National 8d0mber calls from 8 percent to 7 percent.

U Raise the percent of individuals who do business with SSA rating the overall services as
Afexcellent, d Avery good, 06 or figoodo from 81

1 Ensure Effective Stewardship of Social Seciibgrams by Increasing Program Integrity
Efforts: We willimprove program integrity efforts by minimizimgroper payments and
strengthening the agencybés efforts to protect
2011, our goal is to:

u  Complete359,8000ut of a total of approximately 2 milliomedical continuing disability
reviews, an increase of 9.4 percent over FY 2010.

i Complete2.422 million Supplemental Security Income dsability redeterminations in
FY 2011
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AMERICAN RECOVERY ANDREINVESTMENT

ACT OF2009

claims and other work as a result of the economic downturn, and also needed toueplace

I n FY 2009, Congress ogmized that SSA was receiving substantially increased numbers of new

aging national data center. To hefhandlethis additional work, Congress providexvith

over $1 billion in additional resources in thmerican Recovery and Reinvestr(asab Aalled
ARRA or the Recovery ActWe arespending our ARRA funds effectively, and these funds are
making a real difference in the service we can offer to thecAmpgople.

We received $500 million, available through FY 2010, to help address our increasing disability and
retirement workloads. This funding allowed us to invest in the front line operational areas of the
agency, so that we daandleour additiondrecessiorelated work. The funding also supports
information technology acquisitions for the additional workload processing funded from the
Recovery Agutd will allow us to invest in Health Information Technology initiatives.

We also received a crailc$500 million, available until expendedbtold our new National
Support Center (NSC). The NSC will house critical computer operations that are necessary to the

prompt and accurate payment of benefits to many Americanglbsitredata necessary to

provide service to all Americans.

In addition, as part of the ARRA, Social Security beneficiaries and SSI recipients received a one
time economic recovery payment of $250. SSA receivedl®® available until expended, to
cover the administrativest associated with issuing payments and sending notices to all eligible

beneficiaries.

The Social Security Administration has made excellent and timely progress in meeting the goals
outlined in our ARRA program plans. Wempletd the targeted numbef claims, despite the
growth in our workloads; met our ARRA hiring goals; issued the economic recovery payments
ahead of scheduland are moving ahe#a complete the new NSC. Below is a summary of each

pl anbs measures and status:
ARRA DISABILITY AND RETIREMENT WORKLOAD PLAN
Measure FY 2009 FY 2009 FY 2010
Target Status Target

1 Number of initial disability claimmpleted 50,000 53,095 183,000
2 Number of retirement claincompleted 243,000 317,395 869,000
3 Number of hearingsompleted 37,000 28507 64,500

Number of staff hired 2,115 55A| 2,115 SSA N/A
4 . N N | & 300 DDS | & 300 DDS

[includes SSA and Disability Determination Servi staff hired | staff hired

employees hired]

! We exceeded our overadlaringsompletedyoal by 13,000, but more of the hearings were funded by our regular appropriation than

by the Recovery Act funds in FY 2009.
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ONE-TIME ECONOMIC RECOVERYPAYMENT (ERP)PLAN --ADMINISTRATIVE EXPENSES

Measure FY 2009 Status

By April 6, 2009, create initial list of eligible Economic Recovery Payn Met timel

1 recipients based on Social Security and SSI eligibility in November 2( (4/4/09) y
December 2008, or January 2009.
By April 30, 2009, mail rizes discussing the Economic Recovery Pay Met timel

2 to the individuals receiving Social Security or SSI benefits who have | (4/24/09)y
identified to date as being eligible to receive the payment.

3 Number of initial eligible recipients certifiedthe Department of the 52 021985
Treasury by May 14, 2009 for the May 2009 Economic Recovery Pay T

4 Number of additional eligible recipients certified to the Department of N/A
Treasury for the Economic Recovery Payments through December 2(

NATIONAL SUPPORT CENTER PLAN

Schedule

Timeframe

Activity

FY 2010, 2nd quarter (March 2010)

Planning, developing site criteria, conducting research andg
studies, and purchasing land required for the construction
the National Support Centencluding thedevelopment of a
program of requirements (scope of work), a detailed proje
plan andatimeline.

FY 2011, 1st quarter (October 2010)

Expect solicitation for a design/build contract

FY 2011, 2nd quarter (March 2011)

Expectcontract award for the designd construction. The
contract will be awarded by the General Services
Administration.

FY 2014, 1st quarter (October 2013)

Expectconstruction completion date

Measure FY 2009 Status
1 Construction on schedule N/A
2 Construction on budget N/A
3 Designon schedule N/A
Energyperformance will be
4 measured and tracked for N/A

compliance with energy
requirements
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GUIDE TO THE FY 2011
AND
REVISEDFINAL FY 2010ANNUAL PERFORMANCEPLAN

HEARINGS
PAGE PERFORMANCEMEASURE
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1.2k Achieve the target to

eliminate the oldest hearing requests
pending
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AT-A-GLANCE
ANNUAL PERFORMANCEPLAN FOR FY 2011
AND REVISEDFINAL ANNUAL PERFORMANCEPLAN FOR FY 2010

principles of good government, accountability, integuity transparency. These principles

form the basis of theovernment Performance and RegG@BRR¥tpassed in 1998
improvegovernment performan@nd ensure accountability by linking budget to performance and
connecting resources to resufBP?RA requires all federal agenciesstablistperformance measures
and taget goals. Each yegaur Annual Performance Plaefineghese measures and &tggand
describes how wdll strategically achieve better performance in a given fiscal year.

We cantinually seek to improve our business pseEgolicies, and procedures to uphold the

The following chart lists our performance measures and targe¥2f@t0 and FY 2011. We use these
performance measures to gauge our progress in meetatgategic goals and objectives as outlined in
our Agency Strategic RH&p://www.socialsecurity.gov/asp/index.htmThese measures specifically
address how we will improve performance, atability, effectiveness, and efficiency over thetwext
fiscal years.

STRATEGIC GOAL 1:
ELIMINATE OUR HEARING S BACKLOG AND PREVEN ITS RECURRENCE

Strategic Objective 1.1: Increase our capacity to hear and decide cases

Performance Measure FY 2010 Taget | FY 2011 Target| Page
1.1a| Completethe budgeted number of hearing requests 725,000 799,000 14
Strategic Objective 1.2: Improve our workload management practices throughout the hearin
process
Performance Mesures FY 2010 Target| FY 2011 Target| Page
1.2a| Achieve the target number of heaniaguestpending 707,000 657,000 17

Less than 0.5%f | Less than 0.5% o

1.2b | Achieve the target tdiminate the oldest hearing hearing requests| hearing requests 17
requestpending pending 825 dayq pending 800 days
or older or older
1.2c| Achieve the budgeted goal for average processing t 485 days 460 days 18
for hearingequest*
0, 0,
1.2d | Achieve the target to eliminate the oldest Appeals Less than 1% of| - Less than 1% of 18

Appeals Council | Appeals Council

requessfor review| requests for revie

pending700 days| pending 650 days
or older or older

Councilrequestfor reviewpending

*Thismeasurés also &rogram Performance Méasarpaget)
Social Security Administration
Annual Performarce Plan for FY 201dnd
Revised-inal Performance Plan for FY 2010
At-A-Glance
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Strategic Objective 1.2mprove our workload management practices throughout the hearing
process
Performance Measure FY 2010 Target | FY 2011 Target | Page
1.2e| Achieve the target average processingdime 370 days 340 days 19
Appeals Councilequestfor review
STRATEGIC GOAL 2:
IMPROVE THE SPEED ANDQUALITY OF OUR DISABILITY PROCESS
Strategic Objective 2.1: Fasick cases that obviously meet our disability standards
Performance Measuse FY 2010 Target | FY 2011 Target | Page
2.1a | Achieve the target percentage of initiahdility 4.5% 6.5% 22
cases identified agdaiick Disability Determinatio
or aCompassionate Allowance
2.1b | Completethe budgeted number of initial disabili 3,081,000 3,317,000 22
claims
2.1c | Minimize average processing time for initial 132days 141 days 23
disability clans to provide timely decisions*
Strategic Objective 2.2: Make it easier and faster to file for disability benefits online
Performance Measure FY 2010 Target| FY 2011 Target | Page
2.2a | Achieve the target percentage of initial diggbil 25% 27% 25
claims filed online
2.2b | Achieve the target number of initial disability 1,041,000 999,000 25
claims pending
Strategic Objective 2.3: Regularly update our disability policies and procedures
Performance Measuse FY 2010 Target| FY 2011 Teget | Page
2.3a | Update the medicalisting of Impairments Develop and Develop and 29
submit at least | submit at least
3 regulatory 3 regulatory
actions oiSocial | actions oiSocial
Security Rulingy  Security Rulings
2.3b | Increase the percentagalsabilityclaims Establish Baselin  250% above 29
completedisingHealth hformatiofechnology FY 2010 baseling

*Thismeasurés also &rogram Performance Mdasarpaget)

Social Security Administration
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STRATEGIC GOAL 3:

IMPROVE OUR RETIREE AND OTHER CORE SERVIES

Strategic Objectiv@ . 1 : Dramatically increase baby
services
Performance Measuse FY 2010 Target | FY 2011 Target| Page
3.1a| Percent ofetirement andwgvivors claims receipts 100% 100% 32
completedip to the ludgeted level* (4,718000) (4590000)
3.1b| Achieve the target percentage of retirement clair 38% 44% 33
filed online
Strategic Objective 3.3: Improve our telephone service
Performance Measuse FY 2010 Target| FY 2011 Target| Page
3.3a| Achieve the target speed in answering National 269 seconds 264 seconds 35
800 Number calls
3.3b | Achieve the target busy rate for National 8% 7% 36
800 Number calls
Strategic Objective 3.4: Improve service for individuals who visit our field offices
Performance Measure FY 2010 Target| FY 2011 Target| Page
3.4a| Percent of individuals who do business BEA 83.5% 83.5% 38
rating the overall ser

or fAgoodo*

Strategic Objective 3.5: Process our Social Security Number aorktomre effectively and

efficiently
Performance Measure FY 2010 Target| FY 2011 Target| Page
3.5a| Achieve the target percentage for correctly assig 9% 99% 41

original Social Security Numbers

*Thismeasurés also @rogram Performance Mdasarpges6)

Social Security Administration
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STRATEGIC GOAL 4:
PRESERVE THE PUBLI@S TRUST IN OUR PROGRAMS

Strategic Objective 4.1: Curb improper payments

Performance Measuse FY 2010 Target | FY 2011 Target| Page
4.1a | Completethe budgeted number of Supplementa 2,422,000 2,422,000 45
Security Income nadisabiity redeterminations
4.1b | Completethe budgeted number of continuing 954,000 1,388,000 45
disability reviews
4.1c | Percent of Supplemental Security Income payn 91% (O/P) 91.5% (O/P) 46
free of overpayment (O/P) and underpayment
(U/P) error* 98.8% (U/P) 98.8%(U/P)
4.1d | Percent of Old\ge, Survivors, and Disability 99.8% (O/P) 99.8%(0/P) 47
Insurance payments free of overpayment (O/P) 0 0
underpayment (U/P) error* 99.8% (U/P) 99.8%(U/P)
Strategic Objective 4.3: Msain accurate earnings record
Performance Measure FY 2010 Target | FY 2011 Target| Page
4.3a | Reduce the target percentagpager-orms W 17% 16.5% 51
completed
Strategic Objective 4.5: Protect our programs from waste, fraud, and abuse
PerformanceVieasure FY 2010 Target | FY 2011 Target| Page
4.5a | Receive an unqualified audit opinion 8rS A6 s Receive an Receive an 53
financial statements unqualified unqualified
opinion opinion
Strategic Objective 4. 6: Use mgreenodo so
Performance Measuse FY 2010 Target | FY 2011 Target| Page
4.6a | Replace gasolipwwered vehicles with alternativ 50vehicles 36 vehicles 55
fuel vehicles
4.6b | Develop and implement an age&tywironmental | Provide training Establish 55
Management System needed for performance
implementation objectives

*Thismeasurés also &rogram Performance Mdasarpagab)

Social Security Administration
Annual Performarce Plan for FY 201dnd
Revised-inal Performance Plan for FY 2010
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STRATEGIC GOAL 1:
ELIMINATE OUR HEARINGSBACKLOG AND PREVENTITS
RECURRENCE

1 Reduce the number of pending hearings to 466,000 by FY ;201

Reduce the time it takes an individual to receive a hearing deci

LongTerm T
to an average of 270 days

Outcomes
1 Increase productivity by automating laHatensive tasks necessa
to issue a hearing decisicand

1 Establish standardized electronic hearing business processes

Cince 1954, we have helped disabled workers andahsglies cope with the loss of income
caused by severe disabilityrecent yearsve have experienced an unprecedented backlog of
Nashearing This backlog has significantly affected our ability to provide the level of service the
public deserves. Fomse, the long wait has led to homelessness and the loss of family and friends,
and some individuals have died while waiting for a hearing. We are aggnes&ing\dowrour
hearingbacklog by improving our processes, adding new staff, and usingneledgéss.

The elimination of the hearings backlog remains
reach the optimal level of pending hearings by FY 20&3.eachethe turning point in FY 2009,

when we began reducing the number of pending £t&ioh month.By the end of FY 2009, we

had reduced our pending hearings by nearly 38,000 cases.

We continue to concentrate @ompletingour oldest pending hearing cases. In FY 2010, we will

focus on cases pending 825 days or more. We will contitaveetothe agechse threshold

incrementally as we work towards our feng goabf redudng the time it takes an individual to

receive a hearing decision to an average of 270 days by 2013. We expect to reduce the number of
pending hearings to 466,000y 2013, our optimal pending level necessary to ensure a sufficient

Aipi pelined of cases to maximize the efficiency ¢

To help us achieve these goatswillautomae laborntensive taskestablista standardized
electronic heanigs business proceasd hiethe support staff necessary to maintain at least a 4.5
to 1 national ratio of support staff &lministrative law judge (ALJ).

The short and lonerm state of the econopihe aging baby boomeasd the significant growth

in hearings receipts anticipated in FYs 2010 and 2011 will pose more challenges and undoubtedly
continue toinfluence our decisions about future hearing level initiatMéesanticipate receiving
approximately @000 more hearing requests in FY 2010 fRdr2009.In spite ofthe additional
workloads caused by the economic downtuenare adjusting to changing circumstances and are

still on track to eliminate the hearings backlog by 2013.

Social Security Administration
Annual Performance Plan for FY 20Ahd
Revised-inal Performance Plan for FY 2010
Strategic Goal 1
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Strategic Objective 1.1
Increase our capdygito hear and decide cases

econtinuetoi mp| e me nt Plahte ElimigateriHeayirigBacklog and Prevent its
WRecurrendﬁtp://www.socialsecuritv.qov/ap[m“als/

http//www.socialsecurity.gov/appeals/Backlog_Reports/Annual_Backlog_Report FY_ 2008

Jan.pdfOur plan includes improving hearing office procedures, increasing our ability to

hear and decide cases, increasing efficiency through automation and improving frasiesses,
and accelerating review of casesdiedtkely

to result in a favorable decisioilthough New Hearing Offices Opening in FY 2010
we do not anticipate eliminating this backl
until 2013, we have made significant Hearing Offices Satellite Offices
progress to that end
. ) 1 Akron, OH 1 Boise,D
To accomplish our goale will 1 Anchorage, K 1 Fort Myers, E
1 Increasetaffing levels The ability to T Covington, G\ 1 Harlingen, X
increaseur ALJ corps and support staf{f 1 Fayetteville,
is vital to our efforts to meet demands ¢ 1 Livonia, M
increasedhearing receiptand to reduce | 1 Madison, W Office Expansions
the amount of timéndividualsmust T Mt PleasanMl | ¢ | 5 Vegas, W
wait for a decisianin FYs 2010 and T Phoenix, X 1 Sioux Falls, SD
2011, we will hire newL3 with the 1 St. Petersburg, (satellite office)
goal of reaching a total ALJ level of FL
1,500 by early 2012. We will also hire | 1 TallahasseelF
additional support staff tmaintain at T Toledo, H
least a 4.5 to 1 nationedtio of support | 1 Topeka, IS
staffto ALJ. 1 Valparaiso,N
1 Open rewhearingoffices Newhearing

officesarecritical to elimnating thehearingdacklogresponding tancreasing workload

demands and populatishifts, andmproving our service to the public. It is important that
we begn new space actions early and with an eye to the future to ensurevtioaidveve

fully functionalhearing officehereand wherwe need therbecause normally takes up to
twoyears to establish a new hearing offieshown in the chart above,afditional B

offices are on track to open durifry 2010,and we are expandi@gxisting &fices. In

addition, we will open two centralized units to assist with our pulling, decision writing, and
screening initiatives/Ve arealsoevaluating the number of new offieescanopen inFY

2011and thelocations for these officésve receive thie u | | Presidentds Budget.

1 Maximizeuse of National Hearing Center§ he National Hearing Centers (NHC) play a
crucial role in increasing our adjudicatory capadibese sitdsandleonly electronic cases
and conduct all hearings via video conferencea result, NHCgiveus the flexibilityto
swiftly target assistanceateas of the country with the highest pengingkloads These

Social Security Administration
Annual Performance Plan for FY 20Ahd
Revised-inal Performance Plan for FY 2010
Strategic Goal 1
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facilitiesare cosgfficient and better serve individuals who have been waiting the fongest
hearing decisianWe now havéour NHCs located in Falls Church, Virginia; Albuquerque,
New Mexico; Baltimore, Maryland; and Chicago, lllindi® will open our fifth NHC in

St. Louis, Missouri in FY 201

Expandvideo hearingcapacity We continue to increase our videgahing capacigcross the
countryin orderto improveour service to the publicVideo hearing technologyinimizes

travel to hearing sites for individuals, their representatives, expert witnesses, and ALJs. In
remote areas, this secure technology esnaidividuals to attend a video hearing rather than
travel long distances to a hearing site. Additionally, video hearings allow ALJs to be more
productive by providing them more time to hold hearings and issue decisions. Through our
Representative Viegecattorney and noattorneyrepresentatives for individualbo have

filed a request for a hearingay us¢heir own video conferencing equipmemparticipate in
hearings frontheir own office.We are also furnishing more hearing offices witbovi
equipment sofficeswith available resources @asist othemore heavilppackloggedearing
offices.

Expedite fearingdecisions We will continue to refineautomated screening tools to identify
cases where wey be able tissue fullyavorabé decisions without a hearings part of this
initiative, our mostexperience@enior AttorneyAdjudicatorgeviewpending hearing requests
identified during the screening procesdetermine if they can issue féitlyorable decisions
based on evidenedready in our files. This process conservésesourcefor more complex
cases that require a féoéace hearing.In light of the increased workload resulting from the
economic downturn, we will expand this initiative in FY 2010

Social Security Administration
Annual Performance Plan for FY 20Ahd
Revised-inal Performance Plan for FY 2010
Strategic Goal 1
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Performance Mesure--Strategic Objective 1.1

1.1a: Completethe budgeted number of hearingquests

Fiscal Year 2010 2011
Target 725,000 799,000
FY 20071 FY 2009 Historical Performance
Fiscal Year 2007 2008 2009
Performance 547,951 575,380 660,842

Data definition: The number of baring requestompletedn the current fiscal year up to the
number budgeted.

Data source:Case Processing and Management System

Frequency reportedMonthly

Strategic Objective 2.

Improve our workload management practices throughout the hearin
process

demonstrated practices, increasing automation, and testing a variety of models to

determine the most efficient methods of doing our w@r transition from paper to
electronic disability foldepsovides opportunitie® further automate anstandardize our
hearings processes.

Weareimprovingthe way we perform work in hearing offices by ediatgi best

i Streamline and automate case taské&e are using automation to simplify the business process
andincrease productivity. We agediningthe following initiatives to automate select tasks and
functions in the hearingrocess:

U Centralized Print and Mail This processioves notice printing and mailing tasks from
hearing officeto a centralized print/mail facilitgherebyfreeing hearing officeast from
routine taskssuch as producing, foldirand mailing noticesand allowing more time for
more complexase preparation functiang/e have extended this functionality to all
hearing officefor a limited number ofotices ad will continue to adddditionalnotices
asresources permit

Social Security Administration
Annual Performance Plan for FY 20Ahd
Revised-inal Performance Plan for FY 2010
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U eSignature This new capality allowsboth ALJs andeéhior AttorneyAdjudicators to
sign decisions electronicatlyseliminaing the need for a wet signatur&his
functionalitysaves time and papandprovides the cability to centrally print and mail

decisions
U Autoscteduling Although Use of Modeling to Inprove
still in the developmental Hearing Office Business Processes

stage, this technology will

provide an automated
calendar function tassist We are developing predictive models to help us analyze

with the scheduling of predict how long ishouldtake to process a hearing reques
hearings based on the This information will help us bettenanage our resources,
availability of the hearing stay on tracko eliminate our backlog, and improve service
site, ALJthe applicanand | delivery.

their representativeand
expertwitnessesCurrently, | For example, the predictive models will help identify:

Predictive Modeling

scheduling a hearing is a f Current and potential bottlenecks in the hearing
very time consuming, labor process; and
Intensive process. . The most effective and efficient staffing levels and

Automating this function
couldsignificantly reduce
the time required to EconometricForecasting

coordinate the availability of _
all hearing participants and | We also are developing models that forecast changes ba

position mix.

reduce hearing conditions external to the agency, such as the economy,
postponemets and demographic changes, and social conditions.
cancellationsDue to the : : f
complexity of this For example, this type of forecasting model will help us
technology, we do not predict:
expect to have a completed ¢ How many heng requests we may receive in the
system until FY 2012 future; and

{ Eliminate use of temporary 1 Changes in the characteristics of individuals filing f

sites We use a variety of sites | disability.

hold hearings, including
temporary space in hotels, motels, cougksuschools, and conference centers. The increased
use of electronic disability files makes holding hearings in temporary space more difficult as we
are generally not able to connect to automatedsystem at these sites. &@ve reducinghe

use of terporary hearing sitesn FY 2010, we plan t@placeapproximately 3t&emporary

sites wittpermanent remote sites, neearingoffices, and permanent remote rooms in field

offices Wewill replace 6 morsitesim FY 2011. Thse changedll allow us tmperate more
efficiently and providapplicantsvith a more convenient, secure, and professional

environment for their hearing.

9 Establish standardized electronic hearings business pradesstandardized electronic
business process provides a detdédsdription of the most efficient and effective methods for
performing the core electronic case processing tasks in the hearing office. It also standardizes
the dayto-day operations and incorporates best practices for hearing offices nativvevide.
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be@n rolling out the process t0 Bearing offices in FY 2009. Our roll out will continue
throughFY 2010 until all hearing offices are usinggtandardizegrocess.

Avoid a backlog at the Appeals Councdiis we increase our capacity to hear and eleaisks,
we are mindful of the resulting effect on the Appeals Council workldéelexpect
over119,000 Appeals Council receipts in FY 2040 increasef almost 13000 over FY 2009
More requests, coupled with our emphasisompletinghe oldest ad more complex

Appeals Council cases, will significantly increase the overall time to process théseaases.
result, ve estimate the average processingftiman Appeals Council decision viiltrease
significanthibetween FYs 2008 and 2010. We aldisely monitor Appeals Council workloads
and take necessary actiomeduce pending levels and processing time by hdaitonal
Administrative Appealsidges and support stafidimplemening early screening initiatives

As part of a lonterm bisiness process improvement effog, Appeals Counciecently

implemented thé\ppeals Review Processing(SR|&N a new wehsed processing system

that links to the electronic foldeiVe planto develop a wdlased document generating

system thaill allow the propagation of informatialirectly from ARP$to final action

documents. Thisystenwill reduce keying errors in the drafting of final decisions, remands,
dismissals, and denials of review and is expected to be avaityieid. Als in FY 2011,

the Appeals Council intends to refine its electronic case analysis tool by adding enhancements
similar to theState Disability Determination Serviedsctronic case analysis tobhese
enhancements will improve data gathering angwaiide further data propagation to
enhance the qual ity iowmsfIntegtatng thegapalytizdl teola@o unci | 6 s
document generation systems will improve consistency, reduce errors, and speed case
processing.
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Performance MeasuresStrategc Objective 1.2

1.2a: Achieve the targatimber of hearingequess pending

Fiscal Year 2010 2011
Target 707,000 657,000
FY 20071 FY 2009 Historical Performance
Fiscal Year 2007 2008 2009
Performance 746,744 760,813 722,822

Data definition: The rumber of learing requesfgending at the end of the fiscal year compared to
the target.

Data source:Case Processing and Management System

Frequency reportedMonthly

1.2b: Achieve the target to eliminate the oldest hearegess pending

Fiscal Yar 2010 2011
Target Less than 0.5% of hearing reque| Less than 0.5% of hearing reques
pending 825 days or older pending 800 days or older
FY 2008 FY 2009 Historical Performance
Fiscal Year 2008 2009
T Less_ than 1% of hearings Less. than 1% of hearings
pending 90 days or older pending 850 days or older

Data definition: The percentage of oldest heareguess pending.The ddest hearingequest
are those castmt arepending, or will be pending25days or more at the end of thiecal year.
The percentage is derived by dividing the total number of heagngss pending25days or
more at the end of the fiscal year by the universe of oldest hieqtiegt identifiedat the
beginning of the fiscal year

Data source:Casd’rocessing and Management System

Frequency reportedMonthly
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1.2c: Achieve the budgeted goal for average processing time for heaguests

Fiscal Year 2010 2011
Target 485 days 460 days
FY 2007 FY 2009 Historical Performance
Fiscal Year 2007 2008 2009
Performance 512 days 514 days 491 days

Data definition The average processing time for heargguestlispositionsompared to the
target. The average processing time is the cumulative processing time for akkheasing
processed died by the total number of hearirefjuestprocessed in the fiscal year.

Data source:Case Processing and Management System
Frequency reportedMonthly

Note: Thismeasurés alsoa PrograRerformanbteasure

1.2d: Achieve the target to eliminathe oldest Appeals Counagiquessfor review

pending
Fiscal Year 2010 2011
Less than 1% of Appeals Counci Less than 1% of Appeals Counci
Target requests for review pending 700 d| requests for review pending 650 d
or older or older
FY 2009 Hstorical Performance
Fiscal Year 2009
Performance Less than 1% of Appeals Council pending 750 days or older

Data definition: The percentage of oldest Appeals Couegiiestfor reviewpending. The
oldestrequests for revieave thoseases that apending or will be pending700 days or more at
the end of the fiscal yeafhe percentage is derived by dividing the total numbiegoésts for
review pending Tdays or more at the end of the fiscal year by the universe of oldest Appeals
Councilrequests for revieidentifiedat the beginning of the fiscal year.

Data source Appeals Review Processing System

Frequency reportedMonthly
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1.2e: Achieve the target average processingftin®ppeals Councitequessfor review

Fiscal Year 2010 2011
Target 370 days 340 days
FY 2007 FY 20® Historical Performance
Fiscal Year 2007 2008 2009
Performance 227 days 238days 261days

Data definition: The average processing time for Appeals Caeqciéstfor reviewdispositions
compared to the targeThe average processing time is the cumulative processing time for all
Appeals Councilequestfor reviewdispositionglivided by the total number of Appeals Council
requessfor reviewprocessed in the fiscal year.

Data source:AppealReview ProtegsSystdmeginning March 2008; ACAPS prior to March 2008
Frequency reportedMonthly
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STRATEGIC GOAL 2:
|MPROVE THE SPEED AND QUALITY OF OUR DISABILITY
PROCESS

A Ensure individuals who are clearly disabled receive a decision with
20 calendar days of filing;

A Reach an online filing rate of 25 perntefor disability applications by
2012;

A Regularly update our regulations and policies to incorporate the mq
recent medical advances;

LongTerm
Outcomes

A Develop and implement a common case processing system for the
Disability Determination Services; and

A Make it easier for i@abled individuals to return to work.

Seurity Disability Insurance and Supplemental Security Income. The combination of
the economic downturn and baby boomers entering their most digaioitieyyears is
resulting in a significant growth in our disability workloads.akieipate receivingver
3.3million disability applications in FY 2014) all time high for the agency aatabut750,000
more than in FY 2008.

It is increasingly difficult toompletedisability applicationsug to the significant growth in
disability applications, the ireased complexity of those applications, advances in medical
treatments, and outdated policies and procedukitsough we fully fund tate Disability
Determination Services, they operate under numerous state personnel and bud@sateles.
decisions timplement arosgheboard hiring freezes and furloughs at sbisability
Determination Servicegeatlyslow the disability claims proceBsarthermore, as pending levels
grow theamount of time it will take toompletean initial disability clainwill increase Despite all
our hard work and dedicatiomwe endedrY 2009 withnitial disability claimgending at a all

time high ofnearly800,000 casesAlthough we plan toompletealmost 270,000 more claims, we
estimate thathe pendinglevelwill exceedl million casebdythe end of FY 2010

We are r espons itwoprimnary Federaltdibabilityhhengrams: nSocsal

We believe that the pending level of initial disability claims is unaccegtablee are committed
to returning to our preecessiopending level of 525,000 claims by FY420Qur strategy to
reduce the iniil disability claims pending level inclsidecouraing states to avoid hiring freezes
and furloughshiring additionalDisability Determination Servicemployees, increasibDisability
Determination Servicewertime to give them maximum flexibility &ckle increasing workloads,
implementingpolicy simplifications that will make adjudicating claims eas@addng

personnel to staff botRederal and®ate units thahandleinitial disability claim$or area of the
country hit particularly hardwhile we will work hard to achieve this goal, it will take sustained,
adequate, and timely resourcée will provide moreletailon our strategy to redutiee number

of initial disability claims pending under separate cover.
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Strategic Objectiva.1
Fastrack cases that obviously meet our disability standards

so seriouthatthey obviously meet our disability standafidse Quick Disability

Determinaticandthe Compassionate Allowanoesssesnable us to fagtckcertain

caseby wsingcomputertechnology to identify thosgplicans with the most severe
disabilities

We are obligated to providenefits quickly tindividualswhose medical conditions are

We will continue to refine our fasticking capabilitieghile maintaining accuraag follows

1 ExpandQuick Disability Determination§QDD): The QDD process uses a computedjctive
model to screen itial applications to identify cases wteefavorable disability determination is
highly likely and medical evidence is quickly and easily obtainable; e.g. lowidirtivabies,
certaincances, and enestage renal diseagen averagdhe DisabilityDeterminationServices
process allowances on those ddeatifiedas QDD in about 12 days. QOHas been used
nationallysince February 2008Vecontinue torefine the QDDpredictive model and ad to its
maximum capacitytaccurately identify these cases.

1 ExpandCompassionate Allowancg3AL). The CALprocess, implemented nationally in 2008,
uses automatioto quicklyidentify individuals clearly disabled by virtue of their disease or
condition. Currently,we can favoldy decide these cases based on confirmation of the diagnosis
alone for 50 impairments and conditions (25 rare diseases and 25 cauncie@pmyotrophic
lateral sclerosis or inoperable breast cancer. We allow nearly all CAL cases if we recéige support
documentation and nodisability criteria are satisfiebhdividuals with severe disabilities can be
approved for disability benefits in a matter of days instead of months olyean® continuing
to expand our initial lisbf CAL conditionsthrough public hearings ancbnsultations with
medical, rezarch, and advocacy communities

1 UseElectronic Records ExpredSRE): We are committed to providing viable options for
medical and schoehtitiesto transmit records to us electronically. ERBideselectronic
options for submitting health and school records related to disability cases. Information may
be sent electronically to our secure website or thfaxgh us or our partners, thtag
Disability Determination Services. These recoedawomatically associated veith
appl ietedronic disability foldeMVe will continue to expanBRE our first service
channel to support electronic medical recotdsStrategic Objective 2 Regularly update our
disability policies and prozgda describe ourext evolutionary stdp enabéreceipt and
analysis of standardized electronic medicatliaiaghHealth Information Technology
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Performance MeasuresStrategic Objective 2.1

2.1a Achieve the targgtercentage of initial dability cases identified as@uick
Disability Determinationor a Compassionate Allowance

Fiscal Year 2010 2011

Target 4.5% 6.5%

FY 2009 Historical Performance

Fiscal Year 2009

Performance 3.8%

Data definition: The percentage is derived by dividhegtotal number of initial disability cases
identified as ®Quick Disability DeterminatipaCompassionate Allowanbeth by the total
number of electronic initial disability cases filed in the last month of the current fiscal year.

Data source Exeutive and Management Information S\sstagement Information Disability
(MIDIB)

Frequency reportedAnnually

2.1b: Completethe budgeted number of initial disability claims

Fiscal Year 2010 2011
Target 3,081,000 3,317,000
FY 2007 FY 2009 Histoical Performance
Fiscal Year 2007 2008 2009
Performance 2,529,721 2,607,282 2,812,918

Data definition: The number of Social Security and Supplemental Security Income initial
disability claimsompletedn the Disability Determination Servi@sd otheragency components
in the current fiscal year up to the budgeted number.

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

Frequency reportedMonthly
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2.1c: Minimizeaverage processing tirfeg initial disability claims to provide timely

decisions
Fiscal Year 2010 2011
Target 132 days 141 days
FY 2008 FY 200%istorical Performance
Fiscal Year 2008 2009
Performance 106 days 101days

Data definition: The average processing time is trerall; cumulative number of elapsed days,
including both Disability Determination Services and field office processing times, from the date of
filing through the date payment is made or the denial notice is issued for all initial claims that
require a medial determination. The total number of days to process all initial disability claims
requiring a medical determination is divided by the total number of initial disability claims

requiring a medical determination that are processed during the fiscal year.

Data source:Social Security Unified Measurement Systems
Frequency reportedMonthly

Note: Thismeasurds also #rogram Performdweasure

Strategic Objectiv.2
Make it easier and faster to file for disability benefits online

3.3 million, over10 percent more than in FY 2009 anéarly 3Qercent more than in
FY2008. In FY 2009we received our omeillionth online disability claimTo handle
this anticipated workload growth, as well as fulfill the rapidly growing expectation for convenient,
effective, and secure electronic service delivery options, we will contimplerment
Disability Direct.

We anticipatehat initial disability clans receipts will peak in FY 204t over

Disability Direigzan initiative that makes it easier and fasteinftividualsto apply for disability
benefits online by usinglaim,a tool that enables individuals to file electronically for benefits
from the comfort and convenience of their hgmeoffices. Disability Direprovides a simplified,
secure, and usg&endly application process. stteamlines the process Ijyaaskng questions
relevant to th@pplicant makingit easier and faster to file fdisability benefits onlineDisability
Directalso includes links, prompts, and other tools to aggiicants.In FY 2009, we launched
an aggressive marketing strategy tease public awareness of both the availability and
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advantages @€laim As a result, we expéotsee continuing increases in the number of
disability claims filed online in FY 2046d beyond

There araghree foundational projects under thésabilityDirectinitiative designed to provide
significant workload efficiencies: thgpointed Representativeog8igevisehe Streamlined
Applicationand theClaims Data Web Service

91 Developthe Appointed Representative Suit# Servicesincreasinglyrepresentatives
transact business with us on behalf of applicants who file for disability benefits. To meet this
demand for service from representatives (such as attorneggonwys, representative
payees, and third parties) and alleviate worklpaalg ffield offices, we adevelopngan
Appointed Representative Suite of 8exicpsehensive package of online services for
representativesChis will allow individual representativasall levelginitial, reconsideration,
hearing and Appea Council) of the disability process register online, manage their
representative profile, and have acce$eiodlientdelectronidolders. Theseservicewiill
focus on expanding registration and folder accelssdgarties simplifying the pross of
submitting appealand documenting a representative's appointment.

1 Expand theStreamiined ApplicatiofProject Aspart of theStreamlined Applicapooject,we
will release a simplifieddult Disability Repavhich isused to obtain basic wrimation neded
to completehe claim for a persdiling for disability such as medicsburces and
employment historyThis allowspplicantandor their representativés minimizetheir
completion time and improve the qualitydigabilityinformation we receive.

1 Pilot the Claims Data Web Servi€€DWS) The CDWS pilot will allow third parties to
submit application data electronically to field offidéss servicéhas the potential to
eliminatemanual keipg of data for ovefl00,000 paper appétions and appeals received
annuallyfrom thirdparty providerssuch asepresentatives, hospitals, and social workers.

We expect these initiativesd other disabilitielated projects toontributeto anincrease in
online disability claimapplicatims,the number of appointed representatives managing3Bair
workloadwith us electronically, atde number ofully electroniaisabilityclaimswvecomplete

We believe that the rising level of pending initial disability claims is unacceptahbhtend/&oi

reduce the number of pending claims below one million in FY 2011 and we are committed to
returning to our preecession pending level by FY 2014. Achieving this goal will take adequate
funding and hard work on the part of everyone at the aggacyhe course of the next several

years, but we believe that this is a goal we must pursue to fulfill our obligations to the American
public. Our strategy to reduce the initial disability claims pending level will include hiring and
overtime in the statBisability Determination Services that help usaimpletemore claims, as

well as improved online options and policy simplifications that will make adjudicating these claims
easier.
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Performance MeasureStrategic Objective 2.2

2.2a: Achieve the tget percentage of initial disability claims filed online
Fiscal Year 2010 2011

Target 25% 27%

FY 2009 Historical Performance

Fiscal Year 2009

Performance 21%

Data definition: The percentage of initial Social Security disability claims filed oriltme.
percentage is derived by dividing the number of initial Social Security disability claims filed online
by the total number of initial disability claims that could be filed online in the current fiscal year.

Data source:Executive and Managementniation Systetectronic Service Delivery, Localized
Management Information Report

Frequency reportedMonthly

2.2b: Achieve the target number of initial disability claims pending

Fiscal Year 2010 2011
Target 1,041,000 999,000
FY 2007 FY 2009 Hisorical Performance
Fiscal Year 2007 2008 2009
Performance 555,317 556,670 779,854

Data definition: The number of Social Security and Supplemental Security Income initial
disability claims pending in the Disability Determination Services and othey agmponents in
the current fiscal year.

Data source:National Disability Determination Services System and Disability Operational Data Store
Frequency reportedMonthly

Note: This is a new performance measure for FY 2010.

Social Security Aainistration
Annual Performance Plan for FY 2011 and
Revised-inal Performance Plan for FY 2010
Strategic Goal 2
25



Strategic Objetive2.3
Regularly update our disability policies and procedures

cannot continue to process claims as we have in the past. Over the yeafer,tasating

treatment of impairments filachanged. By comparison, the wayageest and receive

medical informatin to determinedisability has not changed in any fundamental
wayin years.

With the dramatic growtin the number of people applying for disability benefits, we

Therefore, & will update our disability policies and procedures and use automdtitboves

1 Adapt our systems télealth Information Technolog¥HIT): Obtaining medical
evicence is a critical and time consuming part of our disability determination process.
Each year, we request over 15 million medical records on behalf of our disability applicants
and store more than 400 million medical documents. In FY 2009, we becdinst the
government agency to use MNationwide Health Information Net(d1kN), the
Department of Health and Human Servicesd init
access electronic medical records. The NbttNides safe, secure, and almost
instartaneous access to medical records, thereby significantly shortening the time it takes
to make a disability decision. In partnership with MedVirginia, we use the NHIN to
obtain electronic medical records in some disability cases in Virginia. We willledoti
work with the Office of the National Coordinator for Health Information Technology,
MedVirginia, and other NHIN cooperative members to expand this effort.

Additionally, we are using $24 million of the resources we received unéleretiean Reeoy

and Reinvestment facexpand our use of HIT. We will award competitive contracts to fund
technological support to healthcare organizations that will provide us with medical records
through the NHIN. We expect to award contracts to health infolmnagxchanges, regional

health information organizations, general medical service providers and facilities, and specialty
care providers and facilities in early 2010.

Further, we will continue to collaborate with the Department of Health and Human Services
the Departrent of Veterans Affairs, othirderal and state agencies, health care providers, and
insurers, to develop uniform clinical coding and medical report formats to standardize
electronic storage and exchange of medical records. Such stamavdizatlow us to not

only identify disabling conditions quickly and automatically, but will allow us to search our vast
database of medical records to track trends in disability claims and design more objective
methods to identify disabling conditions.

9 Improve Return to Work ProgramsWe are continuing to improve otwo returnto work
programs: th&icket to WorRrograrandthe Vocational Rehabilitation (VR) Cost
Reimbursement Progfdnder theTicket to Work Prograve issu&ickets$o eligibke
disabled individuale&/ho, in turn, may choose to assigaitiTicket$o an Employment
Network (EN) to obtain employment servjdéR services, or other support services
In 2008, ve implemented new regulatioreisingthe Ticket to WorfRrograro provide
more incentives ant increase participationSince our new regulations were effective, we
have seen significant increases in return to work activity under the program. As of
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November 2009, over 273,000 beneficiariesThekktén use either wit an EN or

received services from a VR agency. The number of beneficiariEigketin use who
worked in calendar year 2008 increased by 39 percent (to nearly 97,000) over calendar
year 2007.

Over the nex® years, we will continue to promote pap@tion in theTickeprogram among
disabled individuals and service providetis our Work Incentive SeminartEQHSE)
WISEprovides individualeceivinglisability benefits with the information they will need to
assign theifickeand obtain tle necessary supports to return to worlke Wil continue to
recruit and train potential ENs by going into local commurtiti@form employers and other
partnersaboutthe advantaged becoming an EN.

In FY 2010, we will propose changes to the reguagioverning owocational Rehabilitation
Services Cost Reimburd@ogmainand request public comment on these chandeder the
VR rvices pgram, we pay state VR agertoi@sovide serviceso individualsreceiving
disability benefitthat will facilitatetheir ability to work. We have not modifideetVR
services prograna key component of our returmwork strategy, since the creation of the
Ticket to Work Progiarh999. We plan to make design changes that will egseater
coordinationbetweenandexpand the successlwfth programs. Specifically, we will
formalize the rules necessary to transition individuals from redéR/seyviceto longterm
EN support. With regulation changes thatill create amooth transitiorbetween théwo
programs, wexpect tancrease the likelihood that disabled individuals will \wokearn at a
level considerewd be gainful employment

We will also conduct research and demonstration projects to study ways to improve and
simplify our servicem@d address the varied needindfviduakwith disabilities.One project,
Benefit Offset National Demonstrailbdetermine the effect of alternate methods of treating
work activity in the Social Security Disability Insurance program. This pilthjitdww

individuals to experience a gradual reduction in their benefits, eliminating the abrupt loss of
cash benefits when a disabled individual works and earns over a specific amodi (for 20
individuals can earn up td $00a month unless they atdind, then the level i$1,640 a

month). Participants will maintain ongoing eligibility for health care benefits and other
supports linked t&ocial Security Disability Insuramdigibility.

Update ourListing of Impairments One of the most effege tools we have for adjudicating
disability claims is tHesting of Impairmenthich allows us to determinaif individualis

disabled when his or her impairment meets specified criteria, without the need to consider age,
education, or work experiea. TheListing of Impairmeintproves the consistency and
accuracy of our decisions throughout all levels of the disability process. Irbthedestwe

have published final regulations &of the 14 adult body systems so they now reflect updated
advancements in medicine and technology. We are on schedgwlietwandipdate as

neededall of the medicdlistingsverys yearswhichwill improve our ability to decide

whether a applicantmeets our criteria for disability benefif® supporthis initiative, we

have also entered into a partnership withltiséitute of Medheto establish a committee of
medical experts to assist us in ensuring thatigtiegare medically supportable, relevant, and
technologically current.
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Develop anOcaipational Information System\We rely on the occupational information

found in theDictionary of Occupational TI}¥T), produced by the Department of Labor, to

determine whether individuals can do their usual work or any other work in the U.S. economy

The Department of Labor no longer updates the DOT; consequentgveleped a lodgrm

strategy to creatmawOccupational Information Systensupport this effort, we established

an Occupational Information Development Advisory Panel, whidhteehaugural meeting

in February 2009. The Panel 6s mission is to p
on plans and activities to replace the Ddiihelp ugto create amwccupational information

systentailored specifically for ourgébilityprograms and decision process

Expediterequests for medical oerds Currently, we must obtain written authorization from
applicantdo send to their medical sources to acquire their medical records when they apply for
disability benefits. This weeth authorizations the single remaining paper document

currently required in our otherwise fully electronic disability case pratessill

continue to workjn collaboration with advocatde enabldandividualsapplying for

disability benefits to eleonically grant permission for us to obtain their medical records
rather than grant permission via a paper medical releaséhfmrnequires a wet signature
Moving away from an antiquated paper proedésseduce the burden on all parties

involved andorovide more timely decisions toalb$edapplicantswhile still protecting

the confidentiality of their personal information.

Develop aDisability Case Processing Systérhe Disability Case Processing Sydtaihow

us to move from 54 separate 8faisability Determination Servicegstems to a common,
uniform system for the entire natioil€urrently, eactstate Disability Determination
Servicebas its own unique processing systdncommon system will help us take
advantage of rapidly changinggktth care industry technologyovide the foundation for

a seamless electronic disability case processing systestuce our maintenance costs so
we can spend more on service improvemddts State Disability Determination Services
partners agredat we need a common systelm FY 2010we willcontinue towork

closely with them to develop requiremaarid design the new systein FY 2011, we

plan to start a phaséu roll out of the new system.

Employ theElectronic Claims Analysis To@CAT): We continue to refinea welased tool,
eCAT, to assist examiners in Disability Determination Serviciesmaking disability
determinations. This tool aids examiners in documenting, analyzing, and adjudicating
disability claims in accordance wotlr regulations and policies to yield consistent, policy
compliant outcomesWe are currentlysing eCAT in Disability Determination Services in
eightstates:Virginia, Connecticut, Colorad@elawareMichigan,New Jersey, North
Carolina,and Louisiana In FY 2010, we widlontinue toexpanduseof eCAT.

Reinstitute the Reconsideration Stefn FY 2000, we began a pilot in 10 states that

eliminated the reconsideration step as a way to streamline the disability adjudication process.
We plan to reinstute the reconsideration stepthese stateand we will begin the process in

FY 2011 in Michigan. This step will result in memgploymenin the MichiganDisability
Determination Serviceandit will help to reduce the hearing backlog in the stdtehias

one of the wathearing backlogs in the country. &lgwing individuals to receive a decision

on their cases at the reconsideration step, we will approve some individuals for benefits sooner,
and eliminate unnecessary hearings.
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2.3a: Update the medicdlisting of Impairments

Performance Masure--Strategic Objective 2.3

Fiscal Year 2010 2011
Develop and submit at least 3 Develop and submit at least 3
Target regulatory actions @ocial Securit] regulatory actions &@ocial Seayri
Rulings Rulings
FY 2009 Historical Performance
Fiscal Year 2009
Performance Develogdand submited8 regulatory actions @ocial Security Ruling

Data definition: Regulatory actions includevance Notice of Proposed Rulemaking, Notice of Proposed
Rule Miking, Final Rules Rulingor otherFederal Registetice. We will develop regulatory

actions oiSocial Security Ruliatzged to updating the medidastings of Impairmdats

publication in theFederal Register

Data source:Office of Retirent and Disability Policy Workplan
Frequency reportedAnnually

2.3b: Increase the percentagealfability claimsompletedusing Health Information

Technology
Fiscal Year 2010 2011
Target Establish Baseline 250% above FY 2010 baseline

Data Defintion: The percentagacrease in the number disability claimsompletedising
medrcal evidence gathered throughalth Information Technalegytheprior year

Data source:Medical Evidence Gathering and Analysis through Health Informagjon Technolo
(MEGAHIT) system

Frequency reportedMonthly

Note: This is a new performance measure for FY.2010
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STRATE

GIC GOAL 3;

IMPROVE OUR RETIREE AND OTHER CORE SERVICES

9 Achieve an online fili

applications by 2012
LongTerm

Outcomes
1 Improve telephone s
field offices; and

9 Further automate ou

1 Improve the clarity of our correspondence;

ng rate of 50 percent for retirement

ervice on our Natior80 Number and in our

r Social Security card application process.

and the economic downturn continues, an

s the bab$poom generation retires
unprecelentednumber of
Americangre filing claims for

disability and retirement benefits. In
addition tohanding retirement and
disability claims, we provide many other
core services, suchhasdling claims for
survivors and Supplemental Security
Income benfits; issuing new and
replacement Social SecuBgrcuritycards;
posting earnings t
handling calls to our National 800
Number and field offices; issuing annual
Social Security Statepsrdsserving the
public in our communitpased &ld

offices. To address the significant growt
in our workloads, we must transform the
way we deliver service by developing a v
range of online and automated services.
Our ultimate goal is to provide applicantg
and their representatives with the apilo

First Baby Boomer Applies Online for
Social Security

-

vide

Kathleen Casd¥irschlingrecognized as the

nationés first oblieeby bg

apply for a range of benefits and to updajeretirement application on October 15, 200

their records online.

Almost 4 million baby boomers became eligible
retire in 2009.
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Strategic Objectivad.1
Dramatically increase baby boon

average of 10,000 per day. With this wave of new applications, it is essential that we

provide multiple service options, which include easyrigsetly online and automated
servicesin FY 2009, w¢é aunched our national effort to promof
improved online application for retirement benefithich was a tremend®guccesdVe received
more than twice as many retirement claims online compared to the prior year, and we expect
further increasds FY 2010 and beyond.

N early 80 million baby boomers will file for retirement benefits over the next 20 aears

We are enhancing our online services with the following initiatives:

1 Refine Ready Retirement\We continue to enhance o&eadyRetiremeimitiative, which
will continue tostreamline thelaimsapplication processThis initiative is also expanding
the iClaimapplication, a tool that enables individuals to file electronicallyeiitrement
and dsability benefitérom the comfort and
convenience of their homes or officén iClaim Feedback from Individuals
averageandividuals are able to complete the Filing for Retirement
application in as little as 15 minufie$ar
shorter than the 45 minutes it often took to
complete the former online applicatioMuch
of this reduction stems from simplifying and
streamlining our policies and procedures. For A fit was all good. | have been try

A 7l was pleasantly surprised to fif
such an excellent and easy to fq
proces$reat Jab!

exampleiClaimonly asks questions pertinent get to an office somewhere, but|
to an applicanto6s pei s ohawn'tljsstdeadedttoseerift based on
information in our files (e.g., age, earnings, was a website where | couldap

citizenship, andnilitary service). A fGrat website layout. Easy to u

In FY 2010, we will implement another major and understand
release afClaim This release will enable users
to file anabbreviated Internet application fdledicare only benefitsSince the full retirement
age is now higher than age 65thmseborn after 1942, many people are interested in filing
for Medicare only while delaying their actual retirement benefits.

1 Expand the use of electronic data exchang&& will continue to explore opportunities
to increase electronic data exchangth the Sates and other government agencies to
eliminate the need for online filers to bring or mail us evidentiary documents, such as
birth and death certificates, proof of citizenship, Badms \W. Electronic data exchargye
transform the application proceBom paper to fully electronityus making it more
efficient and convenient.

1 Provide online tools to plan for retirementiWe have greatly improved the information
available to an individual who is trying to decide the optimum date for retirementiwith
Retirement Estimat®his quick and secure online financial planning tool eliminates the need
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to manually key in years of earnings
information and provides comparisons of
various retirement scenarios. We will contin
to refine and enhance oRetiement Estimator
based on feedback from users. We are alsog
developing a Spanish version of Retirement
Estimator

To encourage individuals close to retirementi
apply online for Social Security retirement
benefits, we will continue to expand on our
natonwide marketing camamn with actress
Patty Duke as the celebrity spokesperson. We currently have an instructi@adialD,
Security Online Retirement Appligatgiad to our website, as well as a WeliRadire Online:

I t 6 s athip:/Bvansypa.ssa.gov/webinars/webinarl.htiWe also have a page on
YouTubgttp://www.ba.ssa.gov/instructions/Online_Appditon/oa.htm. We will continue

t o s e-efthebfoxwt v e n u e sGoogkandndtional srganiziionsg@nd advocacy
group websites. We will refine our marketing techniques as we gain more experience and
feedback.

In addition, we are partneringith national organizations and advocacy groups to post

information about our online retirement services on their websites and in their newsletters and

trade magazines. We atsomarketing these online services at national conferences by
conducting preentations, disseminating relevant materials, and staffirigipigtt exhibits.

Performance MeasuresStrategic Objective 3.1

3.1a Percent of retirement and survivors claims recegaspletd up to the budgeted level
Fiscal Year 2010 2011
0 o)
Targe 100% 100%
(4,718000) (4590,000)
FY 2007 FY 20® Historical Performance
Fiscal Year 2007 2008 2009
100.7% 101.2% 104.4%
Performance
(3,863,813) (4,236,455) (4742,218

Data definition: The percent of retirement, survivors, and health insuraaicescieceipts
completedn the current fiscal year up to the budgeted number.

Data sourceWork Measurement Transitional Database
Frequency reportedMonthly

Note: This measure is alsé?eogram Performance Measure
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3.1b: Achieve the target percegtof retirement claims filed online
Fiscal Year 2010 2011

Target 38% 44%

FY 2009 Historical Performance

Fiscal Year 2009

Performance 32%

Data definition: The percentage of retirement claims filed online. The percentage is derived by
dividing the mmber of retirement claims filed online by the total number of retirement claims that
could be filed online in the fiscal year.

Data sourceExecutive and Management InformationEdgstemic Service Delivery, Localized
Management Information Report

Frequency reportedMonthly

Strategic Objectiva.2
Provide individuals with accurate, clear,tgdate information

that numbetto increase in the futureThese notices communicate decisions, payment,
and other important information, as wellia®rm individuals of their rights and
responsibilities under our programs,

Currently, wedssue approximatelp@ million notices to the publieach yeasind weexpect

including appeal rightsNe send out an Notice Improvements Initiative
averagef just over a million notices a day. Thjs initiative is a collaborative effort across
Bycomparison, about a quarterillion agency to improve customer &V Some
transactions are handled viar National examples of what we plan to do in FY 2010

800 Numberand over 100,000 individual$ include:
visit our field offices each day. Since, we _
communicate by written notice far more | 1 Restructure award and pestitlement

14

frequently than by any other means, it is notices and improve appeals language;
critical that our notices be clear, concise, ¢ Improve readability, clarity, tone, and
and easily understood. structure of overpayments notices;

We will continue to assess anprove 1 Restructure administrative law judge
our agency notices. These efforts includ heaing level decisional notices; and

targeting higlvolume, problematic notice : w ) _
and obtaining inpufor improvementrom | Determine the feasibility of online delive

those who receive our notices on how wi of notices to the general public.
can improve them.
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We are developing notice standards, clear writing gusleding a national notice clearance
process to ensure that the standards and guidelines are applied. Initial efforts have focused on
improving notices that advise individuals of the date of their hearing, as well as Supplemental
Security Income award anerdal noticesWe are undertaking stepsrt@mke our notices

accessible to people who are blind or visually impaired

Strategic Objectivd.3
Improve our telephone service

to the public.In FY 20090over85 million calls were placed to our National 800 Number.

In FY 2010, w expect the call volume to be close to thRYa2009.We assist callers by
answering questions they have about Social Security benefits, schedule appointments for them to
file claims, ohelp them obtain information from their Social Security record.

O ur telephone service remains a primary option for providing effective and efficient service

Individuals can also call to complete specific transactions, such as change of adlivess, add
changeof direct deposit, replaceent ofa Medicare carer requestor abenefit verifiation
statement. They can either speak to an agent or use our automated serigedisréispeech
recognitionthusallowing callers to speak their request into an interactivepvoinpt system.
Automated services reduce the time callers spendtivayiairough menu prompts and eror
prone, touchone commands.

In FY 2009 wecompletechearly67 million transactionsver the phone®f whichnearly 41
million were handled by our agents agdllion wereprocesstusing our automated services.

We will continue to enhance our automated telephone services so more individuals can successfully

complete their business with us by phdmeaddition, we will provide optimal call services by
implementing new technologies that help us forecast callaslamticipate staffing needs, and
better distribute incoming calls across the network so callers can reach an agent quickly.

In FY 2010, we will take on a number of initiatives to improve our National 800 Number and field
office telephone services.

Improvements to our National 800 Number services

1 Explore clicko-communicate technologyWe will conduct planning and analysis to explore
clicktocommunicate technologies, sucab Callbagkal s o cal l ed dAcl i ck
both online sefi¢ees and web technolog¥his technology widlllow National 800 Number
agents to adgdimetd wmserntsheiyn cfornaallct business

1 Replace our National 800 Number infrastructur&Ve will award and implemegitizens
Access Routingdeprise through 202BRE through 202@ replacement of our National
800 Number telecommunications infrastructure. This new contract, expected to be awarded in
April 2010, will replace two existing contraatd providea Voice over Internet Protdco
(VolP) solution. Implementation is expected to take 12 months after the contract is awarded.
The new infrastructure will include features that will allow us to keep pace with industry
standards while also providing a flexible and scalable archigeatypiatform for future
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growth and enhancements in voice automatimmsallowing us to support callers in new
ways. The new VolIP solution will enable current teleservice centers to evolve into multi
channelContact Centers staffed by mghiannetapake agents. Examples of these new
contact channels include future initiatives such as+{0litklk, Web Chat, Web
Collaboration, Web Call Back, and Email.

1 Open new teleservice centée will work with the General Services Administration to build
a newteleservice center in Jackson, Tennessee, the first new call center to be opened in more
than a decade. This center will improve service to the millions of Americans who call our toll
free National 800 Number and will open in FY 2011.

Improvements to otfield office telephone services

1 Expand forwarebn-busy: We will expand technology to offer field office callesnetteive a
busy signahe option of transferring to the National 800 Number where they will have access
to an agent or automated ajogliion services.

1 Expand theTelephone Service Replacement Projaliie will continue implementing the
Telephone Service ReplacemenaPnojégear replacement of our aged local sadmk
telephone systeritsoverl,400 field offices and hearindfioés across the countifhe new
telephone system includésice over Internet PraofdotP). VolP is a single system that carries
voice and data over one line, saves administrative costs, and supports future technological
improvements. VolIP providasiew capability toreute calls during disasters and other
emergenci es. 't will also enable us to test f
individuals to our telephone agents who can help them while they are conducting business
online.

Performance MeasuresStrategic Objective 3.3

3.3a: Achieve the target speed in answering National 800 Number calls
Fiscal Year 2010 2011

Target 269 seconds 264 seconds

FY 20071 FY 20® Historical Performance
Fiscal Year 2007 2008 200

Performance 250 seconds 326 seconds 245seconds

Data definition: Speed of answer is calculated by dividing the wait time of all National

800 Number calls by the number of all National 800 Number calls answered in the fiscal year.
Wait time begins from thiéme the caller is transferred to an agent (in queue) until an agent
answers the call.

Data source:Report generated by Cisco router software

Frequency reportedMonthly
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3.3b: Achieve the target busy rate for National 800 Number calls

Fiscal Year 2010 2011
Target 8% 7%
FY 200 i FY 2009istorical Performance
Fiscal Year 2007 2008 200
Performance 8% 10% 8%

Data definition: The busy rate is calculated as timlper of National 800 Number busy messages
divided by the number of National 800 Nben calls offered to agents in the fiscal yEae.caller

receives a busy message when an agent is not available to answer the call because the queue has
reached its maximum capacity of waiting calls. When this happens, we instruct the individual to
cal back later.

Data source:Report generated by Cisco router software
Frequency reportedMonthly

Strategic Objectivd.4
Improve service for individuals who visit our field offices

have a new initiativie Space Modernization and Rec&mnsformatibithat will improve

our field office reception areas and use new technologies to provide additional services to
accommodate the increasing number of individuals who visit us each day. Under this initiative, we
are incorporating new redam area features and designs to make visiting our offices a better
experience. For individuals who live in remote areas and find it difficult to visit a field office, we
are expanding our ability to serve them by using video techndlagultimate gal of this
initiative is to lay the groundwork for tB&A Office of the FutuFe support this initiative, we
will:

O ur field offices are our front door for the American public. To better serve the public, we

1 Improve field office reception and interview ared¥e are redesigning our reception and
interview areas to improve privacy and confidity for visitors to conduct their business.
We are installing eatmyread digital signs to inform visitors where to go for service, as well as
providing a more welcoming and accommaodating look.

1 Pilot selthelp personal computersiVe are continuingad pilot this initiative in field offices
across the country. Sled#fip personal computers offer visitors access to a personal computer in
our reception area to use our online services as an alternative to waiting for an interview with
field office persorgl. It provides an option for individuals who may not have access to a
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personal computer at home. For visitors using these computers, we will provide a wide range
of support services as they complete their transactions online, such as instructisreidideo
employees offering technical assistance. The standard is for pilot offices to have at least two
selthelp personal computers available. We currentlydpgpreximately 6€eld offices

offering this service.

Provide Social Security TViNe will cantinue to pilotSocial Security iffield offices The

televisions run informational broadcasts in reception areas to provide office visitors with
information about our programs and services, such as what documents they need to apply for
benefits or a&ial Security NumbelSocial Security iR¢orporates sound, video, and

graphics to keep the public interested and focused on the presentation. It provides service to a
broad customer base by communicating information in different languages, sudistas Eng
Spanish, and RussialVe will expand its use to approximately 300 more offices in FY 2010.

Expand video service deliveryhere are a number of ways individuals can do business with

us. Today individuals can visit a local field office, call byephod even complete many

business transactions online. We are testing another method for the public to do business with
us by using redime video conferencing. We are piloting video service delivery to conduct

video interviews with members of the lpuim other field offices or third party sites, such as
hospitals, community centers, libraries, Indian reservations, and the Veterans Administration

in Puerto Rico. Our experience thus far has been very successful. Our employees can conduct
interviewdaceoface even when they are miles away, thereby offering the public a convenient
and lowcost option to obtain a full range of our services. We will continue to test video
conferencing across the country and examine the feasibility of expandmdpitsnasviduals

living abroad.
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Performance MeasureStrategic Objective 3.4

3.4a: Percent of individuals who do business with SSA rating the overall services as

Afexcellent, 0 Avery good, 0 or fAgoodo
Fiscal Year 2010 2011
Target 83.5% 83.5%
FY 2®77 FY 20® Historical Performance*
Fiscal Year 2007 2008 2009
Performance 81% 81% 81%

Data definition: The percent is derived by dividing the number of respondents who rate overall
service as fAgood, 0 Av-ponyscaparmgi g offr diaxftex d elnlt &n f
pooro in the fiscal year by the total number of

Data source Overall satisfaction rating is based on Service Satisfaction SuNagicnaf

800 Number callers; field office callers; visitors to fieltbefind hearings offices; and, starting in
FY 2009individuals who filed an application online. Additional cohorts of individuals using
transactional Internet services are to be added incrementally each year fromFY 2013 in

the following categi@s: changes to beneficiary records; completion of medical forms; and
information requests (such as request for benefit verification.)

Frequency reportedAnnually

*Note: Prior to FY 209, historical data included surveys of National 800 Numbers;diédd
office callers, and visitors to field offices and hearing officesstalying inFY 2@9 and
continuing in FY 2010we expanded the data source to incindiduals who filed an
application online.

Note: This measure is als¢?eogram Parfance Measure
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Strategic Objectivd.5
Process our Social Security Number workload more effectively and efficis

Security card applications. We also verify Social Security N@g®iEsore than one
billion times a year through a variety of electronic exebamith public and private
organizations. The process of assigning Social Security Numbers and issuing Social Seésurity cards
referred to as enumeration. This workload is highly sensitive and often camplewst develop
efficient ways to handle shivorkload electronically to meet the increased enumeration workloads.
To accomplish this, we will implement features of a plan we have developed, refe@aitko as
Simple, and Safe $8hdesigned to reduce the burden on the public as we impr@edficiency
of our process through automation:

I ach year weompleteapproximately 6 million original and 12 million replacement Social

1 Strengthen theSocial Security Number Application ProcéSSNAP) Our employees
currently use two systemstmpleteSocial Security card requests. $B&ARnitiative will
combine the functionality fro the two systems into a single fa&ted application that
ensures the integrity of the enumeration proc8S&AFRs nowavailable irb57field offices
and2 foreign service pastWe will fully implement SSNAP in all field offickEseign service
poss, and teleservice center§&20D.

1 Launch anOnline Replacement Card Starter Ki¥Ne plan to launch a®nline Replacement
Card Starter Kit FY 2010.1t will allow members of the public $tart the process of applying
for a replacement Social Setucard online atvww.socialsecurity.goweither English or
Spanish.Individuals must be applying for themselves and have a U.S. mailing addoess.
the online applicatioms completed and submitteil will be stored in our records for a period
of time, which is still to be determineApplicantswill be advised about the required
documentation and the nearest field office or Social Security Card Center to visit to complete
the processOnce the requid documentation is receiveidld office personnel will access the
online information anccompletehe application as usuahpplicants will receive their
replacement casih the mail within 14 daysThis process makes the replacement card process
more efficient by reducing the amount of time it would normally take to collect required
information and documentation during the field office or Card Center interview.

1 Expand use o&ocial Security Number Verification Servi€8SNVS)The SSNVS allows
empbyers to determine, almost instantaneously, if the reported name and Social Security
Number of an employee matches our records. We will work with the business community to
encourage additional employers and private sector companies to use this S&iViSewils
help minimize fraud and ensure the accuracy
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1 Provide central locations tbandleSocial Security Number applicationgve currently have
seven Social Security Card Centers located throughout the counti@ar@in@enters
streamline and improve the integrity and

stewardship of theSBl assignment process. Our Social Security Card Center
Because of their specialized expertise, Card

Center employee®mpleteapplications for We currently have offices located in:
original SSNs and replacement cards with a hi Brooklyn,NY

degree of integrityffeeiency, and expertise.

Applicants for a new or replacement card have Las Vegas, W

shorter wait times in the Card Centers than in Orlando, FL

the field offices. Moreover, because the Card
Centers handle much of tl&SNworkload,
nearby field offices can focus on other critical
activities, which results in quicker, more efficie
services in field offices located in proximity to 1
Card Centers. We plan to open additdGard
Centers in FYs 2010 and 2011.

1 Support E-Verify. We will continue to support : ,
EVerify a Departmendf Homeland Security T Zr\ylggﬁrl]phg’{ggfg South Bromx;
program that allows employers to electronical 9
verify the employment eligibility status of new| § Manhattan, NY during FY 2011
hired employeesThe EVerifysystem checks the
information employers submit about an
employee against our records and then notifietogeg if the data is consistent with our
records. For noaitizensEVerifyalso checks Department of Homeland Security immigration
databases to verify work authorization status. Employerkigerdfhas grown significantly
over the last 5 years FY 2009, we handlegpproximatel®.4 million queries. In FY 2010,
we expecEVerifyto handleabout 2 million queries. In FY 2011, we expedferifyto handle
more than 12 million queries.

North Phoenix, X
Downtown Phoenix, AZ
QueensNY
Sacramento, &

= = = = = = =

We plan to operCard CGentesin:

1 ExpandEnumerationat£ntry (EAE): Currently, this proggm allows aliens age 18 or older to
apply for a SNwith the Department of State or the Department of Homeland Security when
they arrive in the U.S. As a result of ongoing collaboration with these ageRte€09, we
expanced EAEto handlerequestsdr children under the age of 18 who have applied for
immigrant visas and &8. In FY 2010, we plan to improve the current EAE process by
implementing additional systems checks to prevent the issuance of nsNipted®xpand
our management informatiarapabilities. We are proactively working with the Department of
Homeland Security to expand the classifications otitiaans, including individuals applying
for admission to the United States who are under certaifinmoigration visa classifications.
These planned improvements will eliminate opportunities for fraud and reduce the number of
EAE problem cases.

1 Implement use ofdufo Cards We will work with the Department of Homeland Security to
support their transmission of data directly to our ematien system, which will allow us to
automatically and securely assig8M&hd issue a Social Security card without field office
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action for certain changes in alien and citizenship status. The new process will be available for
three categories of indivals: 1) noimmigrantge.g., individuals in the United States with a

valid visitor visa¥hose status changes to permanent resident status;cjzems applying

for a work permit for the first time; and 3) individuals who become naturalizesciti¥e

plan to begin development for this mykar initiative in FY 2010.

Performance MeasureStrategic Objective 3.5

3.5a: Achieve the target percentage for correctly assigning original Social Security Numbers
Fiscal Year 2010 2011

Target 99% 99%

FY 2008 FY 200%istorical Performance*

Fiscal Year 2008 2009

Performance 100% AvailableMay2010

Data definition: The percentage is derived using a statistically valid sample of original Social Security
Numbers assigned in the fiscal yeare fitmber of correctly assigr&atial Security Numbers is

divided by the total number sampled. We consider the Social Security Number assigned correctly
when: 1) the individual did not receive a Social Security Number that belongs to someone else; 2) the
individual did not receive more than one Social Security Number, except where permitted; and 3) the
individual is eligible to receive a Social Security Number based on supporting documentation.

Data source:Enumeration Quality Review

Frequency reporid Annually

*Note: In FY 2008historical data for the number of Social Security Numbers issued free of critical
error included Aif the applicant had more than
cross ef erenced. 0 T h eance le\eels were décr@asep ddgianihg ip EYr2008 r m

was that we changed the definition of what we considered to be a correctly assigned Social Security
Number. In FY 2009, historical data will include correct assignment of a Social Security Number if

the individual does not receive more than one Social Security Number. Beginning in FY 2010, we
changed the data definition to includerrect assignment 8bcial Security Numbdfghe

individual did not receive more than one Social Security Number, exceptpeaiaitted.
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STRATEGIC GOAL 4:
PRESERVE THEPUBLIC B TRUST IN OUR PROGRAMS

1 Minimize improper payments;
LongTerm 1 Improve protection of personally identifiable information;
Outcomes 1 Increase the electronidihg of wage reports;

{ Strengthen our efforts to protect program dollars from waste, frau
and abuse; and

fl ncrease the use of fAgreeno s

the public with our ongoing investment in program integrity activities. The gradual
expansion of our workloads and the recent surge in claims caused by the aging of the baby
boomers and the economic downturn present major challenges to our stewardship and service
missions.In FY 2009 we paicapproximatel§p6 million individualsmore han$700 billion in
Social Security and Supplemental Security Income payments. We must have policies and core
processes in place to ensure we pay benefits accurately andnthayninister our programs
efficiently and effectivelyVe take our stewastip of these programs serioushdwe will
continue to demonstrateur commitment to sound management practié¥s.work
collaboratively with our federal, state, and local partners to identify improper payments. We also
conduct ongoing, extensive es to not only confirm that individuals receive the benefits they
are due, but also to maintain public confidence that we protect and properly manage our resources
and program dollars.

To preserve the publicdés trust in our programs

Strategic Objectivé.1l
Curb improper payments

payments. As stewards of the programs entrusted to us, we must ensure that we pay
individuals the correct amountneither overpaying nor underpaying them. To
accomplish this, we will undertake projects with the greatest pdtentipkove program integrity
across three fronts to: 1) detect improper payments; 2) prevent improper payments; and 3) collect
debt.

O ur program integrity workloads are critical to ensuringuvefirograms and accurate
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Detect improper payments

To ensure that we pay program benefits only to those individuals who continue to be disabled o
have ongoing eligibility for benefits, we pelisist in our effort® increase program integrity levels
by continuing to:

1 Conduct Supplemental Security Income redeterminatioSaipplemental Security Income is
a meardested program that providesttassistance to aged, blind, and disabled individuals
with limited income and resources. Once individuals are eligible
these benefits, changes in their living arrangements or in the amg
of their income or resources can affect their ongoing eligfbil or
the amount of their benefit. In order émsurethat we are making
accurate Supplemental Security Income payments to eligible
individuals, we conduct periodic reviews or redeterminations.
Redeterminations ensetthat individuals receiving Supmental
Security Income are paid the correct amount based emedical
factors of eligibilityThey are a proven investmelite currently
estimatahat redeterminationsave a return on investment over 10 e,
years of &in program savings for each $Inspimcluding savings accruing to Medlcanﬂ
FY 2010, we expect to conduct 2,422,000 Supplemental Security Income redeterminations, an
increase afmore than 69M0O0 over FY 200@nd we plan to maintain the higher level in
FY 2011

9 Perform ContinuingDisability Reviews (CDR)To ensure we pay disability benefits only to
those who continue to meet our medical requirements, we periodically conduct CDRs. We
have found that CDRs are highly productive; every $1 apeZiDRsproduces a $10 return.

To male this process even more efficient, we continue to refine the CDR mailer/statistical
scoring model to screen cases and identify tdassdor which a full medical review would

not be coseffective. We then conduct full medical CDRs for the remainsesddle are

also implementingn electronic CDR process, which increases our speed and productivity
compared to a paper CDR procelssFY 2010 and FY 2011, we plan to increase the volume
of periodic medical CDRs, helping us continue to reverse a treleglining CDRs.

Prevent improper payments

To avoid improper payment of benefits through the use of technology, we will:

1 Expand theAccess to Financial éitutionsinitiative: In the Supplemental Security Income
program, resources in undisclosed fai@raccounts are a factor contributing to many
overpayments. We will expand use of an electronic process, kifmersssto Financial
Institutiongo check account balances directly with financial institutions. To date, we have
implementedAccess tanBncialnstitutions three statet California, New Jersey, and New
York. We will expand this project to more states in FY 2010, with the ultimate goal of
nationwide implementation.

1 Promote use of theSuypplemental Security Income Telephone Wage Reépgaystem
(SSITWR): Wages continue to be a major source of payment error in the Supplemental
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Security Income program because we do not always receive accurate or timely monthly wage
information. We have made it easier for individuals and their repa&gsergayeds

individuals or organizations who receive Supplemental Security Income benefits on behalf of
others who cannot manage their own bengfitho are willing and able to report monthly

wages through an automated telephone system. The SSITiwRteb the need for

individuals to mail or bring copies of their pay slips into their local field offices and requires
minimal intervention from our employees. We encourage individuals receiving Supplemental
Security Income payments to report their waigethe SSITWR, and we will provide them

with training on how to use the system.

Collect debt

To continue to carefully manage program dollars by collectingwiebgl:

1 Enhance overpayment collection efforté/e recover Social Security &upplematal
Security Incomdebt from the overpaid individual. We also recover debt from a representative
payee who is liable for the overpayment. To recover debt, we withhold current benefit
payments from the individual. Debt is more difficult to recoup banefits end; therefore,
we make every effort to identify and collect debt as soon as possible. If the overpaid individual
no longer receives benefits, we offer the opportunity to repay debt via monthly installment
payments. If a repayment agreementatdom arranged, we withhold debt from a variety of
sources including federal tax refunds, federal annuities, and wages. We will enhance our debt
collectionby usingpffset of state payments, including state tax refuifdsare planning to
implement sevatadditionaldebt collection tools, such @sargingadministrative fees and
intereston debts.
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Performance MeasuresStrategic Objective 4.1

4.1a: Completethe budgeted number of Supplemental Security Income-disability
redeterminations

Fiscalyear 2010 2011
Target 2,422,000 2,422,000
FY 2007 FY 20® Historical Performance
Fiscal Year 2007 2008 2009
Performance 1,038,948 1,220,664 1,730,575

Data definition: The number of nowlisabilitySupplemental Security Income redeterminations
compktedin the fiscal year up to the target. This number includes scheduled and unscheduled

reviews, as well as targeted redeterminations.

Data source:Redetermination Service Delivery Ghgpatitie_imited Issue Service Delivery Objective

ReportPoseligibility Operational Data Store

Frequency reportedMonthly

4.1b: Completethe budgeted number of continuing disability reviews

Fiscal Year 2010 2011
Target 954,000 1,388,000
FY 2007 FY 20® Historical Performance
Fiscal Year 2007 2008 2000
Performance 764,852 1,091,303 1,101,983

Data definition: The rumber of continuing disability revie(@DRs)compleed in the fiscal year
up to the targetThis number includes medical revi@ompletedy the Disability Determination
Services and otheraagy components, reviews conducted by questionnaires (mailers) that do not
require a medical review, and cases where we initiated a review but one was not conducted because
the individual failed to cooperate
Note:
FY 2011 target of 188,000 include860,000medicalCDRs andapproximately,028,000 mailershat
do not require a medical review
FY 2010 target 053,000 includes 329,00@edicalCDRs and approximate$25,000 mailershat do
not require a medical review
FY 2®@9 performancef 1,101,983includes316,960medicalCDRs and785,023mailershat did not
require a medical review
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FY 2008 performance ©f091,303ncludes245,388medical CDR&ind845,915mailersthat did not
require a medical review

FY 2007 performance of 764,852 inclugle,87 medical CDRs anfi57,215mailerghat dd not
requireamedical review

Data source:Continuing Disability Review Tracking Files
Frequency reportedMonthly

4.1c: Percent of Supplemental Security Income payments free of overpayment (O/P)
and undermyment (U/P) error

Overpayment Accuracy Rate

Fiscal Year 2010 2011

Target 91% 91.5%

FY 2007 FY 20® Historical Performance

Fiscal Year 2007 2008 200

Performance 90.9% 89.7% Available Jue 2010

Underpayment Accuracy Rate

Fiscal Year 2010 2011

Target 98.8% 98.8%

FY 2001 FY 20® Historical Performance

Fiscal Year 2007 2008 20

Performance 98.5% 98.3% Available Joe 2010

Data definition: The Supplemental Security Income payment accuracy rate free of overpayment and
underpayment error is deteimad by an annual review of a statistically valid sample of the beneficiary
rolls. The payment accuracy is based on amedical review of sampled individuals receiving
Supplemental Security Incopayments during the fiscal year. The overpayment@ccateis

determined by dividing the total overpayment error dollars by the total dollars paid for the fiscal year
and subtracting this percentage from 100 percent. The underpayment accuracy rate is determined by
dividing the total underpayment error Bo$ by the total dollars paid for the fiscal year and subtracting
this percentage from 100 percent

Data source:Supplemental Security Irétawardship Report
Frequency reportedAnnually
Note: This measure is alsé?eogram Performance Measure
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4.1d: Rercent of OldAge, Survivors, and Disability Insurance payments free of overpayment
(O/P) and underpayment (U/P) error

Overpayment Accuracy Rate
Fiscal Year 2010 2011

Target 99.8% 99.8%

FY 2007 FY 20® Historical Performance

Fiscal Year 2007 2008 2009

Performance 99.8% 99.7% Available Jue 2010

Underpayment Accuracy Rate
Fiscal Year 2010 2011

Target 99.8% 99.8%

FY 2007 FY 20® Historical Performance

Fiscal Year 2007 2008 2009

Performance 99.9% 99.9% Available Jue 2010

Data definition: The Old-Age, Survivors, and Disability Insura(@ASDI) payment accuracy rate
free of overpayment and underpayment error is determined by an annual review of a statistically
valid sample of the beneficiary rolldie payment accuracy is based onramedical review of

sampled individuals receiving OASDI payments during the fiscal'fieasverpayment accuracy

rate is determined by dividing the total overpayment error dollars by the total dollars paid for the fiscal
year and subtracting this percaage from 100 percent. The underpayment accuracy rate is determined
by dividing the total underpayment error dollars by the total dollars paid for the fiscal year and
subtracting this percentage from 100 percent

Data source:OldAge, Survivors, and Disalmsuranc&ewardship Report
Frequency reportedAnnually

Note: This measure is alsé?eogram Performance Measure
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Strategic Olgctive4.2
Ensure privacy and security of personal information

Cince the enactment of th@ocial Security Act.935, one of our prioritiebas been
protecting the privacy of personally itifiable information in our recordsPrivacy
protection was the subject of our first regulation in 1936. The regulation details our
privacy policy and the permissible disclosures of personally identifiable information. It also
reflects our commitment tmaintaining the confidentiality and integrity of such information.

As we continue to safeguard personal information, we will improve our encryption practices
for data moving outside our facilities and networks, train employees and contractors and hold
them accountable for safeguarding personally identifiable information with which they work,
and strictly control access to systems containing such information. We will also conduct
rigorous annual security reviews of our systems and programs, and ehsuireciiza

exchange activities adhere to the National Institute of Standards and Technology
requirements.

To further ensure privacy and security of personal information, we will:

1 Develop authentication solutionsThe public expects and deserves a seonionment
when they conduct business with us online and on the teleplanprovide a secure
environment, we must authenticate, with certainty, that we are conducting business with
the individual he or she claims to bé&/e are building stronger autitecation methods to
support new and improved Internet and automated telephone applications while appropriately
protecting personal informatiorBased on public feedback, we will strengthen our passwords
to better conform to industry standards.

In FY 2@.0, we will implement a new authentication solution to provide appointed

representatives, who act on behalf of individuals who file for benefits, with secure access to

their clientsd electronic fil es.ntativeSftexter succes
enabled cell phone numrs.Pr i or to accessing their clientso
must enter a user identification number, password, andiag¢egaged password. The text

messaged password will change with each acceps, aiteviding an additional layer of

security to appropriately protect the personal information of their client.

In an effort to improve our authentication protocols, we will continue to conduct public
surveys and perform benchmarking with privaterdegsinesses and other government
agenciesin FY 2011, we will begin using a combination of SSA and external data to more
accurately identify individuals who want to do business with us owWiaere strengthening
our current authentication methods émsure they continue to meet federal standards to
protect personal information.

1 Comply with the Federal Information Security Management Act of 200Me report
annually to the Office of Management and Budget and to Congress on our ability to
safeguard imrmation security programs and practidesuding personally identifiable
information. Wecomplywith requirement$ound in the Federal Information Security
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Management AcBee Appendix C for more information about Bexleral Information
Security Magament Act

1 Inform the public: Through notices in th€ederal Registee will continue to inform ta
public and invite their comments about our authority for collecting and using personal
information; rules governing the maintenance of personal infarmathat possible
disclosures might be made of the information; and how to access, amend, or correct
information we have in our records.

9 Conduct Privacy Impact Assessmentle arecommitted to protecting the privacy of
individuals who interact with ug\s directed by thEGovernment Act of 2082 conduct
reviews of how personal information is handled when we use electronic systems to collect
information, or when we develop or buy new systems to handle collections of personally
identifiable informatin. TheEGovernment Aadso directs us to describe how we handle
information individuals provide electronically so that personal information is prot¥¢eed.
will continue to publish assessmenthtip://www.socialsecurity.gov/foia/html/pia.htm

Strategic Objectivéd.3
Maintain accurate earnings records

n FY 2009, weompletedand postd morethan 26thi | | i on reports of earnin

records. We base Soci al Security benefit amou

critical that we maintain accurate earnings records and credi e
the correct amount of earnings to the right person. Maintaining
accurate earnings records is resource intensiegirgicomplex,
and it isvital to the administration of our programs. We make
every effort to ensure employers and workers have the tools to
report wages accurately and to correct any migtakes earnings
records Despite these efforts, since 1937, unreported name
changes, employer errors, and misuse of Social Security Blumhb
have resulted in9 million wage items (representing o&3%
billion in earnings) that <ca
earnings records. We place these unposted wage items in the
Earnings Suspense File. Each year we review the EarningseStigpand attempt to match
wage items with the correct workerds earnings re
items in the Earnings Suspense File, for a total of over $1 billion in earnings, which were matched
with the corrgsedordwor ker 6s earnin

%

erly pos
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Other efforts we will take to ensure the accuracy of earnings records include:

1 Issue annualSocial Security Statemeniéle will continue to issue the ann&dcial Security
Statemenas required by lawo individuals can review their eags record for accuracy and
completenessaWe mail theStatemei all workers age 25 and older who are not yet receiving
Social Security benefits. Thecial Security Stateardaies 2 to 3 months before an
i ndividual 6s bi r tshoharyetirementtdisgbilityp and sdireivor bengfitsi mat e
based on their Social Security tax contributionshafhgsindividuals and their families plan
for their financial future. More information is available at
http://www.socialsecurity.gov/mystatement/

In FY 2009, we completely redesigned the ingeairiking of retirintfit we send to workers

age 55 and older, which highlights retirement age considerations, theRatiieenent

Estimatg and the ease of filing online. We also began including an Wéext,young workers
should know about Social Security antbsawaniers ages-35, which provides information
about retirement planning and includes a chart illustrating the bepéfaving. In FY 201

we will issue approximatelydlillion Social Security Statem@&otsnaximize the usefulness

of the Statemenive will conduct formal surveys and meet with the public to solicit their
feedback on its design and content. Wkeuse the feedback to make necessary revisions and
enhancements.

1 Increase electronic wage report filing/e will continue to work toward eliminating paper
wage reports while migrating to an electronic earnings record process. Annually, we receive
over 8 million paper wage reports from approximagedymillion employers. Since paper
wage reports are more efpoone, labor intensive, and expensiveamplete we will continue
to encourage employers to Bssiness Services Qaliile Forms W for their employees
electronically. We will inform employers about electronic wage reporting through online
information and resources, promotional materials, payroll conferences, articles in trade
publications, and direct contact. Additionally, we contiougork with the Internal Revenue
Service to improve all aspects of wage reporting.

1 Implement Earnings.: The Next Generatianitiative: Our earnings systentast modernized
in 1994, involve manual processes that tfamerrorprone and poorly suitedfr t oday 6 s
Internet environment. We are redesigning our systetransform our earnings process from
paper to electronic. Some benefits of this redesign include timely wage postings, increased
accuracy of posted earnings, and better Social SecuribeNuenification.In FY 2010, we
will begin modernizing thgystem that processesamiployment earningss avell as unifying
the multiplesystems that process corrections to earnings records. For Fxe28lah to
begin analysis of the system thratpsses Form ¢, completenodernization othe system
that processes seffiployment income, and continteimprove our earnings corrections
processes.
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Performance MeasureStrategic Objective 4.3

4.3a: Reduce the target percentage of paper FokW2 completed
Fiscal Year 2010 2011

Target 17% 16.5%

FY 2009 Historical Performance

Fiscal Year 2009

Performance 16%

Data definition: The percentage of pagesrms W processed to completioThe percentage is
derived by dividing the number cderForms W processed to completidwy the total number of
Forms W processed to completion

Data source:Earnings Modernization Operational Data Store Management Information Reports

Frequency reportedAnnually

Strategic Objectivd.4
Simplify and streamline how we do our work

0 meet the challenges of ounwing workloads and provide the best service possible, we
will simplify and streamline our policies and procedures, as weiViag more obur
business processes to an electronic environment. Our processes, policies, and regulatory
and statutory requeéments are often complicateslwell adifficult to administer anéxplain
Moreover, years of legislation and litigation have increased our responsibilities and made our
requirements even more complex. We will work with Congress and stakeholdetgytavidgs
to simplify our statutory and regulatory requirements. Initiatives to support these efforts include:

1 Develop legislative proposals through the Legis Teafa:have established an agemiclg
collaborative processdevelodegislative proposathat affect our programs. Our focus is
twofold: 1) enhancing the equity and adequacy of our programs, and 2) simplifying and
streamlining policy. The Legis Team | | devel op proposals for the
consideration with input from all agencymmonents. This effort will ensure that we identify
every opportunity for policy improvement and provide Congress with substantive and viable
proposals to consider.
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1 Expand the use of théntegrated Disability Procesbhe Integrated Disability Prasessulti-
component initiative, chaired by agency executives, which will resolve important disability
policy and procedural issues. This initiative will also help us address differences and difficulties
in the application of disability policy and procedates| decisioimaking levels. Through
innovation and collaboration, tHategrated Disability Proeassis working to simplify, clarify,
and streamline some of the most complex policy issues in our disability programs.

Strategic Objectivd.5
Protect our programs from waste, €rd, and abuse

obtain benefits through fraud and abud®e also collaborate with other federal

agencies to investigate and prosecute fraud, expand forensic computer crime detection
capabilities, and strengthenudaprevention by adding new checks and balances in our processes.
We will continugto protect our progranthrough the following activities:

We maintain a strong detiéen and prevention program to defggrsons who seek to

1 Ensure the integrity of ouAnnual Financial StatementAs mandated by th€hief Financial
Officers Act of 193ach yeaour Inspector General (IG), or an independent external auditor
as determined by the IG, audits our financial statements in accordance with applicable
standards We strive to obtain an unqualified audit opiniohichattests to the fair
presentabn of our financial statement, and demonstrates the discipline and accountability
essential to our responsibilities as stewards of Social Security funds. This opinion assures the
public and Congress that: 1) our financial statements conform to gesxeafited
accounting principles; ®ur internal controls over financial reporting are operating effegtively
and 3) we are in compliance with laws and regulations governing use of budgetary authority.

1 Expand our Cooperative Disability Investigation (TProgram: We will continue to work
collaboratively witbur Office of the Inspector General, State Disability Determination
Services, and state and local law enforcement to resolve allegations of fraud in our disability
programs. Our CDI program is oakour most successful afnéiud initiatives and has
contributed to more than $2 billion IBSA and no#®SAprogram savings over the last
11 years. We plan to open two new CDI units in both FYs 2010 and 2011. These new units,
along with our current 2GDI units, will help us prevent payments to individuals who are not
disabled, terminate payments to those who have failed to report medical improvement or work
activity, and stop payments to those who should have not received disability benefits.

1 Conduct Onsite Security Control and Audit ReviewgVe will continue to conduct ongoing
Onsite Security Control and Audit Retvadives ourfield offices, teleservice centers, processing
centers, Disability Determination Services, and hearing edfieesue that theyollow
established policies and procedures and that management controls are in place to deter and
detect waste, fraud, and abuse. The reviews identify anyproegmturaproblems before
they lead to material weaknesa#e. require office nmeagers to submit a corrective action
plan providing details on the actions they will take to correct each deficiency cited during the
review. We also monitor corrective actions to engeiagldress each deficiency.
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Performance MeasureStrategic Olgctive 4.5

4. 5a: Receive an unqualified audit opinion
Fiscal Year 2010 2011
Target Receive an unqualified opinion Receive an unqualified opinion

FY 2007 - 2009 Historical Performance

Fiscal Year 2007 2008 2009

Performane Received an unqualified opinion

Data definition: The receipt of an unqualified audit opinion from an independent auditor. An
independent auditor determines that agency financial statements are presented fairly, in all material
respects, and conforma&ocounting principles generally accepted in the United States of America.

Data source:The independent auditor report

Frequency reportedAnnually
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Strategic Objectivd.6
Use figreeno solutions to i

manner through energy and waste conservation. We began
recycling and purchasing energy efficient lighting, electronics, and
appliances befokexecutive Order 13488engthening Federal Environment,
Energy, and Transportation Managdineebtd Federal agencies to improve
their environmental, energy, and transportation proce€seshundred
percent obur new vehicle purchasare alternative fuel vehicldsationwide,
we have converted over 60 percent of ourdigtyt vehicles to alternag fuel
vehicles, and at Headquarters, we have converted 80 percent of these vehicles.
We will continue to meet thexecutive Ordeguirements to increase consumption of alternative
fuels by 10 percent and reduce
petroleum consumption by 2 percer——_ _ - )
annually. At Headquarters, we iGoi ng Gur8oatheastem Program Service Cents
continue to share our improvement
with other federal agencies by
allowing them access to alternative
fuel pumps that we have installed.

We have a responsibility to the public to conduct business in an environnfgatally

L

We are making environmentally
conscientious decisions by
purchasing computers with Energy
Sar ratings and we are enabling ol
work stations to use the power
savingVakeéOnlLantechnology. A

we build and renovate our facilitieg !
we will use environmentally In January 2009, the new Southeastern Program Service G

sustainable strategies, including building in Birmingham, Fabamacelebrated #1year

green roofs, solar panels, wind anniversary. Ithasfgreewr oof t hat r edudgd
turbines, energy effent lighting carbon footprint through absorption of carbon dioxide and [
climate control incorporating oxygeproducing plants and vegetables, a rais
improvements (such as in our floor system that provides better ventilation for imprawed
Southeastern Program Service quality, and a fnatural |1
Center building shown in the capture as much natural sunlight as possible

insert).

We continue to find new and innovative ways

i g r e e nspartationtmethods for our employees, including carpooling and mass transit; using

recyclable plates and utensils in our cafeterias; and expanding existing recycling options. We lead by

example to advance energy and environmental practices and withlighjigogress on our newly
established websi®SA is Getting Greeadttp://ssahost.ba.ssa.gov/SSAisGettingGreener/
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