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Social Security Administration
2016 Plain Writing Compliance Report

We are pleased to share our 2016 Plain Writing Compliance Report (Report.) The
Report documents our efforts and successes in complying with the Plain Writing Act of
2010 (Act.) The Act requires federal agencies to apply Plain Writing principles to written
communications in a way that the public can easily understand information about the
services we provide.

Our Commitment

We recognize the importance of communicating in a way that is clear and concise. We
strive to simplify the language we use in our written communications by applying Plain
Writing principles.

Communicating and explaining our complex programs is a large part of our service
delivery. We communicate daily with members of the public, local government agencies,
advocacy groups, Congressional offices, and the White House. Clear and concise
communications are vital to providing outstanding customer service.

We provided the following resources to assist our employees with applying Plain Writing
principles to their notices, documents, letters, and other correspondence:

e Commissioner’'s Broadcast messages

e Headquarters television messages

e The Plain Writing website

e The Commissioner’s Writing Center

e Good Morning Social Security episodes

e Signage-banners, posters, table tents, and Desk Aids

As part of our business processes, we continually train employees on Plain Writing
standards and the Act. Many of our components initiate compliance and training efforts
to ensure their employees maintain a commitment to Plain Writing.

Through the expanded use of editing software tools and training courses, we developed
a unified approach to bringing clarity and consistency to our correspondence and
documents. Finally, our dedicated staff assists and responds to Plain Writing inquiries
from agency employees and the public.
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Our Accomplishments

To comply with the Plain Writing Act of 2010, we met basic and advanced requirements.
We developed and followed our Plain Writing Implementation Plan, to help us monitor
how offices are applying Plain Writing guidelines to their written materials. In addition,
we:

e |Issued the 2015 Plain Writing Compliance Report;

e Conducted our annual marketing campaign to promote Plain Writing principles;

e Maintained a Plain Language page on our Intranet and Internet website home
pages;

e Continued updating all high traffic agency webpages in compliance with Plain
Writing principles;

e Promoted the use of editing tool software, such as StyleWriter, throughout the
agency to enhance clear written communications;

e Completed a one-year pilot of the Acrolinx editing tool, and purchased licenses
for FY 2017,

e Trained employees on Plain Writing, business writing and grammar, and effective
writing techniques;

e Applied Plain Writing guidelines to our websites, documents, letters, notices, and
other written materials; and

e Earned a “B+” for the Writing and Information Design grade on the Federal Plain
Language Report Card.

Our Implementation

Our Plain Writing Compliance Board, met bi-monthly to plan, coordinate, and carry out
Plain Writing activities for our agency.

In fiscal year 2016, approximately 500 employees piloted the use of Acrolinx. The
purpose of the pilot was to see if Acrolinx would:

e Meet the objectives of the Plain Writing Act of 2010;

e Improve the readability of websites, notices, PDFs, and public-facing documents;
and

e Provide a consistent and uniform approach to preparing notices, letters, policies,
and webpages.

We will continue to examine how Acrolinx style rules perform against agency content
and our Commissioner-approved correspondence guidelines.

Also in FY 2016, former Acting Commissioner Colvin encouraged employees to renew
their commitment to Plain Writing and take advantage of our agency’s Plain Writing
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tools and resources. One resource, the Commissioner’s Writing Center, offers writing
tools, tips, and online learning opportunities. The Quality Initiative for Commissioner’s
Correspondence Handbook, referred to as the QUICC Handbook, is available at this
site and outlines the Commissioner’s preferences for our written communications.

During our marketing campaign, we created and distributed a QUICC Tips Desk Aid that
highlights key points to effective writing. We strategically placed Plain Writing posters
around our headquarters campus and published them on our Plain Writing website. We
continue to use our internal television network, HQTV, to promote Plain Writing
principles.

Please see the 2016 SSA Plain Writing Implementation Plan in Appendix B for an
outline of our goals and activities.

Oversight

Steven Patrick, Ph.D., Associate Commissioner for Office of Public Inquiries in the
Office of Communications, is our senior agency official for Plain Writing. Dr. Patrick and
his staff, and representatives from the Office of the Commissioner and 12 Deputy
Commissioner-level components, developed our Plain Writing Implementation Plan. The
representatives of the Deputy Commissioner-level components make up our Plain
Writing Compliance Board (Compliance Board). In addition, directors in our 10 regions
serve as Plain Writing Contacts. Appendix B provides links to websites that list the
Compliance Board members and Regional Directors.

Plain Writing Resources

We support our employees and the public by offering tools for Plain Writing guidelines.
Our Plain Writing website provides techniques to prepare clear and concise written
products. It also includes links to our previous Plain Writing Compliance Reports and
other Plain Writing tools. We ask for comments and suggestions from employees and
the public by means of email at PlainWriting@ssa.gov.

The Commissioner’s Writing Center website and QUICC Handbook are internal online
tools that are available to our employees. The Commissioner’'s Writing Center website
provides links to courses in Plain Writing, writing and grammar, and other writing
resources.

We are committed to offering classroom and online training opportunities and resources
to our employees. We ensure that our online content is compliant with Section 508 of
the Rehabilitation Act. Section 508 requires all federal agencies to provide
communications that are accessible to disabled individuals and compatible with
assistive technologies.
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Editing Tools

In 2016, we completed a one-year pilot to test the effectiveness of the editing tool
Acrolinx. Acrolinx allows us to evaluate websites, PDF files, and Word documents.
Close to 500 agency employees participated in this pilot. During the pilot, we provided
onsite training and video conferences. We also produced training videos on demand,
which are available on our Office of Learning website.

We determined that the software is a valuable tool in our continuing efforts to promote
Plain Writing and improve our written communications. We purchased 350 licenses for
distribution and use throughout the agency.

One significant benefit of Acrolinx is its ability to produce a wide range of analytics data.
We intend to use this data to monitor the use of Acrolinx at our agency, identify problem
areas as they relate to Plain Writing, and gauge our progress in applying Plain Writing
principles to our written communication. Acrolinx will also be useful in helping us
streamline our training efforts. The software not only allows individuals to evaluate their
written products, but also allows managers to evaluate the quality of writing across their
offices.

Supporting Activities

As mentioned earlier, we conducted a yearlong pilot of Acrolinx to gauge its
effectiveness in helping us comply with the Act. In addition, we held a marketing
campaign to promote Plain Writing principles throughout the agency. We placed Plain
Writing posters and banners throughout our headquarters campus and made them
available to offices nationwide from our website. We used internal publications,
including webpages, to promote Plain Writing and provide guidance on how to put Plain
Writing principles into practice.

We reached out to Regional Offices and the Regional Communication Directors (RCD)
in these offices to discuss Plain Writing updates, activities, and training opportunities for
employees in the regions. Earlier in the year, we held a national conference for the
Public Affairs Specialists as well. The RCDs communicate information about the Plain
Writing Compliance Report to employees and the public. They also encourage regional
involvement in Plain Writing activities.

We routinely televise Plain Writing guidelines on HQTV, our internal headquarters
television network. We electronically broadcast announcements on Good Morning
Social Security, a weekly video news program for agency employees.
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Mechanism for Public Feedback and Measurements of
Performance

We strive to improve the way we communicate. We welcome comments and
suggestions at PlainWriting@ssa.gov. The public and our employees can use this
mailbox to contact us. We respond to all emails within one business day.

We use customer satisfaction reports such as the ForeSee Experience Index (FXI): E-
Government (formerly called the ForeSee E-Government Satisfaction Index) to optimize
our website and respond to the needs of our customers. The FXI reflects citizen
experiences with federal government websites, mobile sites, and mobile applications.
Navigation and search features drive customer satisfaction. Customers also look for
functionality, content, and online transparency, in that order.

ForeSee measures satisfaction on a 0-100 scale and considers scores of 80 or above
as the threshold of excellence. The 2016 report reflects feedback from over 230,000
citizens that used federal government websites, mobile sites, or applications. ForeSee
highlighted our “stellar performance” and noted that we continued to be in the forefront
of customer satisfaction. Also noted was our Social Security Online services as most
improved.

In the fourth quarter of 2016, seven of our sites received scores of 80 or above. Four of
the sites were the top scorers on the FXI. In priority order, the top sites are the:

e SSA Retirement Estimator [91]

e Extra Help with Medicare Prescription Drug Plan Costs [90];
e SSAiClaim [89];

e SSA - my Social Security [89];

e Social Security Business Services Online [87];

e SSA iAppeals — Disability Appeal [80]; and,

e SSA iClaim — Disability [80].

Our websites are highly rated because they are easy to navigate and information is
easy to find. In addition, we employ acceptance testing, focus groups, and surveys to
develop online content that will meet the needs of our users.

The overall FXI score for the Social Security Administration is 85.4. The aggregate
score for the 101 federal websites measured by ForeSee is 75.3. The agency’s score of
85.4 compares favorably with 2016 satisfaction scores for leading Fortune 500
companies such as: Amazon [85], Apple [81], and Best Buy [81].

Compliance Report
We issued the 2016 Plain Writing Compliance Report on March 31, 2017.

Page 5


mailto:PlainWriting@ssa.gov

Table 1 — Examples of Notices and Publications Using
Plain Writing Principles

The following are component specific examples of our notices and publications used in
external communications. These entries show our efforts to improve our written
communication products. Please see Appendix A for examples.

Office of the Chief Actuary

Type and Name of
Communication

Audience

Improvements

Result

Publication;

2016 Old Age,
Survivors, and Disability
Insurance (OASDI)
Board of Trustees
Report

U.S. Congress,
interested members of
the public

We monitor and edit this
annual publication to
promote the use of
Plain Writing wherever
possible.

The modifications in the
report improved clarity.

Office of Disability Adjudication and Review

Type and Name of

Communication Audience Improvements Result

Notice; Claimants, We applied Plain The Rochester New

Notice of Denial of Representatives Writing principles to the  York Hgarlng Office

document. uses this notice
Travel Expenses .
. template for claimant-

Reimbursement .
representative requests
for travel expenses
reimbursement.

Notice; Public We modified the Notice = The new template

Document Generations
System-- Notice of
Hearing—Child
Supplemental Security
Income

of Hearing for
Supplemental Security
Income--Children’s
Disability Review
template to insert Plain
Writing instructions and
required regulatory
language.

provides the required
language along with
instructions.
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Type and Name of
Communication

Audience

Improvements

Result

Notice;

In FY 2016, the Oak
Park Office of Disability
Adjudication and
Review (ODAR) drafted
and mailed a letter to
representatives
explaining our judges’
request for a legal brief
that summarized the
issues and what the
brief should contain.

Oak Park Claimants’
Representatives

We initially mailed this
document in FY 2016.

The letter outlines, in
plain terms, what judges
need to see in a legal
brief.

Publication;

Representative
Newsletter — March
2016 by ODAR
Syracuse, New York
Hearing Office

Representatives

Document in Plain
Writing

The Syracuse Hearing
Office produces this
newsletter to keep third-
party-representative
clients informed about
claim requirements and
related issues, and what
is going on at that

office.
Office of the Inspector General
Type and Name of
Communication Audience Improvements Result

Brochure;

Cooperative Disability
Investigations Program

See Appendix A

Law Enforcement
Organizations, Special
Interest Groups, etc.

Updated with current
program statistics and
accomplishments.

We improved the layout
and simplified the
language.
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Office of Legislation and Congressional Affairs

Type and Name of

Communication Audience

Improvements

Result

Letter; Members of Congress

Response to Public and Staff

Inquiry

This office maintains a
“special” priority
audience with the

Used Plain Writing
techniques and
guidelines to eliminate

Congress. passive voice.
See Appendix A .
PP Information posted to Improved overall
the web is archival and = readability of
legislation or regulation = responses.
specific.
Publication; Congressional staff This is a comprehensive = The agency overview

Request for the
Social Security
Congressional
Inquiries Guide

guide regarding Social
Security programs.

We update the guide
every two years at the
onset of each new
Congress.

For congressional staff
use only.

and program
descriptions are clear
and easy to understand.

Office of Operations

Philadelphia Region

Type and Name of

Communication Audience

Improvements

Result

Press release for the Public
office closing due to the
Democratic National

Convention.

Modified language in
the press release to be
clear and concise.

We provided clear,
concise information to
the community to let
them know we were
temporarily closing one
of our Field Offices due
to the Democratic
National Convention.
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Chicago Region

Type and Name of
Communication

Audience

Improvements

Result

Publication;

Highland Park, Michigan
signs letting Field Office
(FO) visitors know of
unanticipated office
closure and alternative
service choices.

Public

We changed the
language for greater

clarity and conciseness.

SSA told the public of
the FO closure and
offered service delivery
choices.

SSA provided, clear,
concise communication
to our customers on a
FO closure.

We told visitors of
alternative service
delivery choices.

Publication;

Michigan Updates

State of Michigan and
Third Party Partners

Monthly newsletter
highlighting the Social
Security Disability and
Supplemental Security
Income programs.

Clear information and
tips on Social Security
Disability and
Supplemental Security
Income, and
Employment Support
highlights.

Kansas City Region

Type and Name of
Communication

Audience

Improvements

Result

Collective Account
Letter

Public

Removed excess
information in
parenthesis and
reduced the letter’s

Letters to payees are
clear and concise with
simplified messages
and requests for

length. information.
Changed wording for
itemized bullets to
simplify language.
San Francisco Region
Type and Name of
Communication Audience Improvements Result

Notice;

Attorney Response—
Before and After

Insurance Attorney

The “after” notice
provides more clarity
and minimizes the use
of passive voice.

By making the response
concise, it is easier for
third parties to
understand the notice
and explain it to their
constituents.
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Seattle Region

Type and Name of
Communication

Audience

Improvements

Result

Publication;

Area Director’s Office
News ltem

Internal Use

We reduced sentence
length and removed
passive voice.

Presented information
that adheres to Plain
Writing standards to
make it easier to read
and understand.

Office of Retirement and Disability Policy

Type and Name of

Communication Audience Improvements Result
Notice; Beneficiaries and New notice The new notices
Payee Review representative pa_ye_es mc_o_rporate_ Plgln
selected for Predictive Writing, which improves
Contractor Call-In Letter . .
Model Review readability.
Notice; Beneficiaries and New notice The new notices
Payee Review representative pa_ye_es mc_o_rporate_ qum
. selected for Predictive Writing, which improves
Contractor Appointment . o
Model Review readability.
Letter
Notice; Beneficiaries and New notice The new notices
. recipients with incorporate Plain
Payee Review tative payees Writing, which improves
Contractor SSA Letter represen pay g_,- P
readability.
Notice; Beneficiaries and New notice The new notices
Payee Review repl)retse;';atl\llje po?y?es {/r\\/c_cz_rporatﬁl Ptiqln
Contractor Corrective selecte o_r redictive ri mg_, w ich improves
Model Review readability.
Letter
See Appendix A
Notice; Beneficiaries and New notice The new notices
Payee Review representative pgyges |nc.o.rporate. Plgm
selected for Predictive Writing, which improves
Contractor Closeout Model Revi readabilit
Letter odel Review eadability.
See Appendix A
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Type and Name of
Communication

Audience

Improvements

Result

Notice;

Payee Review
Contractor Closeout D
Letter

Beneficiaries and
representative payees
selected for Predictive
Model Review

New notice

The new notices
incorporate Plain
Writing, which improves
readability.

Notice;

Same-Sex Marriage-
Title Il Notice of
Overpayment

Title 1l beneficiaries
overpaid due to
recognition of a same-
sex marriage

New notice (awaiting
approval)

The new notices
incorporate Plain
Writing, which improves
readability.

Notice;

Same-Sex Marriage
Title Il Waiver Approval

Title 1l beneficiaries
overpaid due to
recognition of a same-
sex marriage

New notice (awaiting
approval)

The new notices
incorporate Plain
Writing, which improves
readability.

Notice;

Waiver Notice for
Requesting Permission

Title Il beneficiaries
requesting a waiver of
an overpayment and
SSA needs to verify
their bank account
balances

New notice

The new notices
incorporate Plain
Writing, which improves
readability.

Notice;

Waiver Denial Notice

Title Il beneficiaries
requesting a waiver of
an overpayment and
SSA needs to verify
their bank account
balances

New paragraph

The new notices
incorporate Plain
Writing, which improves
readability.

Notice;

Personal Conference
Notice

Title 1l beneficiaries
requesting a waiver of
an overpayment and
SSA needs to verify
their bank account
balances

New paragraph;

The new notices
incorporate Plain
Writing, which improves
readability.

Notices;

Fugitive Felon Closed
Period Suspension
Notice (Title XVI)

Title XVI recipients who
are fugitive felons

Eight new notice
paragraphs that comply
with the Martinez Court
Settlement and Clark
Court Order

The new notices
incorporate Plain
Writing, which improves
readability.
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Type and Name of
Communication

Audience

Improvements

Result

Publication;

A Program Explainer on
the Government
Pension Offset

See Appendix A

Policymakers,
Congressional staff,
SSA staff, students, the
public

The new publication
decreases workload by
providing frequently
requested information
online in a self-
explanatory format.

There have been 435
unique page views
since it posted in July
2016.

Publication;

Actuarial Status of the
Social Security Trust
Funds, June 2016

Policymakers,
researchers,
Congressional staff,
SSA staff, students, the
public

We condensed
information to shrink the
document from 272 to
two pages.

The document is easier
to understand and
navigate.

There have been 1,769
unique page views

See Appendix A X -
PP since it posted June
2016.
Publication; Title Il beneficiaries who = We reorganized this Document conforms to

Your Payments While
You are Outside the
United States

are leaving or have left
the United States

publication to conform
to Plain Writing
standards.

We removed repetition
i.e., if we mentioned a
country in different
sections of the
document, we made a
separate section for the
list and referred the
reader to that list in the
pamphlet.

Plain Writing standards.

The number of views
from January 2016-
October 2016 was
52,795.

Form;

Supplement to Claim of
Person Outside the
United States

SSA Field Offices,
Headquarters offices,
Operations offices,
Processing Centers,
Regional Offices, and
the Railroad Retirement
Board.

We made changes for
active voice, readability,
and flow. We deleted
repetition and made
areas, such as the date
format, consistent.

The document is
consistent and easier to
read and understand.

The number of
downloads for this form
since January 2016 was
8,966.
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Type and Name of
Communication

Audience

Improvements

Result

Publication;

Building an
Occupational
Information brochure

Provided to employers
selected to participate in
the Occupational
Requirements Survey
that evaluates the
requirements of specific
work titles in their
organization.

New brochure

The previous outreach
and marketing tool
given to employers was
a formal letter signed by
the Commissioner.

The new brochure gives
a positive impression of
the SSA disability
program.

The Bureau of Labor
Statistics (BLS) uses
this brochure to ask
public and private
employers throughout
the United States to
take the survey.

The BLS field
economists increased
survey participation to
approximately 10,000
brochures to employers
in the last fiscal year
(2016).

BLS employees find
that this brochure is a
better marketing tool
because it is easier to
read.

Publication;

What Same Sex
Couples Need to Know

Social Security and
Supplemental Security
Income applicants and
the public

The 2015 U.S. Supreme
Court decision in
Obergefell v. Hodges
resulted in us adding
Social Security and
Supplemental Security
Income benefits
information for same-
sex couples to our
webpage.

We provided clear and
accurate information to
the public and to
claimants for Social
Security and
Supplemental Security
Income benefits.

We promoted
awareness about
benefits to those in
same-sex relationships.

The number of views
from June 2016-
October 2016 was
2,786.
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Table 2 — Examples of Webpages Using Plain Writing

Principles

The following examples show improvements to webpages used by the public and

stakeholders.

Office of Communications

Type and Name of
Communication

Audience

Improvements

Result

Hispanics and Social
Security

See Appendix A

The public, third parties,
government agencies,
businesses, Congress,
and the press

We added new banner
graphics that depict the
target audience.

We rewrote content
using Plain Writing
principles.

We removed legal
jargon.

We added a narrative
that describes our
agency’s role and
impact in the lives of
beneficiaries.

We added elements of
the agency’s new
brand.

Information on the site
is easier to understand.

The site complies with
the agency’s new brand
and it is visually
appealing.

my Social Security

See Appendix A

The public, third parties,
government agencies,
businesses, Congress,
the press

We added information
to the website based on
public feedback.

We moved ‘Activation
Code'’ to the top of the
page, making it easier
to locate.

We separated sections
on the page for easier
identification.

We added color to
separate sections and
topics.

We added elements of
the agency’s new
brand.

Visitors to the site can
easily identify each
section and access their
account.
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Type and Name of
Communication

Audience

Improvements

Result

Same-sex Couples

See Appendix A

The public, third parties,
government agencies,
businesses, Congress,
the press

We added new banner
graphics that depict the
target audience.

We edited content using
Plain Writing principles.

We removed legal
jargon.

We added a narrative
that describes our
agency'’s role and
impact in the lives of
beneficiaries.

We added elements of
the agency’s new
brand.

Information on the site
is easier to understand.

The site complies with
the agency’s new brand
and it is visually
appealing.

Sign In To Your Account

See Appendix A

The public, third parties,
government agencies,
businesses, Congress

We created a page that
contains log in
information for three
popular accounts and
services:

my Social Security,
Business Services
Online, and
Government Services
online.

We provided service
descriptions on the
webpage.

Users can easily access
and identify each
account.
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Office of the Chief Strategic Officer

Type and Name of
Communication

Audience

Improvements

Result

Social Security

Public

We used Plain Writing

The message is clear

Administration’s Open principles when and concise.
Government Plan 4.0 updating content.
Message from the
Acting Commissioner
See Appendix A
Office of Legislation and Congressional Affairs
Type and Name of
Communication Audience Improvements Result

Office of Legislation and
Congressional Affairs
website

See Appendix A

Members of Congress
and Staff

We maintain a "special”

priority audience with
Congress.

Information posted to
the website is archival
and legislation or
regulation specific.

We improved the
readability of our web

page.

Office of Operations

New York Region

Type and Name of
Communication

Audience

Improvements

Result

SSA New York Region
Homepage

See Appendix A

Public

We regularly reviewed
and updated the site as
needed.

We provide up-to-date
information about Social
Security’s programs and
policies.
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Office of Central Operations

Type and Name of
Communication

Audience

Improvements

Result

Office of Central
Operations, Center for
Human Resources

Intranet Site: Virtual
Career Life Resource
Center Page

Employees

We improved the layout
and flow to conform to
agency standards

Employees can easily
navigate the site.

Office of Retirement and Disability Policy

Type and Name of
Communication

Audience

Improvements

Result

The Payments Abroad
Screening Tool

See Appendix A

Public (mostly
beneficiaries living or
planning to go outside
the United States)

We made updates for
accuracy and changes
for Plain Writing and
readability to both
screening tools.

The result is clearer
instructions.

The number of views
from January 2016-
October 2016 was
95,209.

The Nonresident Alien
Tax Screening Tool

See Appendix A

Public (mostly
beneficiaries living or
planning to go outside
the United States)

We made updates for
accuracy and changes
for Plain Writing and
readability to both
screening tools.

The result is clearer
instructions.

The number of views
from January 2016-
October 2016 was
95,209.

Social Security Website
FAQ #3843

Can non-citizens living
outside the United
States receive Social
Security benefits?

See Appendix A

Public

We made minor
changes for Plain
Writing and clarity
(specified “calendar”
months and replaced
unnecessary details
with “certain conditions.”

The result is clearer
instructions.

The number of views
from January 2016-
October 2016 was
5,564.
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Table 3 — Examples of Policy Documents Using Plain
Writing Principles

The following are examples of policy documents. These entries show our efforts to

improve clarity.

Type and Name of
Communication

Audience

Improvements

Result

Policy;

Processing Cases
Under Sections 205(u)
and 1631(e)(7) of the
Social Security Act
(Fraud or Similar Fault
Redeterminations)

SSA employees,
representatives, the
public

We amended webpage
content to clarify
language and provide
details on how we
adjudicate
reconsiderations under
sections 205(u) and
1631 € (7) of the Act.

The detailed document
is clear and easy to
read.

Office of Operations

Office of Central Operations

Type and Name of
Communication

Audience

Improvements

Result

Policy;

Reconciliation
Correspondence
Operations-Table of
Contents

Internal Use

We updated the
introductory sentences
and the body of the
Program Operations
Manual to comply with
changes in procedures
and Plain Writing
principles.

Clear and current
language in procedures.

Policy;

Office of Disability
Operations (ODO)

ODO Procedures for
Determining
Participation in
Vocational
Rehabilitation or Similar
Program

All ODO Employees

We clarified Section 301
processing instructions.

ODO employees
improved how they
processed Section 301
determinations.
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Dallas Region

Type and Method of

Communication Audience Improvements Result

Return to Work Public We listed cities in each Provided information in

See Appendix A area to provide clarity. a clear and organized
manner for ease of use.

Seattle Region

Type and Name of

Communication Audience Improvements Result

Tittle Il Overpayment Internal Use Our 2015 Leadership Handbooks are easier

Plain Language
Handbook

Title XVI Overpayment
Plain Language
Handbook

and Management
Development Program
Associates used the
training they received to
create Plain Language
Handbooks for
Overpayment Notices.

We edited the
handbooks to make
them easier to read and
understand.

to read and understand.

Office of Retirement and Disability Policy

Type and Name of
Communication

Audience

Improvements

Result

Policy;

Significance of Form
SSA-21 (Supplement to
Claim of Person Outside
the United States)

SSA Field Offices and
Processing Centers.

We made changes to
comply with our
agency’s initiative to
use Plain Writing and
active voice in public
correspondence.

The number of views
from May 2016-October
2016 was 1,248.
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Type and Name of
Communication

Audience

Improvements

Result

Policy;

Credit Reporting for
New Fee-for-Service
(FFS) Applicants

SSA Field Offices

We made policy and
chart revisions in the
Program Operations
Manual Systems to
improve clarity and
meet our Plain Writing
standards.

We provided more
guidance on the steps
staff should take for
new FFS representative
payees whose credit
reports identify risk
factors that may affect
their ability to be a
suitable payee.

An improved credit risk
review for non-
governmental FFS
representative payees.

From February 2016-
October 2016, the
number of views of the
Credit Reporting for
New Fee-for-Service
Applicants was 461.

From February 2016-
October 2016, the
number of views for the
Fee Amounts was
1,341,

Policy;

Field Office Procedures
for Cases Involving
Participation in
Vocational
Rehabilitation or Similar
Program

SSA Field Offices and
Processing Centers,
and employees in the
State Disability
Determination Services

We edited several
sections to provide up-
to-date, clear
instructions in
processing cases.

We made revisions
throughout to improve
clarity and compliance
with Plain Writing
guidelines.

The number of views
from January 2016-
Ocotber 2016 was
8,345.

Policy Message;

Nonresident Alien Tax
Reminders

SSA Field Offices and
Processing Centers.

We published this policy
message to provide
reminders and guidance
for correct nonresident
alien tax coding.

We used Plain
Language to make the
instructions easy to
follow.

The number of views
from January 2016-
October 2016 was
2,509.
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Table 4 — Examples of Congressional and Public
Inquiries Using Plain Writing Principles

Office of the Chief Actuary

Type and Name of
Communication

Audience

Improvements

Result

Analysis of Proposals
Affecting Trust Fund
Solvency

Individual Members of
Congress,
Congressional
Committees, and
related organizations
who have requested the
Office of the Chief
Actuary to “score”
legislative proposals

We are mindful that a
significant part of our
duty is to explain
actuarial concepts and
analytic results in terms
understandable to non-
actuaries.

We promote the as
much as possible in all
such memoranda.

We used Plain Writing
principles and improved
readability, clarity, tone,
and format.

Individual Changes
Modifying Social
Security

Public

For each factor, we
show a summary
statement of the
actuarial effect from a
specific change, as well
as the detailed data
behind the result.

Our aim is to help the
public understand how
different pieces of policy
can work, alone or
together, to address the
financial solvency of the
Social Security
program.

We are trying to create
summary statements on
these pages with Plain
Writing in mind.

We frequently update
these pages.

We continuously try to
improve our outreach by
using Plain Writing
wherever possible.
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Office of Disability Adjudication and Review

Type and Name of
Communication

Audience

Improvements

Result

Document;

Generation System
Notices and Manual
Notices

Congressional Staff,
Claimants

Provided clear, concise
status updates

We improved
readability, clarity, tone,
and format.

Office of the General Counsel

Type and Name of
Communication

Audience

Improvements

Result

Response to Civil
Rights Complaints

Public

We applied Plain
Writing principles to
provide clear and
concise responses to

Civil Rights Complaints.

Our use of Plain Writing
principles ensure that
we provide clear and
concise information to
our congressional
partners and the public
we serve.

We improved responses
by fully developing the
facts, removing
legalese, and improving
clarity.

We used our quality
review process to
improve responses by
removing passive voice.
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Office of Legislative & Congressional Affairs

Type and Name of
Communication

Audience

Improvements

Result

Written responses to
White House and
congressional inquiries

The White House and
members of Congress

We improved the overall
readability of
responses.

We received positive
feedback from the
White House Executive
Secretariat, the Office of
Presidential
Correspondence,
members of Congress,
and key Committee staff
confirming the
effectiveness of Plain
Language in our
communications.

According to the White
House Executive
Secretariat, we are
among the top
performing agencies in
responsiveness to
inquiries.

Acrolinx, StyleWriter,
and our internal quality
review process showed

improved clarity and
readability.

Congressional inquiries

Congressional staffers

We provide support to
client components with
drafting responses to
Congressional and
other inquiries.

We applied Plain
Writing principles to
provide clear and
concise responses.

We provide clear and
concise responses to
inquiries.
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Type and Name of
Communication

Audience

Improvements

Result

Mailed or emailed
inquiries;

The Office of Labor
Management and
Employee Relations
handles congressional
inquiries sent to the
Acting Commissioner
and the Deputy
Commissioner for
Human Resources.

Congressional
delegations from the
regions and the public

We applied Plain
Writing principles when
replying to
congressional inquiries.

We improved clarity,
responsiveness, and
understanding.

Office of Operations

Dallas Region

Type and Name of
Communication

Audience

Improvements

Result

Congressional Letter

United States

We applied Plain

We improved our written

Congressman Writing principles to responses by removing
simplify documents and = passive voice and
make them improving clarity.
grammatically correct.

New York Region
Type and Name of
Communication Audience Improvements Result

Letters;

Responses to
congressional inquiries

Congressional
delegations in New York
and New Jersey

Congressional Staffers

The Regional Public
Affairs Office (RPAO)
used Plain Writing
principles while
reviewing and editing
nearly 1,000
congressional replies.

RPAO prepared
responses that clarified
information about our
programs and policies.
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Philadelphia Region

Type and Name of
Communication

Audience

Improvements

Result

Congressional Inquiry
response

Congressman Rigell

We provided clear
information about
cafeteria plans.

Congressional Inquiry
response

Congressman Harris

We provided
information on how to
verify a person’s identity
in establishing a

my Social Security
account

Congressional Inquiry
response

Congressman Fattah

We provided
information about
attorney fees withheld
from a constituent’s
retroactive benefits.

Our use of Plain Writing
principles ensures we
provide clear and
concise information to
our congressional
partners and, through
them, to the public we
serve.

San Francisco Region

Type and Name of
Communication

Audience

Improvements

Result

San Francisco Region
congressional inquiries
delivered by mail.

White House officials,
Congressional
delegations from the
region, and the public

We used Plain
Language and Plain
Writing principles from
the Commissioner’s
Writing Center for our
written inquiries.

We improved our written
responses by removing
passive voice and
improving clarity.
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Training

In 2016, 581 employees in our headquarters and regional offices received Plain Writing
training. We also provided training on Information Design. Table 5 provides detailed
data on the training courses offered, the number of employees trained per course, and
the course length.

The subject matter of these courses included Plain Language principles, infographics
and business writing. Writing courses focused on grammar and style. Some of our most
popular courses focused on Plain Language and business writing. The course length
varied from a half-hour to two days. We provided training on the use of Acrolinx as well.
Working with our Office of Learning, we provided a blended learning approach. We held
courses in classroom settings, via Video on Demand (VOD), and online through our
Learning Management System. Online and VOD training classes offer greater flexibility
because they allow employees to review material at a pace and setting that works best
for them.

Recognizing the importance of clear written communications, we remain committed to
training employees on Plain Writing now and in the future.

Table 5 — Training on Plain Writing Principles

Office of Human Resources/Office of Learning: Agency-wide
Training

Number of

Training Course

Employees Trained

Training Duration

Focus on Your Business Writing - Basic 209 22 days/class (self-
paced)
Focus on Your Business Writing — Intermediate 134 22 days/class (self-
paced)
Classroom Training
Number of

Training Course

Employees Trained

Training Duration

Advanced Business Writing

281

2 days/class

Business Writing and Grammar

213

2 days/class
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Headquarters Component Training

(Any classroom training not sponsored by the Office of Learning)

Office of Budget, Finance, Quality, and Management

Training Course

Number of
Employees Trained

Training Duration

Office Management 2 3 day
2016 Administrative Professionals Day 1 1 day
Eliciting and Writing Effective Requirements 1 3 days
Communications Skills: Speaking to an Audience 1 2 days
Office of Communications
Number of

Training Course

Employees Trained

Training Duration

Acrolinx 386 1 hour
Infographics Training 63 2 days
Office of the General Counsel
Number of

Training Course

Employees Trained

Training Duration

Advanced Business Writing 2 8 hours
Business Writing and Grammar 2 8 hours
Effective Writing for Lawyers 2 8 hours
Advanced Regulation Drafting Course 4 16 hours
Email Management for Lawyers 2 1.5 hours
National “Let’s Talk” training/persuasive writing 20 1 hour
Office of the Inspector General
Number of

Training Course

Employees Trained

Training Duration

Editor's Guide to Writing

1

1 hour
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Number of

Training Course Employees Trained Training Duration
Survival Tips for Speechwriter's 1 30 minutes

10 Tips to Become a Better Corporate Writer 1 90 minutes
Brilliance on Demand 1 1 hour

Everyone Edits: A Guide to Writing and Editing 1 30 minutes

Office of Legislation and Congressional Affairs

Number of
Training Course Employees Trained Training Duration
Acrolinx 9 1 hour
Office of Operations
Number of
Training Course Employees Trained Training Duration
Business Writing and Grammar 132 2 days
Advance Business Writing 8 2 days

Office of Operations/Office of Central Operations

Number of
Training Course Employees Trained Training Duration
Business Writing Editing and Proofreading 4 1 hour
Intermediate Focus on Your Business Writing 9 1 day
The Plain Writing Act 8 1 day
Business Writing: Know Your Readers and Purpose 3 1 hour

Office of Retirement and Disability Policy

Number of
Training Course Employees Trained Training Duration
Recorded Webinar — Take the Pain out of Performance 100 1 hour

Reviews-how to better communicate with employees during
performance reviews
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Training Course

Number of
Employees Trained

Training Duration

Recorded Webinar — Building Better Team Communication- = 100 1 hour
November 2016 sessions
Office of Income Security Programs’ New Analyst Training 8 1.5 hours

(September 2016) —included a training segment on plain
language

Regional Training

(Any classroom training not sponsored by the Office of Learning)

Atlanta

Training Course

Number of
Employees Trained

Training Duration

South Florida Haitian Creole Bilingual Limited 15 2 days
English Pro ciency (LEP) Training
Business Writing and Plain Language Workshop 1 3 days
Boston
Number of

Training Course

Employees Trained

Training Duration

The Writer's Block 51 1 hour
Plain Writing Series 6 3 hours
Chicago
Number of

Training Course

Employees Trained

Training Duration

QUICC Writing Center Overview 200 1 hour
Management and Operations Support Correspondence 60 0.5 days
Guide Training

Advanced Business Writing & Grammar 48 16 hours
Business Writing & Grammar 36 16 hours
Online Writing (Intermediate) 25 2 hours
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Training Course

Number of
Employees Trained

Training Duration

Online Writing (Basic) 24 2 hours
Creative Written Communication 3 1 hour
Communicating with Diplomacy & Professionalism 1 8 hours
Dallas
Number of

Training Course

Employees Trained

Training Duration

Refresher on verb tense, audience, tone and grammatical 18 2 hours
person point of view to encourage Plain Writing
Communication and Writing Tips 4 1 hour
The Writer’'s Block 4,400 continuous
Denver
Number of

Training Course

Employees Trained

Training Duration

Written Communication Skills

9

2 hours

Kansas City

Training Course

Number of
Employees Trained

Training Duration

Advanced Business Writing 23 14 hours
Business Writing and Grammar 21 14 hours
Briefing Techniques 14 21 hours
New York
Number of

Training Course

Employees Trained

Training Duration

Business Writing and Grammar

20

2 days

Advanced Business Writing

25

2 days
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Training Course

Number of
Employees Trained

Training Duration

Focus on Your Business Writing: Basic 15 2 hours
Focus on Your Business Writing: Intermediate 15 2 hours
Philadelphia
Number of

Training Course

Employees Trained

Training Duration

Focus on Your Business Writing 20 3 hours
Intermediate Focus on Your Business Writing 20 3 hours
San Francisco
Number of

Training Course

Employees Trained

Training Duration

Correspondence Guide/String Message Workshop 21 2.5 hours
Focus on Your Business Writing 50 3 hours
Intermediate Focus on Your Business Writing 60 3 hours
Advanced Business Writing 40 3 hours
Business Writing Workshop 1 6 hours
Seattle
Number of

Training Course

Employees Trained

Training Duration

Fundamentals of Staff Work: Writing Like A Staffer 12 4 hours
Professional Development Curriculum: Business Writing and 25 24 hours
Grammar

Business Writing: Seattle Federal Executive Board Seminar 1 8 hours
Leadership and Management Development Program 8 1 hour

Orientation and Training: Writing Boot Camp
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Agency Activities and Accomplishments

We continue to pursue techniques to improve Plain Writing. By adding the editing
software Acrolinx to our collection of tools, we hope to offer a uniform approach to
evaluating our written communications across the agency. As mentioned earlier, we
offer training on a variety of subjects to educate our employees about Plain Writing.

Our offices provided training via:

e Writing and Communications Workshops;
Online and Classroom Training;
Written Products Reviews;
Weekly Writing Tips; and

e Plain Writing Resources.

Agency Activities and Accomplishments by Component

Office of Budget, Finance, Quality, and Management

The following resources from our 2015 Office of Budget, Finance, Quality, and
Management (BFQM) Writing Month are still available to employees:

e Quality Initiative for the Commissioner’s Correspondence (QUICC) Video
on Demand (VOD): We collaborated with the Office of Public Inquiries (OPI) and
the Office of Learning (OL) to create a VOD on QUICC guidelines.

e Online Resources: We created a Writers’ Toolkit on our website that serves as
an additional writing resource for employees. The Writers’ Toolkit includes the
BFQM Communications Guide; links to the QUICC handbook, QUICC Training
VODs, Plain Language VODs, and links to the Commissioner’s Writing Center,
which provides information on formatting letters and memoranda, the
Commissioner’s Priority Correspondence process, and online training courses.

e We continued to review component documents to ensure Plain Writing
compliance, technical accuracy, and appropriate tone. We also set up group
reviews of critical documents.

o In 2016, our FY 2015 Agency Financial Report received the Association of
Government Accountant’s (AGA) Certificate of Excellence in
Accountability Reporting (CEAR) award for the 18th consecutive year. The
CEAR recognizes outstanding accountability reporting and is the highest
form of recognition in Federal Government financial management
reporting. The AFR provides financial management and high-level
performance information. This information enables the President,
Congress, and public to assess how well the agency accomplished its
mission, achieved its goals, and managed its financial resources. Upon
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the Commissioner’s approval, BFQM sends the report to the President,
the Office of Management and Budget (OMB), and Congress.

e For our quality review reports, we continued to provide email transmittal notes
that accompany the reports to include subtitles that state why we completed the
study, the findings, the frequency of the report, etc.

e At the direction of the Social Security’s Web Governance Steering Committee,
we completed the annual review and certification of our public-facing web content
for currency and accuracy as well as plain language.

e We used Acrolinx to review webpages, Microsoft Word documents, and PDF files
for spelling, grammar, style, and readability, and to identify areas that do not
conform to the agency’s Plain Writing standards.

e Our components sent emails to employees to encourage them to apply Plain
Writing principles when preparing documents.

e In April 2016, BFQM held a series of workshops that provided an overview of
basic writing guidelines, grammar, editing tips, and BFQM-specific style
preferences, as well as formatting Administrative Instructions Manual System
guides, writing talking points, and background papers. For those who could not
attend, or who want a refresher, we posted information online.

Office of the Chief Strategic Officer

e Held a component-wide “Plain Writing Initiative Overview” session to familiarize
employees with Plain Writing principles and available resources
e Distributed Plain Writing reference material to all staff that included the:

0 QUICC Handbook

0 QUICC Training VOD

0 QUICC Tips Desk Guide

o0 “Plain Writing Initiative Overview” Slides

Office of Communications

e Prepared and distributed Plain Writing Desk Aids

e Provided training on Acrolinx and StyleWriter software

e Promoted Plain Writing via our intra-office headquarters television

e Updated and promoted our Plain Writing videos and training opportunities

e Collaborated with the Office of Learning to sponsor Infographics training classes

e Posted information on our Plain Writing website for our employees and the public

e Requested and prepared component submissions for consideration of a
ClearMark Award

e Worked on a proposed internal awards pilot to recognize best Plain Writing
efforts

e Promoted Plain Writing through our internal communication program called Good
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Morning Social Security

Distributed information on Plain Writing through our marketing efforts to
headquarters and field office employees

Prepared broadcast messages for the Acting Commissioner that focused on the
importance of Plain Writing and our accomplishments

Conducted a one-year pilot to test Acrolinx for Plain Writing and it's analytic
capabilities on our policies, web pages, letters, and documents

Office of Disability Adjudication and Review

Regions ensured that communication with the public, particularly claimants, is
clear and easy to understand.

Office of the General Counsel

We continued to provide staff with training to improve their Plain Writing skills.
The Effective Writing for Lawyers training helped enhance our attorney’s
research and complex analysis skills. This training provided our attorneys with
tools to recognize and correct writing problems, write in Plain Language, simplify
inflated diction, write in an active voice versus a passive voice. It also provided
instruction on how to prepare for briefings. In addition, training included tips for
turning ordinary writing into crisp, sharp and convincing prose, and it helped
attorneys communicate effectively with their clients and others in the legal
process.

We reviewed outgoing correspondence to ensure compliance with the Plain
Writing principles.

We reminded staff of principles outlined in the QUICC handbook and provided
Plain Writing feedback to staff as part of our review and clearance process.

We provided comments and suggested revisions consistent with the Plain Writing
principles to other components as part of our review of various documents — for
example, Program Operations Manual Systems, data exchange agreements, and
correspondence with other agencies

We provided new hires with one-on-one writing guidance through our mentor
program and supervisor oversight.

We developed an electronic repository with model documents for all writers to
reference when responding to inquiries.

Our supervisors, mentors, jurisdictional coordinators, appellate reviewers, and
peer reviewers edited and made comments and suggestions to improve the
readability of briefs, memoranda, and letters, and to comply with clear writing
principals (including removing passive voice and minimize medical jargon.)

We sent reminders to staff about specific writing tips to consider based on the
Commissioner’s writing tips to staff.

We also sent staff the link to the Commissioner’s Writing Center.
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e We reviewed all outgoing documents to ensure compliance with the Plain Writing
goals of the agency.

e We trained new attorneys to use Plain Writing principles when preparing
documents.

e Supervisors and senior attorneys review outgoing documents prepared by new
hires to ensure compliance with these principles. Management also works closely
with our internal and external clients, including the U.S. Attorney offices within
our jurisdictions, to ensure that all documents, including those filed with the court,
meet the agency’s Plain Writing goals and objectives.

¢ We reviewed outgoing legal memoranda, appellate briefs, general law writings,
and district court briefs for compliance with Plain Writing principles.

e Throughout calendar year 2016, our Seattle office provided and will continue to
provide individual writing mechanics instruction through our appellate brief and
legal opinion review process. That review and feedback provides instruction in:
(1) using simpler words; (2) refraining from use of passive voice; (3) proper and
judicious use of “that”; (4) avoiding lengthy quotations and overuse of
parentheticals; and (5) clear statements of argument.

Office of Human Resources

e Participated in the Acrolinx pilot
e Provided training for employees on writing in the workplace
e Used Acrolinx to review documents and webpages

Office of the Inspector General

e Drafted several blog posts and fraud advisories for the Office of the Inspector
General (OIG) website to communicate complex issues to the public and provide
answers to commonly asked questions:

0 SSA Rolls Back Multifactor Authentication on my Social Security
https://oig.ssa.gov/newsroom/blog/aug23-online-security

0 SSA Cybersecurity a Priority for the OIG, Congress
https://oig.ssa.gov/newsroom/blog/june9-ssa-cybersecurity

0 OIG Auditors Find SSA Underpaid Widow(er)s by Estimated $224 Million
https://oig.ssa.gov/newsroom/blog/may3-widow-underpayments

o0 Inspector General Warns Public About “Disability Services” Phone Calls
https://oig.ssa.gov/newsroom/news-releases/march29-advisory

Office of Legislation and Congressional Affairs

e Continued to revise staff correspondence procedures

e Reviewed all correspondence for accuracy, responsiveness, and Plain Writing
compliance before releasing them
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Developed and continues to maintain an electronic repository and handbook for
all writers to reference when responding to inquiries

Provided instructions to staff on identifying and handling new correspondences
concerns

Established and updated a protocol for developing and storing new agency
approved language that complies with the Plain Writing Act

Included Plain Writing feedback to staff as part of the quality control efforts
Used StyleWriter and Acrolinx to prepare responses to White House and
congressional inquiries

Office of Operations

The Office of Disability Determinations continues to provide internal, informed
refresher training on writing skills that emphasize Plain Language techniques for
all staff.

The Office of Disability Determination continues to use and promote the Plain
Writing website and the QUICC Desk Aid.

During each Transition to Leadership 301-Nuts and Bolts course, the New York
Regional Public Affairs Office presents a session on clear and effective Writing,
Communication, and Email. In 2016, the New York Region held three “Nuts and
Bolts” classes.

The New York Region revised its regional development program handbooks for
2016’s program participants. We revised the handbooks to improve organization,
clarity, and conciseness and to decrease the use of jargon.

At the Kansas City Regional-Flash mentoring events, 60 participants provided
information and links for improving writing skills.

New regional analysts and professional employees take Plain Writing training
and have access to resources such as Correspondence Guidelines and links to
the Commissioner’s Writing Center and the Plain Writing website.

In FY16, the Seattle Region’s 2015 LMDP class published two Overpayment
Plain Language handbooks. These handbooks provide guidance to technicians
on how to document overpayment determinations using plain language
principles.

Seattle Region analysts participated in the Acrolinx pilot in FY16.

Office of Retirement and Disability Policy

The Office of Income Security Programs has six employees who use Acrolinx
software and seven employees who use StyleWriter software to ensure Plain
Writing compliance in all written communications

We hope to increase the number of employees who use this software in the
future
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Moving Forward

In 2017, we will continue to train staff on the value and correct application of Plain
Writing principles. We will use editing tools, such as StyleWriter and Acrolinx software,
to support the improvement of notices, websites, written policies, letters, and other
documents. Through the expanded use of software tools, we will continue bringing
clarity and consistency to our correspondence, documents, and websites.

To evaluate the effectiveness of our communications, we will continue to participate in
the ClearMark awards process. We will also set up a process to recognize and award
our best-written communications across all agency components. We will work with our
Plain Writing Compliance Board to ensure distribution of our Plain Writing Awards
criteria to employees. We will increase the use of the ForeSee E-Governments
Satisfaction Index and other metrics to gauge customer satisfaction with our letters,
notices, documents, and websites.

Summary

We are proud of our Plain Writing accomplishments over the years. Each year we move
closer to ensuring that our messages are clear and concise. Social Security’s website,
www.socialsecurity.gov, includes 20 online services, information in 18 languages, and a
presence on social media sites including Facebook, Twitter, YouTube, and LinkedIn.

To cater to different audiences, we develop persona research to understand the needs
of certain populations. One of these personas is the Hispanic community, which we
serve with an array of Spanish services. Our research showed that Hispanics who
communicate only in Spanish do not respond well to translated messages. Therefore,
one of the main shifts in direction when communicating to Hispanics is to create original
content in Spanish rather than translate our English messages. Please see Appendix A
for an example of an original Spanish document, Together Through Life’s Journey. The
original Spanish document is just one of the many examples of our efforts to develop
and deliver products that are diverse, concise, easy to understand, and easy to use.

Our 2016 Plain Writing Compliance Report documents this year’'s agency-wide
compliance activities and accomplishments. One significant action was to pilot the
Acrolinx software. Nearly 500 employees took part in this pilot. Acrolinx has become a
valuable tool in our efforts to promote Plain Writing and uniformity when complying with
the Act throughout the agency.
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Appendix A: Plain Writing Examples

Before and After

Office Sample Before After
Office of Disability Insurance Disability Insurance Disability Insurance
Communications Facts Facts-Before Facts-After

Office of Legislation and . Congressional Letter- Congressional Letter-
. . Congressional Letter
Congressional Affairs Before After
New or Revised Documents
Office Sample Document
. _ Anniversary of the Oklahoma City Bombing

Budget, Facilities, Quality, and

Management _ o .
FY 2016 Message from Acting Commissioner Carolyn W. Colvin

Office of the Chief Strategic Officer Open Government Plan
With You Through Life’s Journey

Office of Communications With You Through Life’s Journey-Spanish
What the FICA?

Office of General Counsel Civil Rights Letter

Office of the Inspector General Cooperative Disability Investigations Booklet

Office of Operations Application for a Social Security Card

i ) o Contractor Closeout Letter

Office of Retirement and Disability

Policy ]
Correction Letter
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New or Revised Websites

Link

Actuarial Status of the Social Security Trust Funds, June 2016

A Program Explainer on the Government Pension Offset

FAQ - Can non-citizens living outside the United States receive Social
Security benefits?

my Social Security

New York Region Homepage

Office of Legislation and Congressional Affairs

Return to Work

Sign In To Your Account

The Nonresident Alien Tax Screening Tool

The Payments Abroad Screening Tool

www.socialsecurity.gov/people/hispanics/

www.socialsecurity.gov/people/same-sexcouples/
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https://www.ssa.gov/myaccount/
https://www.ssa.gov/ny/
https://www.ssa.gov/legislation/index.html
http://dev-ocomm.ba.ssa.gov:8080/dev/regions/dallas/awiccontact2.htm
https://www.ssa.gov/site/signin/en/
https://www.ssa.gov/international/AlienTax.html
https://www.ssa.gov/international/payments_outsideUS.html
http://www.socialsecurity.gov/people/hispanics/
http://www.socialsecurity.gov/people/same-sexcouples/

Appendix B: Plain Writing Links

This Appendix shows links to webpages and documents that support our compliance
with the Plain Writing Act.

Site Link

Social Security Administration www.socialsecurity.gov

Plain Writing www.socialsecurity.gov/plain-language/

Plain Writing Compliance Board = www.socialsecurity.gov/agency/plain-language/complianceboard.html

Plain Writing Contacts www.socialsecurity.gov/plain-language/contacts.html
Plain Writing Feedback www.socialsecurity.gov/plain-language/

Plain Writing Initial www.socialsecurity.gov/agency/plain-
Implementation Plan language/pdf/PWImplementationPlan-2014.pdf

Plain Writing Implementation

Plan — 2016 2016 SSA Plain Writing Implementation Plan
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SOCIAL SECURITY

Office of the General Counsel
Region IV

October 12, 2016

Birmingham, AL 35243

Re: I Civi! Rights Complaint - Docket No. 04-16-078

Dear Ms. ||

This office has reviewed the Program Discrimination Complaint you filed with the Social
Security Administration (SSA) on behalf of || |} . VY ou allege discrimination based
on sexual orientation. After carefully reviewing your complaint and the information developed
during our investigation, we find no evidence of unlawful discrimination by SSA or any of its
employees.

You allege sexual orientation discrimination by the administrative law judge (ALJ) who decided
Ms. ﬁ's claim for disability insurance benefits. Your complaint and our investigation,
including a review of the hearing recording, did not reveal any evidence to support this allegation
of discrimination. In the absence of any evidence of discrimination, we are closing our
investigation into your Program Discrimination Complaint with a finding of no discrimination by
the agency.

SSA is committed to ensuring that every complete and timely complaint for which we have
jurisdiction is appropriately resolved. Complainants who are dissatisfied with a Regional Chief
Counsel’s resolution of their case may request reconsideration by the Deputy General Counsel.
The request for reconsideration must be limited to those issues raised either in the complaint or
during the course of OGC’s investigation.

Reconsideration requests must identify errors in the Regional Chief Counsel’s consideration of
the facts or law that would change the outcome of the case. The request must:

e ldentify the facts with which you disagree, and explain why you believe that these facts
are incorrect, or support your claims of discrimination or retaliation;

e ldentify statements in the decision that you believe are incorrect or identify evidence you
believe was overlooked in the investigation that would change the outcome of the
investigation; or





e ldentify any specific provisions of laws or regulations that you believe were not
considered or were misinterpreted.

Merely stating that you are unhappy or disagree with the resolution of your case will not be
sufficient to merit a review of the Regional Chief Counsel’s decision. The failure to provide the
above information will result in the denial of the request for reconsideration without a review by
the Deputy General Counsel. Any request for reconsideration must be received by us at the
following address within sixty (60) days of the date of your receipt of this letter. We will
presume you received this letter five (5) days after the date we mailed it, unless you can show
that you did not receive it, or received it at a later date.

If you wish to request review of this determination, you should mail your written request to me at

the following address:

Social Security Administration
Office of the General Counsel, Region IV

Atlanta,

Sincerely,

Regional Chief Counsel





bcc:

Paralegal, Office of General Law
Paralegal, Office of General Law

Regional Attorney, ODAR










SOCIAL SECURITY
November 21, 2016 ]

Dear Mr. |ll:
This letter responds to your October 4, 2016 inquiry to President Barack Obama about

your claims for Supplemental Security Income (SSI) and Social Security disability
benefits. The officials at the White House referred your inquiry to us for reply.

We understand your concerns. We denied your claims upon reconsideration because the
evidence submitted did not show a medical condition that was disabling within the
meaning of the law.

To receive disability payments under the Social Security and SSI programs, you must be
unable to perform any substantial work because of a medical condition expected to last
for at least 12 months or to end in death. The impairment(s) must be so severe that you
cannot do previous work and cannot do any other work considering your age, education,
and work experience.

You requested a hearing and your records are in the Toledo, OH Hearing Office. As soon
as the officials there schedule the hearing, they will notify you of the time and place
where they will hold it. At the hearing, you will have the opportunity to explain your
situation.

We can understand your concern about the scheduling of your hearing. In the interest of
fairness, the people in our hearing offices must schedule hearings in the order in which
they receive them. However, they may expedite a hearing if a person is experiencing dire
need because of insufficient income or resources to meet an immediate threat to health or
safety, such as the lack of food, clothing, shelter, or medical care.

If you are experiencing dire need, you or your attorney should provide the Toledo, OH
Hearing Office with documentation to support your circumstances. Be sure to include a
copy of this letter with your documentation. The officials there will then decide whether
they can expedite the scheduling of your hearing. The hearing office address is 13"
Floor, One Seagate, Toledo, OH 43604, and the telephone number is 1-866-783-7304.
You will hear from the officials there when they make a decision about your request for
an expedited hearing date.

SOCIAL SECURITY ADMINISTRATION  BALTIMORE, MD 21235-0001
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We understand your need for extra financial help. You may want to contact your local
public assistance office, telephone 419-668-8126. The people there can provide
information about general assistance, food stamps, energy and housing programs, and
Medicaid. They can tell you about the requirements for assistance and help you apply.
They may also know about other organizations in your community that might help you.

If you have other guestions, we suggest that you call our National 800 Number, 1-800-
772-1213 (1-800-325-0778, if you are deaf or hard-of-hearing). Our representatives will
be glad to help you. In addition, information about the Social Security program is
available at <www:.socialsecurity.gov>. On our website, you can get answers to
frequently asked questions and learn about what you can do online when you create a
secure and easy to use my Social Security account.

We hope this information is helpful.

Social Security Administration
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SOCIAL SECURITY
November 21, 2016 ]

Dear Mr. |ll:
This letter responds to you’re October 4, 2016 inquiry to President Barack Obama about

your claims Supplemental Security Income (SSI) and Social Security disability
benefits. The officials at the White House referred your inquiry to us for reply.

We understand your concerns. We denied your claims upon reconsideration because the
evidence submitted did not show a medical condition that was disabling within the
meaning of the law.

To receive disability payments under the Social Security and SSI programs, you must be
unable to perform any substantial work because of a medical condition expected to last
for at least 12 months or to end in death. The impairment(s) must be so severe that you
cannot do previous work and cannot do any other work considering your age, education,
and work experience.

You requested a hearing and your records are in the Toledo, OH Hearing Office. As soon
as the officials there schedule the hearing, they will notify you of the time and place
where they will hold it. At the hearing, will have the opportunity to explain your
situation.

We can understand your concern about the scheduling of your hearing. In the interest of
fairness, the people in our hearing offices must schedule hearings in the order in which
they receive them. However, they may expedite a hearing if a person is experiencing dire
need because of insufficient income or resources to meet an immediate threat to health or
safety, such as the lack of food, clothing, shelter, or medical care.

If you’re are experiencing dire need, you or you attorney should provide the Toledo, OH
Hearing Office with documentation to support your circumstances. Be sure to include a
copy of this letter with your documentation. The officials there will then decide whether
they can expedite the scheduling of your hearing. The hearing office address is 13"
Floor, One Seagate, Toledo, OH 43604, and the telephone number is 1-866-783-7304.
You will hear from the officials there when they make a decision about your request for
an expedited hearing date.
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We understand your need for extra financial help. You may want to contact your local
public assistance office, telephone 419-668-8126. The people there can provide
information about general assistance, food stamps, energy and housing programs, and
Medicaid. They can tell you about the requirements for assistance and help you apply.
They may also know about other organizations in your community that might help you.

If you have other gquestions, we suggest that you call our National 800 Number, 1-800-
772-1213 (1-800-325-0778, if you are deaf or hard-of-hearing). Our representatives will
be glad to help you. In addition, information about the Social Security program is
available at <www:.socialsecurity.gov>. On our website, you can get answers to
frequently asked questions and learn about what you can do online when you create a
secure and easy to use my Social Security account.

We hope this information is helpful.

Social Security Administration
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Social Security Administration
Important Information

Social Security Administration
6401 Security Blvd.

Annex Cubicle 4364
Baltimore, MD 21235

Date: October 29, 2015

Mike Jones
123 Main St.
Philadelphia, PA 19123-2992

On October 29, 2015, ABCD met with you to conduct a review of your service as a
representative payee. Thank you for your participation in the review.

Results Of Your Review

We determined you fulfill your duties as representative payee. Your review is now complete.

If You Have Questions About The Results Of Your Review

If you have questions about the results of your review, please call Susan Jones at 410-555-5555.
If You Have Any Other Questions About Social Security

We invite you to visit our website at www.socialsecurity.gov on the Internet to find general
information about Social Security. If you have any specific questions, you may call us toll-free at
1-800-772-1213. We can answer most questions over the phone. If you are deaf or hard of
hearing, you may call our TTY number, 1-800-325-0778. You can also write or visit any Social

Security office. The office that serves your area is located at:

234 Main St.
Philadelphia, PA 19123

Suspect Social Security Fraud?

If you suspect Social Security fraud, please visit http://oig.ssa.gov/r or call the Inspector
General's Fraud Hotline at 1-800-269-0271 (TTY 1-866-501-2101).

Social Security Administration






OIG Office of the Inspector General
SOCIAL SECURITY ADMINISTRATION

Cooperative Disability
Investigations

Your Partnership is
Important to Us






CDI Mission and Background

The Cooperative Disability Investigations (CDI) program is a joint effort among
Federal and State agencies to effectively pool resources for the purpose of preventing
fraud in the disability programs administered by the Social Security Administration
(SSA), and in related Federal and State programs.

The mission of the CDI program is to investigate questionable statements and activities
of claimants, medical providers, and other third parties to obtain evidence of material
fact sufficient to resolve questions of potential fraud in SSA’s disability programs.
CDl is run jointly by the SSA, its Office of the Inspector General (OIG), State or local
law enforcement agencies (LEA), and the State Disability Determination Services
(DDS).
This cooperative program benefits SSA and American taxpayers by:

< Improving the integrity of Social Security’s programs;

«  Promoting the solvency of the Social Security Trust Funds;

e Preserving the public’s confidence in SSA’s stewardship;

* Helping public assistance programs reduce fraud, waste, and abuse.
Since its inception in Fiscal Year (FY) 1998, CDI has contributed to $3.2 billion in

projected savings to SSA’s disability programs and $2.1 billion in projected savings
to non-SSA programs—including State-funded programs such as Medicaid.

FY 2014 CDI Accomplishments

Allegations Received: 7,439
Claims Denied/Benefits Ceased: 4,126
Projected SSA Savings: $336,536,366

Projected Non-SSA Savings: $252,238,366






CDI Partnership Advantages

SSA pays for CDI participant salaries, benefits, and vehicles, freeing up these
state/local funds for other things.

Documented success and positive results provide the LEA opportunities to
report additional investigative accomplishments in new areas.

State and Federal legislators are complimentary of the successful efforts of
the program.

Projected savings to State funded or supplemented programs.

Our partnerships promote working relationships that will extend beyond
disability fraud investigations. OIG is fully committed in supporting its LEA
partners with cases that may involve a variety of offenses, including but not
limited to: Social Security benefit fraud, Social Security Number misuse,
identity theft, and fugitive felons.

Fully Reimbursable

State Savings
e Medicaid
e Food Stamps
e State SSI Supplement

Liaison Opportunities






CDI Overview and Structure

CDI Units are comprised of:

» An OIG Special Agent serving as the Unit’s Team Leader;
o State or local law enforcement personnel;

« DDS disability examiners;

e SSA program specialists.

CDI Unit members use their respective skills and expertise to:

< Evaluate and investigate suspicious disability claims;

» Identify lawyers, doctors, or other third parties who facilitate disability fraud,;

* Identify areas susceptible to fraud, which saves taxpayer money;

»  Provide investigative findings that help SSA and State personnel make
accurate and timely claims decisions.

CDI Units provide reports of investigations to SSA or DDS that detail their findings.
Their reports present facts that help support accurate disability claim decisions.

CDI findings may also result in:

e Criminal or civil prosecution;
«  Civil monetary penalties of up to $5,000 for each false statement made;
*  SSA administrative sanctions, including benefit withholding.





The program currently consists of 37 units covering 31 states, the District of Columbia, and the Commonwealth of Puerto Rico.





CDI in the News






Participating Agencies

Arkansas Attorney General’s Office
Arizona Department of Economic Security
California Department of Health Care Services
Colorado Bureau of Investigation
Cook County (IL) Sheriff’s Office
Dallas County (TX) Sheriff’s Office
Florida Department of Financial Services
Geauga County (OH) Sheriff’s Office
Georgia Bureau of Investigation
Harris County (T X) Sheriff’s Office
lowa Department of Criminal Investigations
Kansas City (MO) Police Department
Kentucky Attorney General’s Office
Los Angeles County District Attorney
Louisiana State Police
Massachusetts Attorney General’s Office
Michigan Department of Human Services, Office

of Inspector General
Minnesota Bureau of Criminal Apprehension
Mississippi Bureau of Investigation
Mississippi Office of the Attorney General
New York Attorney General’s Office
Oklahoma Attorney General’s Office
Oregon Department of Justice
Puerto Rico Police Department
Rhode Island Attorney General’s Office
South Carolina Law Enforcement Division
St. Louis County (MO) Police Department
State Disability Determination Services
Tennessee Bureau of Investigation
Utah Attorney General’s Office
Virginia Attorney General’s Office
Washington State Patrol
West Virginia Attorney General’s Office





How to Report Social Security Fraud

If you have information about fraud, waste, or abuse in Social Security’s
programs, we encourage you to report that to us in the following methods:

Social Security Fraud Hotline

Online: http://oig.ssa.gov/report

Call: (800) 269-0271 (10am to 4pm EST)
Fax: (410) 597-0118
U.S. Mail:
Social Security Fraud Hotline
P.O. Box 17768
Baltimore, MD 21235-7768

Follow Us:

@TheSSAOIG
/OIGSSA

/TheSSAOIG



http://oig.ssa.gov/report
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ABCD Contractor Letterhead

ABCD Contractor
167 Main St.
Baltimore, MD 21235
Date: October 29, 2015
Mike Jones
123 Main St.
Philadelphia, PA 19123-2992

Thank you for meeting with us on October 29, 2015, for your representative payee review. We
appreciate your cooperation.

Results Of The Review
Based on our review, we found you set up a bank account incorrectly.
What You Must Do

You must change the bank account title to show Sally Jones owns the funds and you are the
financial agent.

After You Make The Correction

You must mail a copy of a bank statement or other document showing the corrected bank
account title to us by November 11, 2015. Our address is:

167 Main Street
Baltimore, MD 21235

We have enclosed a return envelope for your convenience.
If You Have Questions About The Results Of Your Review

If you have questions about the results of your review, please call Jane Smith at 555-555-5555.

Alice Jones, Director










Securing today
and tomorrow

Disability Insurance (DI) Facts

$1,166.51
Avg. Amount (Monthly)
\

A

\“)

8,841,345 136,145 1,662,343
Disabled Workers Spouses Children

10,639,833

Total DI R
Beneficiaries $11.9 Billion
Aggregate Benefits Paid (Monthly)

$143.0 Billion

Aggregate Benefits Paid (Yearly)

Social Security disability payments are modest, but they keep some families financially afloat.

Total annual benefit payments are for fiscal year 2016; all monthly numbers are for September 2016. Produced at U.S. taxpayer expense
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With you through life’s journey...

Social Security touches the lives of every American, both directly and indirectly. Social Security helps
older Americans, workers who become disabled, wounded warriors, and families in which a spouse
or parent dies.

Today, about 168 million people work and pay Social Security taxes and about 60 million people
receive monthly Social Security benefits. With retirement, disability, and survivors benefits, we
improve the quality of life for millions throughout life's journey.

We re WiJCL\ %u from %irtL\

Most parents apply for a child’s Social Security number at birth, usually
through the hospital. When the time comes for that first job, the number is
already in place.

A fun byproduct of assigning Social Security numbers at birth is that we
know the most popular baby names, which we announce each year. On
our website, you can find the top baby names for the last 100 years.

www.socialsecurity.gov/babynames

We re Witlr\ %u WL\@V\ %u %er’c Work

Your employer verifies your Social Security number with us at every
new job. Doing so helps reduce fraud and improves the accuracy of
your earnings records.

Employers collect FICA, or Federal Insurance Contribution Act
withholdings, and report earnings electronically. This is how we track

your earnings and is how you earn Social Security retirement, disability,
and survivors coverage for you and your family. A worker earns up to four
Social Security credits each year and needs 40 credits, or 10 years of work,
to qualify for retirement benefits.

W@lranara wcor yow WaM 'mg

Marriage is the start of a new chapter in your life. For some, a part of that

new life is a new name.

If you legally change your name due to marriage, divorce, or any other
reason, let us know so you can get an updated Social Security card —
and so we can accurately keep track of your earnings. There’s no charge
for a Social Security card.

www.socialsecurity.gov/ssnumber
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One in four of today’s 20-year-olds will become disabled before they retire.

Disability benefits provide modest coverage for severely disabled workers
and their dependents, including our wounded warriors.
www.socialsecurity.gov/disabilityfacts/facts.html

Wa'mmm to ?rovija CDVMCDYT Dwimg Diﬁcioug{ﬁm‘@%

The loss of a loved one can be both emotionally and financially difficult.

Some widows, widowers, and children may receive survivors benefits to
help them cope with the financial loss.

The number of credits needed to provide benefits for survivors depends
on the worker’s age when he or she dies.

Unmarried children who are under age 18 (up to age 19 if attending
elementary or secondary school full time) can be eligible to receive
Social Security benefits when a parent dies.
www.socialsecurity.gov/planners/survivors/ifyou.html

We WDLLMV\]JC %ig& yow Retirement ?aurhﬁ

When most people think of Social Security, they think of retirement
\ benefits — with good reason.

Social Security is a lifeline for most retirees, keeping tens of millions out
of poverty. Fifty-one percent of the workforce has no private pension
coverage. Thirty-four percent of the workforce has no savings set aside
specifically for retirement.

The Supplemental Security Income (SSI) program is a different program
that provides income support to people age 65 or older, blind, or disabled
who have low income and resources. U.S. Treasury general funds, not

the Social Security trust funds, pay for SSI.

You Can Count on Us to Be There

The Bipartisan Budget Act of 2015 provides for a temporary reallocation of a portion of the payroll tax rate from the
Old Age and Survivors Insurance (OASI) Trust Fund to the Disability Insurance (DI) Trust Fund to ensure payment

of full disability benefits into 2022. If Congress does not take additional action, the projected year in which the
combined OASI and DI Trust Fund reserves will become depleted is 2034. At that time, Social Security would still
be able to pay 79 percent of scheduled benefits.

Contrary to what many people think, neither the President nor Social Security determines if there is a Cost-of-Living
Adjustment (COLA) or the adjustment amount. By law, the Bureau of Labor Statistics makes the determination
based on inflation.

Social Security will continue to be passionate advocates for sustained, adequate funding to help support our
customers now and in the future. To learn more about Social Security and our programs and services, go to
www.socialsecurity.gov, call 1-800-772-1213, or visit your local field office.

Social Security is with you through life’s journey, helping secure today and tomorrow.
Securing today

APRIL 2016 and tomorrow

SSA Publication No. 05-10303

Produced at U.S. taxpayer expense











A MESSAGE FROM THE ACTING COMMISSIONER

A MESSAGE FROM THE ACTING

COMMISSIONER

I am pleased to present our fiscal year 2016 Agency Financial Report. This report
describes how we managed our resources and administered our programs, and
demonstrates our commitment to responsible stewardship. We strive to provide
excellent customer service in a tight fiscal climate, while positioning ourselves to
accomplish our mission of delivering Social Security services that meet the changing
needs of the public. We continue to make great strides by focusing on our Strategic
Goals:

o Deliver innovative, quality services;

e  Strengthen the integrity of our programs;

e  Serve the public through a stronger, more responsive disability program;
e Build a model workforce to deliver quality service; and

e Ensure reliable, secure, and efficient information technology services.

Throughout our history, we have evolved to meet the changing needs of our customers, helping them to navigate
through life’s personal challenges and times of change. We are working toward achieving our long-term strategies
embodied in our Vision 2025: providing a superior customer experience, developing and retaining exceptional
employees, and building an innovative organization. Our customers remain our top priority, and we are committed
to providing them with choices in the way they conduct business with us.

Modernizing our information technology infrastructure is foundational to helping us realize our vision. Investing
wisely in technology is one of our top critical priorities as we work to deliver smart, secure, and efficient service.
We are also committed to continue implementing data-driven decision making to provide the best possible service to
the public. However, we need a sustained, long-term investment to develop a fully modern information technology
infrastructure capable of supporting our immense responsibilities.

We continue to build upon our successes of the last several years, including the expansion of electronic services
and exploring new technologies to improve efficiency in our disability program. We remain committed to ensuring
the safety and security of the information and resources entrusted to us. We are collaborating with other Federal
agencies to improve overall the efficiency and effectiveness of our service to the public. Through our program
integrity work and vigorous anti-fraud efforts, we strive to protect every taxpayer dollar while reducing our costs.
As we discover new threats, we deploy new tools and techniques to mitigate risks to our information security.

For the 23 consecutive year, we received an unmodified opinion on our financial statements. Based on our internal
evaluations, | can provide reasonable assurance that the financial and performance information contained in this
report is complete, reliable, and accurate. | am also pleased to announce that we have no material weaknesses in our
internal controls.

Each day, our outstanding employees work diligently to serve the public with care and compassion. For more than
80 years, Social Security has helped secure today and tomorrow by providing benefits and financial protection for
millions of people throughout their life’s journey. However, our legacy of providing the public with exceptional
service is now in jeopardy. Service delays are causing hardships for our most vulnerable citizens. We need
adequate, sustained funding to carry out our important program integrity and stewardship work, while also ensuring

adequate levels of service to beneficiaries and claimants.

Carolyn W. Colvin
Acting Commissioner
November 9, 2016
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Juntos por el sendero de la vida...

Si sucede lo inesperado,
le extendemos la mano
con beneficios por
incapacidad. Sabia
usted que una de cada
cuatro personas queda
incapacitada antes de
su jubilacion.

El Seguro Social le
extiende la mano en
momentos dificiles
tanto a viudos como
a viudas.

Juntos desde su primer amanecer.
Es importante que todo nifio al El 5% de los
nacer tenga un nimero de Seguro beneficios de

Social porque...

Seguro Social se
le pagan a nifios
de trabajadores
asegurados.

Cuando comienza a trabajar y
paga impuestos de Seguro Social,
creamos un registro de ganancias
para ayudarle a asegurar su futuro.

Juntos para celebrar su jubilacion.
Puede recibir beneficios a los 62
afios o posponerlos hasta los 70
afios de edad.

Asi que en el atardecer de su
vida podra ver con sosiego que
hemos caminado juntos por el
sendero de la vida.

Nuestros servicios en espafiol; ya sea el estado de cuenta de Seguro Social, publicaciones, nuestro sitio de internet o
nuestros agentes bilinglies; pueden ayudarle a conocer mucho mas sobre el Seguro Social y a tramitar sus gestiones
en el idioma de su preferencia. Visite SeguroSocial.gov para informarse mejor.

Escrito y publicado con fondos de los contribuyentes de los EE. UU



http://SeguroSocial.gov




Social Security Administration

SECURITY INFORMATION BULLETIN

OSEP-16-008

April 7, 2016

Anniversary of the Oklahoma City Bombing - Security Reminders

The Office of Security and Emergency Preparedness (OSEP) publishes periodic informational bulletins
to increase employee security awareness and promote safe and secure practices within the agency.

April 19, 2016 marks the 21st anniversary of the bombing of the Alfred P. Murrah Federal Building in
Oklahoma City, where 168 people died including 16 agency employees. On the anniversary of this
tragedy, we remember those that were lost and dedicate ourselves to maintaining situational awareness
to help prevent future events of this type. The purpose of this bulletin is to remind employees to remain
vigilant at all times and report any suspicious activity.

Access Control

Ensure compliance with all access control procedures at all times. Notify management of all visitors
(non-claimant) and request identification from visitors prior to admitting them into work areas. Agency
personnel must escort all visitors while in they are in agency facilities and offices.

Suspicious Activity

You should always be aware of activities in your surrounding area. If you witness any suspicious
activity -- anything that seems wrong, abnormal or unusual -- immediately alert management and onsite
security personnel. Always remember, “If you see something, say something!”

Examples of suspicious activities include, but are not limited to:

« Unattended, abandoned, or unusual vehicles in parking areas or roadways for prolonged periods;
« Persons loitering in parking lots;

« Unidentified persons attempting to access facilities without proper identification or approval,

o Persons attempting to stop vehicles;

o Persons following employees or visitors into, or near, facilities;

e Persons placing items into areas and then quickly departing the areas:

« Persons taking photographs or appearing to make drawings of facilities or structures; and
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Repeated visits by the same individual to an office or facility with no purpose or reason for the
visits.

Suspicious or Unattended Packages

A suspicious package may include any package, envelope, device, object, baggage, backpack, or
briefcase that seems out of place, is not readily identifiable, or appears unattended in public or
high-traffic areas. You should use extreme caution if you encounter any unattended items or packages
that appear suspicious.

Agency offices may receive suspicious packages through any package delivery company or service (e.g.,
U.S. Postal Service (USPS), FedEx, UPS, DHL). Management will ensure approved USPS mail-
handling posters are in all mail receiving areas. Please review appropriate mail handling procedures
outlined in AIMS MRM 02.08, Management Policies for the Security of Incoming and Outgoing Mail.

Common signs of a suspicious package or item include:

An unattended item, such as a box, backpack, or other container, left in an accessible area;
An actual threat message in or on a package;

Position of authority as the addressee (e.g., government employee or political figure), not a
specific person:

Incorrect titles or a title without a name;

Inappropriate or unusual labeling, excessive packaging (e.g., masking tape or string);
Excessive postage or weight;

Handwritten or poorly-typed addresses;

Misspelling of common words;

Unusual return address or no return address;

Restrictions, such as "Personal,” “Confidential,” or "Do not x-ray;”

A postmark from a city or state that does not match the return address;

Powdery substance felt through or appearing on the package;

Oily stains, discolorations, or odor;

Lopsided or uneven envelope;

Ticking sounds; and

Protruding wires or aluminum foil.

What to do if you identify a suspected bomb or unattended item:

Notify a supervisor immediately. Contact appropriate emergency personnel if a supervisor is not
available.

Evacuate the immediate area and attempt to prevent people from coming in contact with the
package.
Leave the item exactly where you find it.
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e Do not smell, touch, taste, or try to clean up any material that leaked from the item.
e Turn off, and do not use radios or cellular phones near the item.
e Be aware that management may need to take additional precautionary measures until the incident
is resolved, such as:
o0 Evacuating the facility;
o Evacuating portions of the facility; or
o0 Suspending entry into the facility.
¢ Follow the directions of management and emergency responders (Federal Protective Services
and local responders) until incident resolution.

What to do if you identify or come in contact with a package with a possible suspicious or
unidentified substance:

e Stay calm.

e Notify a supervisor immediately. If a supervisor is not available, contact the appropriate
emergency personnel.

e |If any material leaked from the item, do not smell, touch, taste, or try to clean it up, and never
attempt to brush it from your clothing.

e Do not attempt to open the package, or open it any further.

e Place the package or envelope on a stable surface. Do not carry the package or envelope from its
current location or show it to coworkers.

e If possible, place a cover over the package to reduce the possibility of further exposure.

e Stay in your immediate workplace and alert others nearby who have not had contact with the
item to relocate to an area away from the suspicious package or envelope.

e Minimize unnecessary contact with objects and other persons.

e If possible, without leaving your work area, wash your hands with soap and water to prevent
spreading potentially infectious material to your face or skin. Await emergency responders.

e If possible, create a list of persons who may have directly or indirectly been exposed to the
suspicious letter or package, and give this list to responding emergency service personnel.

If you observe any suspicious activities or items at headquarters, immediately report them to the Incident
Command Center at 410-966-4522. If you are in a field office or other agency facility, contact your
local security officer and your office management, as well as the Federal Protective Service at
877-4FPS-411. You can also dial 911 for local law enforcement.

If you have any questions or concerns, please contact OSEP by email at physical.security@ssa.gov or by
phone at 410-965-0000.
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Social Security Administration’s Open Government Plan 4.0

Message From The Acting Commissioner

Welcome to our Open Government Plan 4.0. This plan reflects our continuing effort to
become more transparent to the American public. We also invite greater public
participation in the policies and decisions of our agency and foster expanded
collaboration with the people we serve. Our stakeholders include advocates and many
government and non-government groups.

I am proud to lead Social Security's implementation of President Obama's Open
Government Initiative. This plan includes our commitments to improve our operations
and services in an open and transparent manner. Our Open Government Plan 4.0
(Section III) includes a flagship initiative, National Disability Forum, and five major
initiatives. These efforts will help us carry out long-term strategies embodied in our
Vision 2025. We strive to deliver superior customer service, develop exceptional
employees, and operate as an innovative organization. We encourage you to read

our Vision 2025 and visit the open government page to see the information and data
available online. We welcome your thoughts on more data and information you want us
to make available to the public.

In putting our current plan together, we sought comments from the public, our
employees, and advocates. We appreciate your interest and participation, and welcome
your additional insight on ways we can improve our programs and service to you.

Follow our progress on the milestones in our plan and share your thoughts and ideas by
sending us a message at open.government@ssa.gov.

Thank you,

Carolyn W. Colvin
Acting Commissioner of Social Security



https://www.ssa.gov/vision2025/vision.html

https://www.ssa.gov/open/

https://www.ssa.gov/open/plan-progress-2016.html
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SOCIAL SECURITY ADMINISTRATION
Application for a Social Security Card

Applying for a Social Security Card is free!
USE THIS APPLICATION TO:

o Apply for an original Social Security card
. Apply for a replacement Social Security card
o Change or correct information on your Social Security number record

IMPORTANT: You MUST provide a properly completed application and the required evidence before we
can process your application. We can only accept original documents or documents certified by the
custodian of the original record. Notarized copies or photocopies which have not been certified by the
custodian of the record are not acceptable. We will return any documents submitted with your application.
For assistance call us at 1-800-772-1213 or visit our website at www.socialsecurity.gov.

Original Social Security Card

To apply for an original card, you must provide at least two documents to prove age, identity, and U.S.
citizenship or current lawful, work-authorized immigration status. If you are not a U.S. citizen and do not
have DHS work authorization, you must prove that you have a valid non-work reason for requesting a
card. See page 2 for an explanation of acceptable documents.

NOTE: If you are age 12 or older and have never received a Social Security number, you must apply in
person.

Replacement Social Security Card
To apply for a replacement card, you must provide one document to prove your identity. If you were born

outside the U.S., you must also provide documents to prove your U.S. citizenship or current, lawful, work-
authorized status. See page 2 for an explanation of acceptable documents.

Changing Information on Your Social Security Record
To change the information on your Social Security number record (i.e., a name or citizenship change, or

corrected date of birth) you must provide documents to prove your identity, support the requested change,
and establish the reason for the change. For example, you may provide a birth certificate to show your
correct date of birth. A document supporting a name change must be recent and identify you by both your
old and new names. If the name change event occurred over two years ago or if the name change
document does not have enough information to prove your identity, you must also provide documents to
prove your identity in your prior name and/or in some cases your new legal name. If you were born outside
the U.S. you must provide a document to prove your U.S. citizenship or current lawful, work-authorized
status. See page 2 for an explanation of acceptable documents.

LIMITS ON REPLACEMENT SOCIAL SECURITY CARDS
Public Law 108-458 limits the number of replacement Social Security cards you may receive to 3 per
calendar year and 10 in a lifetime. Cards issued to reflect changes to your legal name or changes to a work
authorization legend do not count toward these limits. We may also grant exceptions to these limits if you
provide evidence from an official source to establish that a Social Security card is required.

IF YOU HAVE ANY QUESTIONS
If you have any questions about this form or about the evidence documents you must provide, please visit

our website at www.socialsecurity.gov for additional information as well as locations of our offices and
Social Security Card Centers. You may also call Social Security at 1-800-772-1213. You can also find
your nearest office or Card Center in your local phone book.
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EVIDENCE DOCUMENTS

The following lists are examples of the types of documents you must provide with your application and are not all
inclusive. Call us at 1-800-772-1213 if you cannot provide these documents.

IMPORTANT : If you are completing this application on behalf of someone else, you must provide evidence that
shows your authority to sign the application as well as documents to prove your identity and the identity of the
person for whom you are filing the application. We can only accept original documents or documents certified by
the custodian of the original record. Notarized copies or photocopies which have not been certified by the
custodian of the record are not acceptable.

Evidence of Age

In general, you must provide your birth certificate. In some situations, we may accept another document that

shows your age. Some of the other documents we may accept are:

e U.S. hospital record of your birth (created at the time of birth)

e Religious record established before age five showing your age or date of birth

e Passport

e Final Adoption Decree (the adoption decree must show that the birth information was taken from the original
birth certificate)

Evidence of Identity

You must provide current, unexpired evidence of identity in your legal name. Your legal name will be shown on

the Social Security card. Generally, we prefer to see documents issued in the U.S. Documents you submit to

establish identity must show your legal name AND provide biographical information (your date of birth, age, or

parents' names) and/or physical information (photograph, or physical description - height, eye and hair color,

etc.). If you send a photo identity document but do not appear in person, the document must show your

biographical information (e.g., your date of birth, age, or parents' names). Generally, documents without an

expiration date should have been issued within the past two years for adults and within the past four years for

children.

As proof of your identity, you must provide a:

e U.S. driver's license; or

e U.S. State-issued non-driver identity card; or

® U.S. passport

If you do not have one of the documents above or cannot get a replacement within 10 work days, we may accept
other documents that show your legal name and biographical information, such as a U.S. military identity card,
Certificate of Naturalization, employee identity card, certified copy of medical record (clinic, doctor or hospital),
health insurance card, Medicaid card, or school identity card/record. For young children, we may accept medical
records (clinic, doctor, or hospital) maintained by the medical provider. We may also accept a final adoption
decree, or a school identity card, or other school record maintained by the school.

If you are not a U.S. citizen, we must see your current U.S. immigration document(s) and your foreign passport
with biographical information or photograph.

WE CANNOT ACCEPT A BIRTH CERTIFICATE, HOSPITAL SOUVENIR BIRTH CERTIFICATE, SOCIAL
SECURITY CARD STUB OR A SOCIAL SECURITY RECORD as evidence of identity.

Evidence of U.S. Citizenship
In general, you must provide your U.S. birth certificate or U.S. Passport. Other documents you may provide are a
Consular Report of Birth, Certificate of Citizenship, or Certificate of Naturalization.

Evidence of Immigration Status

You must provide a current unexpired document issued to you by the Department of Homeland Security (DHS)
showing your immigration status, such as Form 1-551, 1-94, or I-766. If you are an international student or
exchange visitor, you may need to provide additional documents, such as Form 1-20, DS-2019, or a letter
authorizing employment from your school and employer (F-1) or sponsor (J-1). We CANNOT accept a receipt
showing you applied for the document. If you are not authorized to work in the U.S., we can issue you a Social
Security card only if you need the number for a valid non-work reason. Your card will be marked to show you
cannot work and if you do work, we will notify DHS. See page 3, item 5 for more information.
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HOW TO COMPLETE THIS APPLICATION

Complete and sign this application LEGIBLY using ONLY black or blue ink on the attached or
downloaded form using only 8 ¥2” x 11" (or A4 8.25” x 11.7") paper.

GENERAL: Items on the form are self-explanatory or are discussed below. The numbers match the
numbered items on the form. If you are completing this form for someone else, please complete the
items as they apply to that person.

4. Show the month, day, and full (4 digit) year of birth; for example, “1998” for year of birth.

5. If you check “Legal Alien Not Allowed to Work” or “Other,” you must provide a document from a
U.S. Federal, State, or local government agency that explains why you need a Social Security number
and that you meet all the requirements for the government benefit. NOTE: Most agencies do not require
that you have a Social Security number. Contact us to see if your reason qualifies for a Social Security
number.

6., 7. Providing race and ethnicity information is voluntary and is requested for informational and
statistical purposes only. Your choice whether to answer or not does not affect decisions we make on
your application. If you do provide this information, we will treat it very carefully.

9.B., 10.B. If you are applying for an original Social Security card for a child under age 18, you MUST
show the parents' Social Security numbers unless the parent was never assigned a Social Security
number. If the number is not known and you cannot obtain it, check the “unknown” box.

13. If the date of birth you show in item 4 is different from the date of birth currently shown on your
Social Security record, show the date of birth currently shown on your record in item 13 and provide
evidence to support the date of birth shown in item 4.

16. Show an address where you can receive your card 7 to 14 days from now.

17. WHO CAN SIGN THE APPLICATION? If you are age 18 or older and are physically and mentally
capable of reading and completing the application, you must sign in item 17. If you are under age 18,
you may either sign yourself, or a parent or legal guardian may sign for you. If you are over age 18 and
cannot sign on your own behalf, a legal guardian, parent, or close relative may generally sign for you. If
you cannot sign your name, you should sign with an "X” mark and have two people sign as witnesses in
the space beside the mark. Please do not alter your signature by including additional information on the
signature line as this may invalidate your application. Call us if you have questions about who may sign
your application.

HOW TO SUBMIT THIS APPLICATION

In most cases, you can take or mail this signed application with your documents to any Social Security
office. Any documents you mail to us will be returned to you. Go to
https://secure.ssa.gov/apps6z/FOLO/fo001.jsp to find the Social Security office or Social Security Card
Center that serves your area.

Form SS-5 (08-2011) ef (08-2011) Page 3





PROTECT YOUR SOCIAL SECURITY NUMBER AND CARD

Protect your SSN card and number from loss and identity theft. DO NOT carry your SSN card with you.
Keep it in a secure location and only take it with you when you must show the card; e.g., to obtain a new
job, open a new bank account, or to obtain benefits from certain U.S. agencies. Use caution in giving
out your Social Security number to others, particularly during phone, mail, email and Internet requests
you did not initiate.

PRIVACY ACT STATEMENT
Collection and Use of Personal Information

Sections 205(c) and 702 of the Social Security Act, as amended, authorize us to collect this
information. The information you provide will be used to assign you a Social Security number and
issue a Social Security card.

The information you furnish on this form is voluntary. However, failure to provide the requested
information may prevent us from issuing you a Social Security number and card.

We rarely use the information you supply for any purpose other than for issuing a Social Security
number and card. However, we may use it for the administration and integrity of Social Security
programs. We may also disclose information to another person or to another agency in accordance
with approved routine uses, which include but are not limited to the following:

1. To enable a third party or an agency to assist Social Security in establishing rights to
Social Security benefits and/or coverage,;

2. To comply with Federal laws requiring the release of information from Social Security
records (e.g., to the Government Accountability Office and Department of Veterans'
Affairs);

3. To make determinations for eligibility in similar health and income maintenance
programs at the Federal, State, and local level; and

4. To facilitate statistical research, audit or investigative activities necessary to assure the
integrity of Social Security programs.

We may also use the information you provide in computer matching programs. Matching programs
compare our records with records kept by other Federal, State, or local government agencies.
Information from these matching programs can be used to establish or verify a person's eligibility
for Federally-funded or administered benefit programs and for repayment of payments or
delinquent debts under these programs.

Complete lists of routine uses for this information are available in System of Records Notice
60-0058 (Master Files of Social Security Number (SSN) Holders and SSN Applications). The
Notice, additional information regarding this form, and information regarding our systems and
programs, are available on-line at www.socialsecurity.gov or at any local Social Security office.

This information collection meets the requirements of 44 U.S.C. 83507, as amended by Section 2 of the
Paperwork Reduction Act of 1995. You do not need to answer these questions unless we display a valid
Office of Management and Budget control number. We estimate that it will take about 8.5 to 9.5 minutes
to read the instructions, gather the facts, and answer the questions. You may send comments on our
time estimate to: SSA, 6401 Security Blvd., Baltimore, MD 21235-6401. Send only comments relating
to our time estimate to this address, not the completed form.
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SOCIAL SECURITY ADMINISTRATION
Application for a Social Security Card

Form Approved
OMB No. 0960-0066

First

NAME
TO BE SHOWN ON CARD

Full Middle Name

Last

FULL NAME AT BIRTH First

IF OTHER THAN ABOVE

Full Middle Name

Last

OTHER NAMES USED

2 Social Security number previously assigned to the person — —
listed in item 1
PLACE Sg;ce DATE
3 |OF BIRTH oy | 4 |OF
(Do Not Abbreviate) City State or Foreign Country FCI BIRTH MM/DD/YYYY
Legal Ali Legal Alien Not All d Other (S
5 |CITIZENSHIP [Jus.ciizen [ JAlowedTo  []Towork@ee instructions On
(Check One) Work Instructions On Page 3) Page 3)
ETHNICITY RACE |:| Native Hawaiian D American Indian Other Pacific
6 Are You Hispanic or Latino? 7 Select One or More D Alaska Native ] Islander
(Your Response is Voluntary) (Your Response is Voluntary) ilack{Afrlcan [ ] white
D Yes D No Asian merican
8 |SEX [ ] Male [ ] Female
A. PARENT/ MOTH ER'S First Full Middle Name Last
9 NAME AT HER BIRTH
B. PARENT/ MOTHER'S SOCIAL —_ —_ [] Unknown
SECURITY NUMBER (see instructions for 9 B on Page 3)
A. PARENT/ FATH ERIS First Full Middle Name Last
1 O NAME
B. PARENT/ FATHER'S SOCIAL — — [ unknown
SECURITY NUMBER (See instructions for 10B on Page 3)

card before?
|:| Yes (If "yes" answer questions 12-13)

11
[

No

Has the person listed in item 1 or anyone acting on his/her behalf ever filed for or received a Social Security number

|:| Don't Know (If "don't know," skip to question 14.)

Name shown on the most recent Social
Security card issued for the person
listed in item 1

12

First

Full Middle Name Last

13 Entgr any d_ifferent date of birth if used on an

earlier application for a card MM/DDIYYYY
14 TODAY'S 15 DAYTIME PHONE

DATE MM/DD/YYYY NUMBER AreaCode  Number

MAILING ADDRESS

Street Address, Apt. No., PO Box, Rural Route No.

16

City

(Do Not Abbreviate)

State/Foreign Country

ZIP Code

and it is true and correct to the best to my knowledge.

| declare under penalty of perjury that | have examined all the information on this form, and on any accompanying statements or forms,

17

YOUR SIGNATURE
18

YOUR RELATIONSHIP TO THE PERSON IN ITEM 1 IS:

Natural Or
Adoptive Parent

[]sef []

DLegaI Guardian |:|Other Specify

DO NOT WRITE BELOW THIS LINE (FOR SSA USE ONLY)

NPN |poc INTI CAN [TV
PBC EVI EVA | EVC |PRA NWR | DNR |UNIT
EVIDENCE SUBMITTED SIGNATURE AND TITLE OF EMPLOYEE(S) REVIEWING
EVIDENCE AND/OR CONDUCTING INTERVIEW
DATE
DCL DATE
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Securing today
and tomorrow

FICA is a U.S. federal payroll tax. It stands for
-» the Federal Insurance Contributions Act and is
deducted from each paycheck.

Your nine-digit number helps Social Security
accurately record your covered wages or self-  "amccccccccacaaa
employment. As you work and pay FICA taxes, 1
you earn credits for Social Security benefits. St

How much is coming out of my check?

6.2%

of your gross wages goes to 1 7 1

Social Security tax.” Today, about 171 million

million people work and pay
1 45% workers Social Security taxes.

iRt STaTateTaTe

*Your employer matches these percentages for a total of 15.3%

FICA helps fund both Social Security and Medicare
programs, which provide benefits for retirees,
the disabled, and children.

ard Pam

Think about FICA like this...

Right now, you are helping your grandparents, and eventually your parents have a secure
retirement. As your career grows, all the money you contribute into Social Security helps
you and your family secure today and tomorrow.

When you turn 18, open a my Social Security account to see how your Social Security benefits grow over time.

SOCiaISecurity-gov n m G Produced at U.S. taxpayer expense




http://www.SocialSecurity.gov





