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Social Security Administration  
2014 Plain Writing Compliance Report 

We are pleased to share our 2014 Plain Writing Compliance Report.  The Plain Writing Act of 2010 
requires federal agencies to write clearly to ensure the public understands government information 
and services.  We are committed to communicating clearly.  We encourage our employees to look 
for ways to improve their own writing, and we ask all our executives and senior managers to 
promote plain writing. 

Our Commitment 
Communication plays a large role in our day-to-day operations and we understand clear and concise 
communication is important.  Therefore, we affirm our commitment and dedication to improving 
written materials by using plain writing standards, training our employees, and supporting plain 
writing standards in our overall business processes. 

Our Accomplishments 
To comply with the Plain Writing Act of 2010, we met several basic requirements. 

We followed our Plain Writing Implementation Plan, which helps us monitor how offices are 
applying plain writing guidelines to their written materials.  In addition, we: 

• Issued the 2013 Plain Writing Compliance Report; 
• Maintained a Plain Language page on our website home page; 
• Distributed StyleWriter, an editing tool, throughout the agency to ensure we have a uniform 

approach to preparing written communications. StyleWriter identifies complex words, 
jargon, wordy phrases, passive verbs, and long sentences, and provides suggestions on how 
to edit those items to improve documents; 

• Trained employees on plain writing, business writing and grammar, and effective writing 
techniques; 

• Enacted a marketing campaign to promote plain writing principles; 
• Applied plain writing guidelines to our documents, letters, notices, and other written 

materials; and 
• Established the criteria for the Plain Writing Awards to recognize best writing practices 

within our agency. 

Oversight 
Steven Patrick, Ph.D., Associate Commissioner for Office of Public Inquiries in the Office of 
Communications (OCOMM) is our Senior Agency Official for Plain Writing.  Dr. Patrick and 
his staff, along with 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.  In addition, directors in our 10 regions serve as plain writing coordinators.  
Appendix B provides links to websites listing the compliance board members and 
regional directors. 
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Implementation Plan 
Our plain writing compliance board meets bi-monthly to plan, coordinate, and execute the Plain 
Writing Implementation Plan and related activities.  Please see the Plain Writing Implementation 
Plan in Appendix B for an outline of our goals and activities. 

Compliance Report 
We issued the 2014 Plain Writing Compliance Report on March 31, 2015. 

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, and 
we respond to all emails within one business day. 

To optimize our website and address the needs of our customers, we use tools such as ForeSee  
E-Government Satisfaction Index (formerly the American Customer Satisfaction Index) and 
Google Analytics.  These tools allow us to gauge how satisfied customers are with our websites. 

ForeSee tracks the online experiences of more than 100 federal government websites by 
measuring key elements of the sites, which include search, navigation, functionality, online 
transparency, content, site information, plain language, site performance, look and feel, 
and more. 

The ForeSee E-Government Satisfaction Index grades 105 federal websites on the success and 
performance of their online initiatives.  The Index uses a scale of 0 to 100, and a score of 80 or 
higher is excellent. 

In the third quarter of 2014, six websites from our agency received scores above 80.  In priority 
order, these websites are: 

1. Extra Help With Medicare Prescription Drug Plan Costs  [Score:  90] 
2. SSA Retirement Estimator [Score:  89] 
3. my Social Security [Score:  88] 
4. Apply for Social Security Benefits [Score:  88] 
5. Business Services Online [Score:  88] 
6. Apply Online for Disability Benefits [Score:  82] 

The average score for federal websites was 75.  Our average score was 83, which equals or 
exceeds the 2014 scores of leading Fortune 500 companies, such as Amazon (83), LL Bean (82), 
Apple (80), Nordstrom (77), and Barnes & Noble (78). 

Our websites are rated highly 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 
applications and web pages that will meet the expectations of users. 
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Website Access 
To encourage our employees to apply plain writing principles; we constantly look for ways to 
make tools and resources easily accessible to them.  Our plain writing website is accessible from 
both the Intranet and Internet and provides information to the public and our employees about 
the steps we are taking to improve our written communications. 

On our plain writing website, we provide links to our plain writing compliance reports and other 
plain writing resources.  The website also includes contact information for members of the 
Compliance Board and other individuals who can provide guidance on plain writing.  As 
mentioned earlier, we solicit public and employee feedback via a dedicated mailbox -- 
PlainWriting@ssa.gov. 

The Commissioner’s Writing Center website is an important resource for our employees.  This 
site, known as the Quality Initiative for Commissioner’s Correspondence (QUICC), identifies 
plain writing guidelines and links to the Acting Commissioner’s writing preferences.  We include 
links to training courses on plain writing and other tools that employees can use to improve their 
writing.  Information on other writing and grammar courses is also available. 

We are dedicated to making our websites and online services accessible to our employees and 
those we serve.  We ensure that our online content meets Section 508 guidelines, which require 
all federal agencies to provide content that is both accessible to those with disabilities and 
compatible with assistive technologies. 

Training Tools 
In 2014, we increased distribution of StyleWriter throughout our agency and provided additional 
training on its use.  We also developed a desk aid, which identifies plain writing guidelines and 
provides tips on grammar and sentence structure. 

Supporting Activities 
We launched a marketing campaign to promote plain writing principles.  We set up tables in our 
Headquarters cafeterias to distribute information on plain writing and answer questions, and we 
distributed approximately 500 desk aids during the initial launch of our marketing campaign.  
We also placed plain writing posters and banners throughout our Headquarters campus. 

As part of our marketing campaign, Acting Commissioner Carolyn W. Colvin publicly renewed 
the agency’s commitment to plain writing.  She directed employees to the Commissioner’s 
Writing Center website and the many other resources available to improve our communication 
products.  The Writing Center website is an invaluable source of writing tools, tips, and learning 
opportunities.  Also available on this site is the QUICC Handbook, which outlines the Acting 
Commissioner’s preferences for written communication.  We discussed plain writing updates, 
activities, and training opportunities for employees in the regions with our regional 
communication directors (RCD).  The RCDs also communicate information about the Plain 
Writing Compliance Report and encourage regional involvement in plain writing activities. 
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We continue to televise plain writing guidelines on HQTV, our internal Headquarters television 
network, and electronically broadcast announcements on Good Morning Social Security, a 
weekly video news program for agency employees. 

Using Plain Language in Our Documents 
We encourage our employees to use the QUICC writing center and various checklists, desk aids, 
and other resources when writing notices, documents, letters, and other correspondence. 

Table 1 provides examples of notices used in external communications and our efforts to 
improve these notices.  Please see Appendix A for “before and after” samples.

Table 1 - Examples of Notices Using Plain Writing Principles 

Type and Method of 
Communication Audience Improvements 

Office of Budget, Finance, Quality, and Management 

Form SSA-L9790-SM  
(form to determine the non-work 
months of Social Security 
retirement beneficiaries) 
See Form SSA-L9790-SM in 
Appendix A. 

Beneficiaries We revised the wording and layout 
of the cover letter and questions on 
the form.  

Result:  This modification made the form easier to read and complete. 

Office of Operations 

Press release about changes in 
Social Security office hours over 
the Thanksgiving holiday 

External customers (e.g., 
general public, 
congressional offices) 

We notified the public of the 
change in service hours for the day 
after Thanksgiving. 

Notification to an organizational 
representative payee 
See payment services termination 
in Appendix A. 

Organizational 
representative payee 

Representative payees received 
termination notices.   

Poster 
See Chicago region:  Visitor Sign 
in Appendix A. 

General public  The public was notified of limited 
service hours due to construction. 

Result:  We provided clear and concise communication with the public and community partners. 

Standard notice sent to 
beneficiaries when we change their 
payment amounts   

Retirement beneficiaries 
and their 
representative payees 

The reading grade level of the 
notice was lowered. 

Result:  Our revised document made it easier for recipients to understand changes in benefit amounts.  
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Type and Method of 
Communication Audience Improvements 

Brochure General public We provided clear information and 
a map to our new Social 
Security office. 

Letter to stakeholders regarding 
office move 
See Philadelphia region:  
Georgetown letter in Appendix A. 

Stakeholders We notified our stakeholders of a 
change in the location of a Social 
Security office.   

Result:  We provided clear, concise information to the community 30 days in advance of the office 
move.   

Office of Retirement and Disability Policy 

Ticket To Work Progress Review 
Decision Notice 
See Ticket to Work in Appendix A. 

Disability beneficiaries We reorganized the information for 
better flow, bolded the captions, 
and made the text easier to read. 

20-Day closeout letter to attorneys 
See 20-day closeout letter in 
Appendix A.  

Attorneys We reworded the letter and added 
captions to improve readability 
and clarity. 

Notice to a member of the public 
who requested verification that he 
or she never received benefits from 
Social Security 
See enhanced benefit verification 
letter in Appendix A. 

General public We used plain language principles 
and agency standards to create this 
new notice. 

Change of Address Confirmation 
Notice 
See change of address notice in 
Appendix A. 

Beneficiaries We created this notice to reduce 
fraud whenever an address changed 
in my Social Security.  We used 
plain language principles and 
agency standards to create 
this notice.  

Failure to Withhold Past Due 
Benefits for Direct Payment 
See failure to withhold notice in 
Appendix A.  

Social Security 
beneficiaries and 
attorneys 

We combined two separate notices 
(beneficiary and attorney) into one 
to send to the beneficiary with a 
copy to the attorney, incorporated 
plain language, and revised 
language to accommodate 
situations at any appeal level.   

Notice paragraph explaining 
railroad work 

Social Security 
beneficiaries 

We reorganized text, reworded text 
using plain language, removed long 
sentences, and added bullets for 
improved readability. 
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Type and Method of 
Communication Audience Improvements 

Notice paragraph explaining 
possible eligibility for other Social 
Security benefits 

Social Security 
claimants 

We removed passive verbs and 
shortened sentences. 

Notice paragraph 
explaining eligibility for 
Social Security benefits 

Social Security 
claimants 

We removed passive verbs and 
shortened sentences. 

Alien tax paragraphs for notices  General public  We updated the language in the 
generated alien tax paragraphs for 
the Title II redesign project by 
using situation-specific information 
that was both accurate and clear. 
The Title II system maintains the 
basic information we collect to 
determine individuals’ entitlement 
to benefits under Social Security 
and Medicare programs. 

Result:  We improved readability, clarity, and tone using StyleWriter. 

Office of the General Counsel 

Paragraph used in a Supplemental 
Security Income (SSI) 
program notice 

SSI recipients We removed a concept that was 
unnecessary and decreased the 
document’s word count.   

Result:  We suggested the use of an attachment that would reduce wordiness.  

Office of Disability Adjudication and Review 

Notices  
(including denial and 
dismissal notices) 

General public, 
claimants, and 
employees 

The Office of Appellate Operations 
(OAO) in the Office of Disability 
Adjudication and Review (ODAR) 
revised notices to make them more 
readable and understandable. 

Templates used in our Document 
Generation System (DGS) to 
comply with regulation changes 
during the year.  

Claimants, 
representatives 

The Office of the Chief 
Administrative Law Judge 
(OCALJ) made revisions to address 
regulation changes while following 
plain writing principles. 

Result:  OAO and OCALJ improved clarity, conciseness, and organization in all revised notices.  
StyleWriter confirmed these improvements. 
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Table 2 provides examples of improvements to publications and forms used by the public and 
other external stakeholders. 

Table 2 -  Examples of Publications and Forms Using Plain Writing Principles 

Type and Method of 
Communication Audience Improvements 

Office of the Inspector General 

Brochure  
(Explanation of how the Office of 
the Inspector General enforces 
Section 1140 of the Social Security 
Act)  

General public We created this brochure to make 
the public aware of potential fraud.  
We replaced complex legalese with 
plain language.  

Result:  By making these brochures easier to understand, we are increasing public awareness of 
potential fraud issues.   

Office of Communications 

Factsheet  
(Instructions for creating a 
my Social Security account) 

General public, third 
parties 

Provides easy to understand 
information and instructions to the 
public on setting up an account 

Result:  We receive fewer questions on how to create my Social Security accounts. 

Office of Retirement and Disability Policy 

Foreign Enforcement 
Questionnaires (Forms SSA-7161 
and SSA-7162) 

General public 
(beneficiaries outside the 
United States) 

We updated the foreign language 
versions to provide the same degree 
of clarity as the updated English 
version.  We took into account 
nuances of English and the specific 
foreign language.   

Result:  We worked with OCOMM to provide clear language and specific instructions.  We revised 
instructions to clarify what the questionnaire was asking. 
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Table 3 provides examples of improvements made to policy documents based on plain writing 
principles. 

Table 3 - Examples of Policy Documents Using Plain Writing Principles 

Type and Method of 
Communication 

Audience Improvements 

Office of Human Resources 

An employee memorandum  
(The Policy on the Prevention and 
Elimination of Harassment in 
the Workplace) 

Employees We revised the existing policy to 
improve clarity and ensure legal 
accuracy. 

Result:  The revised policy provides a clearer description of harassment and responsibilities of 
managers, as well as employees. 

Office of Disability Adjudication and Review 

The Social Security 
Administration’s Hearings, 
Appeals and Litigation Law 
(HALLEX) Manual 

Employees and 
general public 

OAO and the OCALJ rewrote and 
reorganized instructions in 
HALLEX to improve readability 
and make it easier to understand. 

Result:  Per StyleWriter, we improved readability, clarity, tone, and format of HALLEX.  

Office of the Chief Actuary 

Report  
(The Annual Federal Old-Age and 
Survivors Insurance and Federal 
Disability Insurance Trust Funds 
Trustees Report) 

Congress, the 
Administration, the 
policy community, 
researchers, academics, 
press, and the public 

We made the report clearer and 
easier to understand. 

Report  
(The Annual Report of the 
SSI Program) 

The Administration, 
Congress, the policy 
community, 
researchers, academics 

We made the report clearer and 
easier to understand. 

Result:  Per StyleWriter, we improved the clarity and conciseness of the reports. 

Office of Retirement and Disability Policy 

Policy Manual  
(section on identity of claimants) 

General public and 
employees 

We implemented a new tool to 
streamline identification 
information maintained by the 
agency 

Result:  Our technicians now have clear rules on when to update records while taking a claim. 
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Type and Method of 
Communication 

Audience Improvements 

Policy Manual  
(Section on determining eligible 
months to receive benefits ) 

General public and 
employees 

We revised and simplified the 
complex area of month of election 
for our employees, as well as 
clarified instructions for our 
payment centers. 

Result:  Updating the language and streamlining procedures for our technicians helps them understand 
how electing benefits in a particular month affects overall benefits received.   

Policy Manual  
(Section on international agreement 
with Switzerland) 

General public and 
employees 

We made the document clearer and 
easier to understand. 

Policy Manual  
(Section on completing form for 
claim of person outside of the 
United States) 
Policy Manual  
(Section on payments to 
beneficiaries in Cambodia) 
Policy Manual  
(Section on signature proxy on 
forms from foreign beneficiaries) 

All technical audiences 
and the general public 

We revised the sections of the 
manual to reflect changes in policy 
and to provide accurate 
instructions. 

Office of International Programs 
website (Alien tax and payments 
abroad screening tools) 

General public We revised the website to comply 
with our internal web committee 
requirements. 

Result:  We tailored all documents for their intended audiences and provided accurate and simple 
instructions in the documents. 

Online factsheet 
(“Marriage Trends and Women’s 
Benefits:  Differences by Race-
Ethnicity and Nativity)  

Employees and the 
general public 

We transformed lengthy research 
papers into accessible one-page 
documents. 

Result:  By streamlining the research papers and summarizing key findings, both internal and external 
customers can more easily access our research. 

Office of Budget, Finance, Quality, and Management 

Internal Administrative Instructions 
Manual System  

Employees We reviewed office guides and 
determined if any information was 
out-of-date or incorrect.  Our 
components are currently revising 
existing instructions as needed. 
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Type and Method of 
Communication 

Audience Improvements 

Result:  We enhanced the quality of instructions available for employees’ reference and ensured that 
instructions are current and easy to understand.  We consolidated instructions and reduced duplication 
to provide a single, consistent source of information on policies and procedures.  We created a 
schedule to track future quarterly updates on a quarterly basis. 

Table 4 provides examples of responses to congressional and public inquiries that we revised to 
reflect plain writing principles. 

Table 4 - Examples of Congressional and Public Inquiries Using Plain Writing Principles 

Type and Method of 
Communication 

Audience Improvements 

Office of Operations 
Responses to congressional 
inquiries (Specific response to a 
congressional inquiry regarding 
the special monthly rule) 
See Special Monthly Rule notice 
in Appendix A. 

Congressional 
delegations in New York 
and New Jersey 
Congressional staffers 

We reviewed nearly 
1,000 congressional replies for 
passive voice and other 
substandard writing techniques and 
adjusted them, as necessary. 

Result:  We increased awareness of Social Security’s programs and policies. 

Office of Retirement and Disability Policy 
Responses to public inquires 
(Including technical questions on 
alien tax issues and Alien 
Nonpayment Provision and 
International Agreements) 

General public We provided clear and accurate 
explanations tailored to the 
requestor’s situation. 

Result:  In responses to inquiries, we clearly explained technical policy issues by using plain language 
and addressing the specific needs of each audience.   

Office of Communications 
Written response to explain the 
Social Security retirement 
application process 
See Retirement Application 
Process letter in Appendix A. 

General public We used plain language to clarify 
the application process. 

Written response to explain the 
Medicare enrollment period 
See Medicare Enrollment Period 
letter in Appendix A. 

General public We used plain language to clarify 
the enrollment period. 

Result:  We simplified language to help the audience understand complicated program issues. 
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Type and Method of 
Communication 

Audience Improvements 

Office of Legislative and Congressional Affairs 

Written responses to White House 
and congressional inquiries 

White House and 
members of Congress 

We improved the overall 
readability of responses. 

Result:  We received positive feedback from the White House Executive Secretariat, the Office of 
Presidential Correspondence, members of Congress, and key Committee staff validating the 
effectiveness of plain language in our communications.  The White House Executive Secretariat 
prepares a monthly casework report that it sends to all agencies.  According to the White House 
Executive Secretariat, we are among the top performing agencies in responsiveness to inquiries.  The 
monthly reports show how well we communicate our programs and policies when responding to letters 
sent to the White House.  StyleWriter and our quality review process showed improved clarity and 
readability. 

Office of the Inspector General 

Response to a congressional 
inquiry  
(It can be found on our website and 
titled, “The Social Security 
Administration’s Ability to Prevent 
and Detect Disability Fraud”)   

Congress and the 
general public 

We made the report easier to read.  

Semiannual Report  Congress, other 
agencies, and the 
general public 

We made the report easier to read.  

Result:  We made the reports easier to read. 

Office of the General Counsel 

Response to civil rights complaints General public We provided clear and 
concise responses to civil 
rights complaints. 

Requests for information 
and disclosure 

General public We provided clear and concise 
responses to requests. 

Congressional inquiries Congressional staffers We helped components draft 
responses to congressional and 
other inquiries.  We provided clear 
and concise information in the 
responses. 

Result:  We improved responses 
legalese, and enhancing clarity. 

by fully developing the facts, removing passive voice, removing 
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Type and Method of 
Communication 

Audience Improvements 

Office of Human Resources 

Congressional inquiries  
(delivered by mail or email to the 
Office of Civil Rights and Equal 
Opportunity)  

Congressional 
delegations from the 
regions and the 
general public 

We applied plain writing principles 
to the eight congressional replies 
we prepared. 

Result:  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.   

Office of Disability Adjudication and Review 

Written response (addressed to 
Senator Heinrich 

Senator Heinrich We addressed implementing a 
systems change that will begin 
identifying the presiding 
administrative law judge on the 
Notice of Hearing. 

Result:  We responded to a congressional inquiry about not providing the name of the presiding 
administrative law judge on pre-hearing notices. 

Training 
In 2014, 14,261 employees in our Headquarter 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, business writing, 
critical thinking, and legal writing.  Courses focused on grammar and style.  Some of our most 
popular courses were on plain language and business writing.  The course length varied from a half-
hour to two days. 

Working with our Office of Learning, we provided a blended learning approach and offered both 
classroom training and online classes.  We held courses not only in classroom settings, but also via 
Video on Demand (VOD) and through courses in our Learning Management System. 

We found that VOD training and online classes offered greater flexibility and allowed employees to 
review material at a pace that worked best for them. 

Recognizing the importance of clear written communication, we remain committed to training 
employees on plain writing now and in the future.
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Table 5 - Training on Plain Writing Principles 

Training Course Number of  
Employees Trained 

Training Duration 

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

Video on Demand 
Plain Language 2014 140 20 minutes 
Plain Language Principles (Operations Only) 684 30 minutes 
Plain Language Principles Part 1 633 20 minutes 
Plain Language Principles Part 2 481 30 minutes 
Plain Language Principles Part 3 104 20 minutes 

Online Courses – Writing and General Knowledge 
Business Grammar:  Common Usage Errors 35 1 hour 
Business Grammar:  Parts of Speech 89 1 hour 
Business Grammar:  Punctuation 22 1 hour 
Business Grammar:  Sentence Construction 24 1 hour 
Business Grammar:  The Mechanics of Writing 81 1 hour 
Business Grammar:  Working with Words 48 1 hour 
Business Writing:  Editing and Proofreading 52 1 hour 
Business Writing:  How to Write Clearly and 
Concisely 101 1 hour 

Business Writing:  Know Your Readers and 
Your Purpose 43 1 hour 

The Plain Writing Act 9 1 hour 
Writing for Business 13 6 minutes practice 
Writing for Technical Professionals:  Effective 
Writing Techniques 4 2 hours 

Writing for Technical Professionals:  Preparation 
and Plan 1 1 hour 

Writing Under Pressure:  Preparing for Success 9 1 hour 
Writing Under Pressure:  The Writing Process 14 1 hour 

Classroom Training 
Plain Writing 17 2 days 
Plain Writing (primarily for OCOMM) 24 2 days 
Business Writing and Grammar 396 2 days 
Advanced Business Writing 289 2 days 
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Training Course Number of  
Employees Trained 

Training Duration 

Writing Boot Camp 20 2 days 
Email Essentials 44 1 day 
Simply Grammar 46 2 days 
7 Steps to Effective Writing 22 2 days 
Focus on Your Business Writing 
Primarily online with instructor feedback 

420 3 hour online 
lesson 

Intermediate Focus on Your Business Writing 
Primarily online with instructor feedback 

420  3 hour online 
lesson 

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

Office of Budget, Finance, Quality, and Management 
Business Writing and Grammar 3 2 days 
Critical Thinking for Business Communication and 
Technical Writing (one session in June and another 
session in August) 

49 3 days per session 

Office of Communications 
StyleWriter 150 1 hour 
Plain Language Action and Information Network 
(PLAIN) Sponsored Writing Class 

7 2 classes, 1 day 
each 

508 Compliance (half day) 4 4 hours 
508 Compliance (full day) 2 8 hours 
Infographics Training 20 2 days 

Office of the General Counsel 
Advanced Legal Writing and Editing 3 8 hours 
Region II (New York) – Drafting Program Law 
Opinions for New Attorneys 5 1 hour 

Region IX (San Francisco) - Commissioner’s 
Writing Tips & Plain Language (via videoconference 
and Live Meeting) 

25 1 hour 

Office of Operations 
See Regional Training Information 

Office of Retirement and Disability Policy 
Critical Thinking For Business Communication and 
Technical Writing  55 1 week  
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Training Course Number of  
Employees Trained 

Training Duration 

Office of Disability Adjudication and Review  
Writing 73 8 hours 
Management Analyst Advanced Business Writing 1 8 hours 
ODAR Continuing Education Program - Tips On 
Effective Questioning and Persuasive Writing 

1   8 hours 

Managing the Decision Writing Workload 10 8 hours 
Pre-training Certification for Decision  
Writing Class 

5 24 hour 

Writing Better Complaints, Contracts 3 8 hours 
Writing Reports and Other Workplace Documents 15 8 hours 
Writing Legally Sufficient Decisions at Step 3 of  
the Sequential Evaluation Process 

17 8 hours 

Writing for Lawyers 1 8 hours 
Report Writing 1 8 hours 
Writing for Clarity 18 4 hours 
Writing and Grammar 1 8 hours 
Technical Writing 27 8 hours 
Effective Decision Writing 20 8 hours 
E-mail and Business Writing Workshop 16 8 hours 
Decision Writing Templates 1 4 hours 
Decision Writing Case Tracking 2 4 hours 
Business Writing for Results 41 8 hours 
Business Writing and Grammar Skills 2 16 hours 
Business Writing 3 8 hours 
Advanced Business Writing 1 16 hours 
Business Grammar Crash Course 6 8 hours 
Business Writing and Grammar Skills 2 16 hours 
Get It Write:  Grammar and Editing 1 8 hours 
Grammar 49 8 hours 
Office of Legislation and Congressional Affairs 
Plain Writing Clinic 4 16 hours 
508 Compliance (half day) 12 4 hours 
508 Compliance (full day) 1 8 hours 
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Training Course Number of  
Employees Trained 

Training Duration 

Style Writer 6 1 hour 
Business Writing for the Professional Level 1 2 8 hours 

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

Boston 
Personalized Disability Notices Training 32 2 Hours 
Plain Language Training 14 1 Hour  

Chicago 
Business Writing and Grammar 109 2 days 
Advance Business Writing 33 2 days 
Business Writing Essentials 10 1 hour 
High Impact Communications 1 1 hour 
Communicating with Tact, Diplomacy, and 
Professionalism 

1 2 days 

Dallas 
The Writer’s Block – Grammar and Punctuation 
module (released January 2014) 

4,400 30 minutes 

The Writer’s Block – Editing module  
(released June 2014) 

4,400 30 minutes 

Communication and Writing Tips 100 2 hours 
Staff Work and Writing 10 2 hours 

Denver 
Effective Writing  26 – Denver 

Achievement 
Program Participants 

1 hour 

Writing Regional Communications Responses 8 – Denver 
Management 
Development 
Program Orientation  

15 minutes 

Advanced Writing 2 Boot Camp 19 – Regional Office 
Staff and Area 
Managers 

2 days 

Seven Steps to Fast Writing 19 – Regional Office 
Staff and Area 
Managers 

2 days 
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Training Course Number of  
Employees Trained 

Training Duration 

Philadelphia 
Effective Writing for Leaders 47 1.25 hours 
Writing for English as a Second Language (ESL) 1 24 hours 
Grammar for ESL 1 24 hours 
Avoiding the Top Ten Most Common 
Writing Blunders 

1 1 hour 

San Francisco 
(How to Write) Effective Performance Reviews  4 6 hours 
Correspondence Guide Workshop 20 1.5 hours 
Professional and Fast Emails Business Writing with 
Outlook 

16 6 hours 

Public Affairs Training for New 
Supervisors/Managers  
(Effective Presentations, Written and 
Oral Communications) 

48 1 hour 

52 Ways to Powerful E-mail 1 1 hour 
Avoiding the Top Ten Most Common Writing 
Blunders 

6 1 hour 

Business Grammar Tips, Tricks, and Techniques 1 1 hour 
Business Proofing and Editing Made Easy 1 1 hour 
Business Writing and Grammar Techniques 1 6 hours 
Communicating Through E-mail:  Top Ten 
Don'ts 

Dos and 1 1 hour 

Focus on Your Business Writing  
(Region IX-Sponsored) 

50  3 hours 

Intermediate Focus on Your Business Writing  
(Region IX-Sponsored) 

60 3 hours 

Critical Congressional Unit:   
Virtual Detailees Training 

6 2 hours 

Seattle 
Advanced Business Writing Course  10 16 hours 
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Component Activities and Accomplishments 
In 2014, we received the ClearMark Award of Distinction from the Center for Plain Language 
recognizing our website redesign.  OCOMM led the effort to redesign the agency’s website.  The 
Compliance Board and component representatives attended training on 508 compliance and viewed 
a webinar by the Center for Plain Language that outlined how to prepare ClearMark Award 
nominations for 2015.  Several components submitted entries for the 2015 ClearMark Awards. 

For the 16th consecutive year, the Office of Budget, Finance, Quality, and Management received 
the Association of Government Accountant’s (AGA) Certificate of Excellence in Accounting 
Reporting (CEAR) award for the agency’s fiscal year (FY) 2013 Agency Financial Report (AFR).  
The CEAR recognizes outstanding accountability reporting and is the highest form of recognition 
for federal agencies. 

Table 6 identifies additional component activities and accomplishments. 

Table 6 - Component Activities and Accomplishments for Plain Writing 

Office Activities 

Office of the Actuary • 

• 

• 

Continued its global review of communications, including memos, 
letters, actuarial notes and studies, and formal reports 
Monitored effectiveness on an informal basis, using feedback from the 
public and from other stakeholders 
Continued our work with internal and external parties to simplify the 
language in the Old-Age, Survivors, and Disability Insurance Trustees 
Report and the SSI Annual Report 

Office of Disability 
Adjudication and 
Review 

• 

• 

•
•

• 

• 

• 

Reviewed its online Document Generation System, which is the online 
storage system for notices 
Reviewed and edited notices for compliance with the Plain Writing 
Act, including denial and dismissal notices 
Formed a DGS Review Group to review court notices 
Dedicated the October 2014 employee development newsletter to 
Hearings, Appeals, and Litigation Law Manual revisions that included 
sections on plain writing practices and instructions 
Addressed expanded service delivery options for persons with Limited 
English Proficiency and clarified provisions for interpreter services in 
a congressional response 
Provided 37 writing classes for 331 participants, using both external 
vendors and internal educators 
Published twice-yearly newsletter editions guiding employees to plain 
writing resources and encouraging plain writing principles 
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Office Activities 

Office of Systems • Continued to include the Plain Writing Act of 2010 as one of our 
standards and guidelines in our Project Resource Guide, which is a 
web-based guide for project managers and project teams. 

• Emphasized the importance of plain writing in the Guide   

Office of Budget, 
Finance, Quality, and 
Management 

• Continued to improve our strategic planning documents, which report 
our goals and performance to Congress, using plain writing principles 

• Received the AGA CEAR award for the sixteenth consecutive year for 
the FY 2013 AFR  (AGA noted that the AFR was candid, 
comprehensive, succinct, and informative.) 

• Received recognition for commendable practices in the following 
areas of our AFR: 
o Two best practices for the Agency Head Letter; 
o Two best practices for the Management’s Discussion and Analysis 

section; 
o Eight best practices for the Performance Section; 
o Two best practices for the Other Accompanying Information; and 
o Four best practices for Accessibility, Readability, and Other 

Features. 
• Received a Best in Class Award for Best Improper Payments 

Elimination and Recovery Act reporting 
• Provided writing tips, guidance, procedures, examples, and reference 

resources throughout the year to help employees prepare documents 
using plain writing principles  We share this information via: 
o Email 
o SharePoint sites 
o Websites 
o Informal meetings 

• Established a business process and proofreader checklist for use when 
writing and reviewing our quality review reports 

• Continued to review documents to ensure plain writing compliance, 
technical accuracy, and appropriate tone 

• Reviewed critical documents for plain language 
• Obtained 61 StyleWriter software licenses for employees 
• Encouraged staff to attend training courses to improve writing skills 
• Shared announcements from the Office of Learning with employees 

about plain writing courses 
• Addressed plain writing expectations during employee performance 

discussions, as needed 
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Office Activities 

Office of Operations • Conducted a 10-15 minute presentation (“Plain Writing Tips”)  on  
eight Mentors for Managers Program conference calls in 2014 

• Reviewed numerous notice clearance packages for clear and concise 
communication 

• Surveyed employees to identify sections in Program Operations 
Manual System that need plain language improvement 

• Trained area staff to utilize the following framework:  (a) Four Cs:  
Clear, Concise, Correct and Complete Business Writing; 

• (b) Common Errors and Tips for Avoiding Them; and (c) A 
Framework For Your Writing Process:  Find out, Organize, Create, U-
turn, and Strengthen 

• Participated in a 14-day trial of StyleWriter 
• Emphasized plain writing principles during field office staff meetings 
• Updated the Dallas Regional Office Communications Guide 
• Used four train modules for ongoing developmental training (The 

Writer’s Block website) 
• Provided plain writing feedback in the Plain Language Program 

Operations Manual System survey (October 31 – November 14) 
• Implemented additional notice improvements during the February, 

May, and August releases in FY15 during bi-weekly meetings with 
representatives from other offices 

• Attended StyleWriter demonstrations in April and June 2014 
• Provided internal refresher training on writing that emphasized plain 

language techniques for all staff in October and November 2014 
• Offered six two-hour sessions to allow for small group participation 

and hands-on practice of plain language techniques 
• Posted a link to the QUICC on our CareerQuest Intranet website (The 

CareerQuest site is a one-stop source for identifying career 
development resources and tools that assists employees in developing 
essential competencies.) 

• Provided public affairs training for managers (Effective Presentations, 
Written and  Oral Communications) 

• Established a writing skills portal with links to online courses and 
resources in the Seattle region 

• Received StyleWriter software licenses 
• Created a Notice Enhancement Workgroup in the Office of Disability 

Operations to gather suggestions from technicians on how to make 
notices clearer and more understandable.  We encouraged employees 
to provide examples of language, including propagated agency 
language known by a Universal Text Identifier that would make 
notices easier to read and understand. 

• Worked with the Office of Systems to create new language in the 
existing Identifier 

• Developed a process in the Office of International Operations to 
electronically control benefit authorizer and claims authorizer 
overpayment notices.  The process includes reviewing notices for 
content and proper language usage. 

• Provided assistance and training, as needed 
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Office Activities 

Office of the Chief  
Strategic Officer 

• In coordination with the Office of the Executive Operations, developed 
a Style Guide for Reports (June 2014), which is an extension of the 
QUICC Handbook, to increase report readability and plain writing. 

• Encouraged employees to familiarize themselves with the QUICC 
Handbook 

• Installed StyleWriter to ensure documents meet appropriate reading 
level and style requirements 

• Provided numerous StyleWriter licenses to writers on our staff 

Office of the General 
Counsel 

• Reviewed outgoing memoranda, appellate briefs, and general law 
writings for compliance with plain writing principles 

• Reviewed briefs before filing in district court.  (Appellate briefs 
undergo supervisory review, and formal opinions undergo several 
layers of supervisory review.  We conduct all reviews with an eye 
towards clarity.) 

• Edited and shared comments and suggestions made by supervisors, 
mentors, jurisdictional coordinators, appellate reviewers, and peer 
reviewers with writers to improve the readability of briefs, 
memoranda, and letters and to comply with clear writing principals, 
including removing passive voice, legalese, medical jargon, and 
nominalizations. 

• Provided new hires with one-on-one writing guidance through our 
mentor program and supervisor oversight 

• Reminded staff of specific writing tips  based on the Acting 
Commissioner’s writing preferences 

• Provided extensive, individualized training to improve clarity, remove 
unnecessary jargon, and improve the readability and accuracy of our 
work products 

• Provided a regional SharePoint site with model documents that 
exhibits economy of words, minimizes agency jargon, and maintains 
legal clarity 

Office of Human 
Resources 

• Used a plain writing expert to prepare, review, and provide feedback 
on formal materials (e.g., executive correspondence, policies, standard 
operating procedures, training) 

Office of the Inspector 
General 

• Received and distributed licenses for StyleWriter software  
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Office Activities 

Office of 
Legislation and 
Congressional Affairs 

• Reviewed all correspondence for accuracy, responsiveness, and plain 
writing compliance prior to release 

• Developed an electronic repository and handbook for all writers to 
reference when responding to inquiries 

• Provided instructions to staff on identifying and handling new 
correspondence issues 

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

• Reviewed and revised staff correspondence procedures on an ongoing 
basis 

• Included plain writing feedback to staff as part of our quality control 
efforts 

• Used StyleWriter to prepare responses to White House and 
congressional inquiries 

Office of Retirement 
and Disability Policy 

• Acquired StyleWriter licenses for staff members 
• Participated in the Plain Language Workgroup to improve Program 

Operations Manual System 
• Updated the Office of Foreign Program Policy’s internal publication 

entitled, “Communication & Filing Guide,” which helps ensure our 
written communications are clear and in compliance with the standards 
of plain language 

• Produced numerous administrative messages and emergency messages 
• Revised the Program Operations Manual System, as needed 
• Provided comments on the Ticket to Work email and social media 

campaign messages 
• Provided comments on OCOMM’s video scripts about family benefits, 

paying taxes on Social Security benefits, and how work affects 
benefits 

• Worked with OCOMM on revisions to the Retirement Toolkit to 
improve information on cost-of-living adjustments 
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Office Activities 

Office of 
Communications 

• Promoted plain writing through our internal communication program 
called Good Morning Social Security 

• Distributed information on plain writing in Headquarters’ cafeterias 
• Posted signs throughout Headquarters to publicizing our plain writing 

website and the QUICC Handbook 
• Distributed plain writing desk aids 
• Promoted plain writing via our intra-office Headquarters televisions 
• Updated and promoted our plain writing videos and training 
• Supported a Headquarters’ broadcast by the Acting Commissioner 

regarding the importance of plain writing 
• Worked on an internal awards pilot to recognize plain writing efforts 
• Provided training on StyleWriter software 
• Promoted submissions for ClearMark awards 
• Tested Acrolinx 
• Sponsored plain writing training classes with an instructor from  the 

Plain Language Action and Information Network 
• Sponsored a two-day plain writing clinic with an independent 

contractor for employees agency-wide 
• Sponsored a two-day infographics class with an independent 

contractor to support plain writing on the internet  
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Moving Forward 
In 2015, we will continue to train staff on the value and correct application of plain writing 
principles.  We will expand the use of editing tools, such as StyleWriter and Acrolinx software, to 
support the improvement of notices, policies, letters, and other documents.  Through the expanded 
use of software tools, we will develop a common approach to 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.  We will also institutionalize a process to recognize our best writing.  We will 
establish internal awards to recognize the best-written communication 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-Government Satisfaction Index and other metrics to gauge customer satisfaction with our letters, 
notices, documents, and websites. 

Summary 
Our 2014 Plain Writing Compliance Report documents our compliance and accomplishments under 
the Plain Writing Act.  We achieved all of the requirements of the Plain Writing Act.  For two 
consecutive years, we have received an “A” in the compliance category of the Center for Plain 
Language’s Report Card for Federal Agencies. 

Our plain writing efforts and supporting activities occurred at all levels of the agency.  Tables 1, 2, 
3, and 4 highlight the improvements in writing undertaken by components across our agency.  
Training on plain writing principles is highly valued and has received considerable support in the 
agency. 

For 2014, we received a citizen satisfaction score of 90 out of 100 in three website areas, according 
to ForeSee E-Government Satisfaction Index.  We will continue to improve our communication 
products and incorporate the principles of plain writing in every aspect of our daily business. 

Acting Commissioner, Carolyn W. Colvin, says, “When we communicate in a way that people 
understand, we can better serve the public.”  We are committed to developing and enhancing our 
written communications, training our employees to use clear and concise language, and including 
plain writing standards in our business processes. 
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Appendix A:  Plain Writing Samples 

“Before and After” 

Sample Type Before After 

Office of Communications 

Disability Campaign Disability Campaign - before Disability Campaign - after 

Office of Retirement and Disability Policy 

Failure to Withhold Failure to Withhold - before Failure to Withhold - after 

“New Document” 

Sample Type New Document 

Office of the Chief Strategic Officer 

Report Style Guide OCSO-Reports Style Guide 

Office of Communications 

Medicare Enrollment Period Letter Medicare Enrollment Period Letter 

Retirement Application Process Letter Retirement Application Process 

Improved Website Letter Improved Website Letter 

my Social Security my Social Security 

Personal Disability Story Personal Disability Story 
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Sample Type New Document 

Office of Operations 

Chicago Region:  Visitor Sign Chicago Region:  Visitor Sign 

Philadelphia Region: Georgetown Letter Philadelphia Region: Georgetown Letter 

Special Monthly Rule Notice Special Monthly Rule Notice 

Payment Services Termination Notice Payment Services Termination Notice  

San Francisco Region:  
Congressional Response 

San Francisco Region:  
Congressional Response 

Office of Retirement and Disability Policy 

Enhanced Benefit Verification Letter Enhanced Benefit Verification Letter 

Change of Address Change of Address 

Ticket To Work Ticket To Work 

20-Day Close-Out Letter 20-Day Close-Out Letter 

Office of Budget Finance Quality Management 

Form SSA-L9790 Non-Work Month Form Form SSA-L9790 Non-Work Month Form 
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Appendix B:  Plain Writing Links 

This Appendix shows links to webpages and documents that support our compliance with 

the Plain Writing Act. 

Name Link 

Social Security Administration www.ssa.gov 

Plain Writing ssa.gov/agency/plain-language 

Plain Writing Compliance Board ssa.gov/agency/plain-
language/complianceboard.html 

Plain Writing Contacts ssa.gov/agency/plain-language/contacts.html 

Plain Writing Feedback ssa.gov/agency/plain-language 

Plain Writing Initial Implementation Report ssa.gov/agency/plain-language/pdf/ 
PlainWritingActImplementationPlan.pdf 

Plain Writing Compliance Report /  
July 2011 – December 2011 

ssa.gov/agency/plain-language/pdf/ 
PlainWrtngRpt2011.pdf 

2012 Plain Writing Compliance Report ssa.gov/agency/plain-language/pdf/ 
PlainWrtngRpt2012.pdf  

2013 Plain Writing Compliance Report ssa.gov/agency/plain-language/pdf/
PlainWrtngRpt2013.pdf 

2014 Social Security Administration Plain 
Writing Implementation Plan 

ssa.gov/agency/plain-language/pdf/
PWImplementationPlan-2014.pdf 
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20-Day Close-Out Letter, Below Hearing Level (E3808) 


Social Security Administration 
Retirement, Survivors and Disability Insurance 
Important Information 


Western Program Service Center 
P.O. Box 2000 
Richmond, CA  94802-1791 
Date:  March 8, 2014 
Claim Number:  000-00-0000 A 


JANE DOE ESQUIRE 
ADDRESS 
CITY ST ZIP 


We withheld $9,510.75 of John Smith’s past-due benefits for representative's fees.  We withheld 
this amount as of October 2013.  This amount is 25 percent of John Smith’s past-due benefits. 


Earlier we told you to send us a fee petition if you wanted us to pay your fee directly from your 
client's past-due benefits.  We have not received your fee petition or a statement that you are not 
charging a fee. 


We do not wish to delay the release of the withheld benefits to your client. 


What You Need To Do 


If you are charging a fee, you need to file a fee petition or written request for an extension within 20 
days from the date of this notice. 


If you are not charging a fee, you must send us a statement to that effect. 


If we do not hear from you within 20 days from the date of this notice, we will release the withheld 
benefits to your client. 


Where to Submit the Information 


You may get the form SSA-1560-U4 (Petition to Obtain Approval of a Fee for Representing a 
Claimant Before the Social Security Administration) on our web site.


Please forward your petition, written request for an extension of time, or a statement that you will 
not charge a fee to: 


Social Security Administration 
Western Program Service Center 
P.O. Box 2000 
Richmond, CA  94802-1791 


You must send a copy of your petition, written request for an extension of time, or a statement that 
you will not charge a fee to your client. 



http://www.ssa.gov/online/ssa-1560.pdf





20-Day Close-Out Letter, Below Hearing Level (E3808) 
 


Important Reminder 


Any fees you want to change from now on for your services on John Smith’s case are subject to the 
agency's approval.  Failure to comply with this requirement could result in a violation of section 
206(a) of the Act.  Collection of any such approved fee will be a matter between you and your 
client.  


If You Have Any Questions 


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, or call your local Social Security office at 1-111-11-1111.  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: 


Social Security Administration 
123 Anywhere St. 
Anytown US 12345 


If you do call or visit an office, please have this letter with you.  It will help us answer your 
questions.  Also, if you plan to visit an office, you may call ahead to make an appointment.  This 
will help us serve you more quickly when you arrive at the office.  


We are sending a copy of this letter to your client. 


Social Security Administration 





		Social Security Administration

		What You Need To Do

		Where to Submit the Information

		Important Reminder

		If You Have Any Questions












IMPORTANT 

INFORMATION 



About Social Security Service 
at this Location 


Notice To Visitors to This Office 


Beginning November 10, 2014 through December 1, 2014, our Social Security 
Office will be under construction. While we will remain open, the Social Security 
services we provide will be limited. Our office will resume providing full services 
on December 2, 2014. In the meantime, please pardon our dust. 


We welcome you to visit our website, where most Social Security services can be conducted online. 


Services are also available by calling our national toll free number at 800-772-1213. Individuals who 
are deaf or hard of hearing may call the TIY number at 1-800-325-0778. 


Should an office visit be preferred, there are three Social Security field offices located within the 
commuting distance. Office hours are Monday, Tuesday, Thursday and Friday from 9:00 a.m. to 3:00 
p.m. On Wednesdays office hours are 9:00 a.m. to Noon. 


The Minneapolis Social Security Office located at 1811 Chicago Ave, Suite 1, Minneapolis, MN 
55404. Telephone number 855-257-0982 


The St. Paul Social Security Office located 190 5111 St, Suite 800, Saint Paul, MN 55101. Telephone 
number 866-667-7481. 


The Bloomington Social Security Office located at 6161 American Blvd, West Suite 100, 
Bloomington, MN 55438. Telephone Number 888-694-7341 



http://mwww.ba.ssa.gov/










Social Security Administration 
Retirement, Survivors, and Disability Insurance  
Important Information 


Western Program Service Center 
 P.O. Box 2000 
Richmond, California  94802 
Date: April 12, 2012 


Dorothy Gale 
488 Yellow Brick Rd 
Emerald City FL 20014 


Thank you for notifying us about your change of address.  We have updated your Social Security 
record.  We are sending this letter to the address we previously had on file for you.  We are doing 
this so we can make sure that you were the one who reported the address change.  We will send 
any future letters to the new address.  If you reported an address change, you do not need to 
respond to this letter. 


If You Did Not Change Your Address  


If you did not request this recent address change, please call or visit any Social Security office 
right away.  


Online Services 


You can view your Social Security records online with your “my Social Security” online 
account.  If you do not already have a “my Social Security” account, we invite you to visit our 
website at www.socialsecurity.gov to create one.   


If You Have Any Questions  


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, or call your local Social Security office at (FO phone number 000-000-
0000).  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:  


Street Address 
City, state, and zip code 


If you do call or visit an office, please have this letter with you.  It will help us answer your 
questions.  Also, if you plan to visit an office, you may call ahead to make an appointment.  This 
will help us serve you more quickly when you arrive at the office.   


Social Security Administration 





		Social Security Administration

		If You Did Not Change Your Address

		Online Services

		If You Have Any Questions








Dear Colleague: 


We need your help to raise awareness about the Social Security disability program. Recently, we launched the 
disability education and awareness initiative called “The Faces and Facts of Disability”. Through this campaign, 
we hope to educate the public about the Social Security Disability Insurance (SSDI) program and dispel 
common misconceptions. 


We would like you to support "The Faces and Facts of Disability" on social media. To help you do that, we 
started a Thunderclap, which is like a virtual flash mob. Please share this message with your social media 
coordinators who can sign up to support this campaign.  


Here’s how it works:  


You agree to let Thunderclap send a specific, one-time message on your behalf to your social networks on 
June 3 at 1:00 p.m. EDT. If we get 500 or more people to agree, the message will go out on everyone’s walls 
and feeds at the same time for people to read around the world. 


Here’s the message: 


“Get the facts about Social Security Disability Insurance (SSDI) as real people share their stories!” #SSDIfacts 
http://thndr.it/1oeuoV3” 


Remember, we need to get at least 500 people to join our Thunderclap to make this work. 


Here’s how you can help: 


1. Sign up to join our Thunderclap: https://www.thunderclap.it/projects/11646-faces-facts-of-disability 
2. Share the link to the Thunderclap with your friends, so we get at least 500 people sharing the message. 
3. Visit our Facts and Faces of Disability Website to learn more about the disability program and the 


people it helps. 


Thanks so much for helping us spread the word about “The Faces and Facts of Disability”. 


Sincerely, 


Maria Artista-Cuchna 
Acting Associate Commissioner 
for the Office of External Affairs 


Stay connected with Social Security: 


If you would rather not receive future communications from Social Security Administration, let us know by clicking here. 
Social Security Administration, 3409 Annex 6401 Security Boulevard, Baltimore, MD 21235 United States 



http://thndr.it/1oeuoV3

https://www.thunderclap.it/projects/11646-faces-facts-of-disability

http://www.socialsecurity.gov/disabilityfacts

http://ssa.gov/socialmedia

http://www.facebook.com/socialsecurity

http://www.facebook.com/socialsecurity

http://www.youtube.com/socialsecurityonline

http://www.youtube.com/socialsecurityonline

http://www.socialsecurity.gov/webinars/

http://www.socialsecurity.gov/

http://ssa.pr-optout.com/OptOut.aspx?14014x22889x349993x3x1897139x24000x6&Email=ML.Jordan%40ssa.gov

http://www.facebook.com/socialsecurity�

http://twitter.com/socialsecurity�

http://www.youtube.com/socialsecurityonline�

http://www.pinterest.com/socialsecurity�

http://www.socialsecurity.gov/webinars/�

http://www.socialsecurity.gov/�



		Here’s how it works:

		Here’s the message:

		Here’s how you can help:






Dear Colleague: 


We are proud to announce the launch of Social Security’s disability education and awareness initiative, “The 
Faces and Facts of Disability.” Through this campaign, we hope to educate the public about the Social Security 
Disability Insurance (SSDI) program and dispel common misconceptions. To learn more about the campaign, 
visit our Faces and Facts of Disability website at www.socialsecurity.gov/disabilityfacts. 


Please help us spread the word. 


As part of this campaign, we developed a series of outreach materials for groups and organizations, at 
http://www.socialsecurity.gov/disabilityfacts/materials.html, which includes fact sheets, newsletter articles, 
posters, social media content, PowerPoint slides, and web widgets. We ask that you use these materials, such 
as the web widgets below, which you can upload to your organization's homepage, to help promote the initiative. 


In addition, we would also like you to support "The Faces and Facts of Disability" on Thunderclap at 
https://www.thunderclap.it/projects/11646-faces-facts-of-disability. Thunderclap is a viral campaign tool that 
allows supporters to donate a Tweet or Facebook status update for a common cause. All donated tweets and 
status updates will be posted by the supporters on Wednesday, May 28 at 1:00 pm, to achieve maximum effect 
-- creating a "Thunderclap" informs your networks about the SSDI campaign. 


We hope you will join us in these efforts by sharing the “Faces and Facts of Disability” with your members and 
providing feedback for further enhancement for the campaign. 


It is often said that knowledge is power. By arming the public with facts about our disability program and telling 
some of our beneficiaries' stories, together we can empower people to draw their own informed conclusions 
about SSDI and the vital social support it offers. 


Sincerely, 


Maria Artista-Cuchna 
Acting Associate Commissioner 
 for External Affairs 


Stay connected with Social Security: 


If you would rather not receive future communications from Social Security Administration, let us know by clicking here. 
Social Security Administration, 3409 Annex 6401 Security Boulevard, Baltimore, MD 21235 United States 



http://www.socialsecurity.gov/disabilityfacts

http://www.socialsecurity.gov/disabilityfacts/materials.html

http://www.socialsecurity.gov/disabilityfacts/materials.html

https://www.thunderclap.it/projects/11646-faces-facts-of-disability

http://ssa.gov/socialmedia
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Social Security Administration 
SOCIAL SECURITY ADM 
6401 SECURITY BLVD 
3722 ANNEX BLDG 
BALTIMORE, MD 21235 
Date: May 29, 2014  
Claim Number: 
NIS 


JOHN Q PUBLIC 
1 2ND ST 
CITY, MD 21111  


You asked us to verify whether you have received benefits from the Social Security 
Administration. This letter verifies that: 


• You do not receive benefits now and have not received benefits in the past. 
• You do not have a pending claim for benefits. 


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). 


If You Have Questions 


For general information about Social Security benefits we invite you to visit our website 
at www.socialsecurity.gov on the Internet. For questions, you may call us at 
1-800-772-1213, or call your local Social Security office at (410) 962-3311. We can answer 
most questions over the phone. If you are deaf or hard of hearing, you may call our 
TTY/TDD number, 1-800-325-0778. If you call or visit an office, please have this letter 
with you. It will help us answer your questions. 


Social Security Administration 



http://oig.ssa.gov/r

http://www.socialsecurity.gov/
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Form SSA-L9790-SM (7-2014) 


Social Security Administration 
Retirement, Survivors and Disability Insurance 
Important Information 


SOCIAL SECURITY ADMINISTRATION 
P.O. BOX 9790 
WILKES-BARRE PA 18767-9790 
Date: 
Claim Number:   


NAME 
STREET ADDRESS 
CITY/STATE/ZIP CODE 


We need updated information about your work to make sure that we pay you the right amount 
of Social Security benefits.  


What You Need To Do 


Please complete the enclosed form to tell us about your work for 2013. Please return it as soon 
as possible in the enclosed envelope. If we do not receive it within 30 days, we will assume that 
you worked all months in 2013.  


Thank you for taking the time to complete the form. We may contact you again if we need 
more information.  


If You Have Questions 


If you have any questions, please: 


• Visit our website at www.socialsecurity.gov to find general information about Social Security.
• Call us toll-free at 1-800-775-7802 from 7:30 a.m. to 4:00 p.m. Monday through Friday. If you


are deaf or hard of hearing, our toll-free TTY number is 1-800-325-0778.
• Write or visit any Social Security office. The office that serves your area is located at:


FO ADDRESS 
STREET ADDRESS 
CITY/STATE/ZIP 


Please have this letter with you if you call or visit an office. If you write, please include a copy 
of the first page of this letter. It will help us answer your questions. 


Sincerely, 


Carolyn W. Colvin 
Acting Commissioner of 
Social Security 


Enclosures: 
Nonwork Months Form SSA-L9790-SM 
Envelope 
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Form Approved 
OMB No. 0960-0369 


Page 1 


Your Monthly Earnings 


Usually, if you make more than the earnings limit, which in 2013 is $15,120, we 
have to hold back some of your Social Security.  However, if we know how much 
you earned in each month in 2013 we may be able to pay you more. 


The same is true of self-employed people.  The difference is that we need to know 
how many hours you worked in each month, instead of the amount of money you 
earned. 


For the following months in 2013, you previously told us that you would not earn 
over $1,260 and would not work over 45 hours in self-employment. 


FEBRUARY MARCH APRIL MAY JUNE JULY AUGUST SEPTEMBER 
OCTOBER NOVEMBER DECEMBER


1. Place an “X” in the box under each month when you
earned $1,260 or less. Do not put an “X” in the box for
months you earned more than $1,260.


2. If you were self-employed, enter how many hours you
worked in each month for 2013. Enter “0” if you did not
work any hours for that month. Be sure to complete
every box for the whole year.


For example – if you worked 22 hours, enter the hours as follows:
0 2 2 


 


If you worked 0 hours, enter the hours as follows: 
0 


Please answer question 3 on the next page. 
Form SSA-L9790-SM (7-2014) 
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To help us make sure that we understand your answers, we would like to know if 
you stopped working. 


3. Did you stop working?


Show an “X” in the box next to your answer. 


 NO, I am still working. 


 YES, I stopped working. 


If you answered “YES”, show the date you stopped working. 


Month / Day / Year 


Your Signature 


I declare under penalty of perjury that I have examined all the information on this 
form, and it is true and correct to the best of my knowledge 


Signature 


Date 


Also, please give us a telephone number where we can reach you during the day. 
We may contact you directly if we need more information to process this form. 


Daytime Telephone Number 


For SSA Use ONLY 


Ext. WB1 WB2 WB3


Form SSA-L9790-SM (7-2014) 
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PRIVACY ACT STATEMENT 


Retirement, Survivors, and Disability Insurance 


Sections 203(h)(3), (4), and 205(a) of the Social Security Act, as amended, authorize us to collect the 
information requested on this form. We will use the information to ensure that we are paying you 
correctly. The information you provide is voluntary. However, failure to provide us with the requested 
information could prevent us from making an accurate and timely decision on your benefit amount. 


We rarely use the information provided on this form for any purpose other than for the reasons stated 
above. However, we may use it for the administration and integrity of Social Security programs. We 
may also disclose the information provided on this form in accordance with approved routine uses of the 
Privacy Act, 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 our records (e.g., to the
Government Accountability Office, General Services Administration, National  Archives and
Records Administration, and the 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. 


A complete list of routine uses for this information is available in Systems of Records Notices entitled, 
Earnings Recording and Self-Employment Income Record, 60-0059, Claims Folder System, 60-0089, 
and Master Beneficiary Record, 60-0090. These notices, additional information regarding this form, and 
information regarding our programs and systems, are available on-line at www.socialsecurity.gov or at 
your local Social Security Office. 


PAPERWORK REDUCTION ACT STATEMENT 


Paperwork Reduction Act Statement - This information collection meets the requirements of 44 
U.S.C. § 3507, 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 10 minutes to read the instructions, gather the facts, 
and answer the questions. Send only comments on our time estimate above to: SSA, 6401 Security 
Blvd., Baltimore, MD 21235-0001. 


Form SSA-L9790-SM (7-2014) 
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Dear Colleague: 


I have exciting news… our SocialSecurity.gov home page has a whole new look and feel, and you’re invited to 
our debut! The updated theme presents a fresh, modern look and feel, reflecting current trends and best 
practices in web design.  


The home page features popular “main menus” to help users quickly and easily find the information they seek. 
Included in the new design are a new top banner and footer, an updated color scheme, and a simplified layout.  


Keeping in mind the growing number of tablet users, we made sure the new theme is tablet friendly. 
Smartphone users will continue to enjoy the benefits of the mobile-friendly website we launched in May. 


Even though the look of our home page has changed, the bookmarked links to users’ favorite pages have not. 
That means the resources they've relied on most will still be just a click away. The release of our redesigned 
Internet website is one more step towards our agency goal of improving the online experience for the people we 
serve. 


I invite you to experience our new home page at www.socialsecurity.gov. Please share this exciting news with 
your members, colleagues, and other interested parties. I also invite you to post our link on your webpage, and 
include it in your newsletters, blogs, Facebook posts and tweets. 


Sincerely, 


Kojuan Almond 
Associate Commissioner 
 for External Affairs 


Stay connected with Social Security: 


 


 


If you would rather not receive future communications from Social Security Administration, let us know by clicking here. 
Social Security Administration, 3409 Annex 6401 Security Boulevard, Baltimore, MD 21235 United States 
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SOCIAL SECURITY ADMINISTRATION BALTIMORE, MD  21235-0001 


 
SOCIAL SECURITY 


December 11, 2013 


Dear: 


This letter is in response to a November 13, 2013 inquiry we received from Ms. X about your 
application for Medicare medical insurance (Part B). 


We are sorry for any inconvenience you experienced due to the delay in processing your 
application for Part B coverage.  Representatives in our San Marcos office processed your 
application on December 4, 2013.  Based on the application you submitted in July 2013,  
you became entitled to Part B coverage during your initial enrollment period; your  
coverage is effective October 2013.  


Officials in our Western Program Service Center sent a letter to you explaining your 
entitlement to Medicare health insurance and deductions from your Social Security benefits 
for your Part B premiums.  You should receive a Medicare card showing your entitlement 
within the next few weeks. 


Social Security Administration 
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SOCIAL SECURITY ADMINISTRATION BALTIMORE, MD  21235-0001 


SOCIAL SECURITY 
May 20, 2014 


Dear: 


This letter is in response to your April 2, 2014 inquiry about your online application for 
Social Security retirement benefits. 


We are sorry to learn of the difficulties you encountered after your February 2014 visit to 
the Roseville office.  The representative started your application for retirement benefits 
effective February 2014, rather than July 2014.  (The system will not allow a person to 
file a new application when there is a claim pending.)  


Based on your May 5, 2014 visit to that office, we will suspend your benefits until age 70 
rather than withdraw your application. 


We regret the original misunderstanding and hope you will find future contacts with our 
offices more satisfactory. 


Social Security Administration 





		SOCIAL SECURITY
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Reports Style Guide 
Purpose:  To ensure a consistent approach to writing reports and to expedite the review 
process.   


This document is intended to supplement the Quality Initiative for Commissioner’s 
Correspondence (QUICC) Handbook, the Federal Plain Language Guidelines, and the U.S. 
Government Printing Office (GPO) Style Manual.  Links to these sites, as well as additional 
resources for Section 508 of the Rehabilitation Act of 1973, are provided on page 10. 


General Writing Guidelines 
• See pages 1-8 of the QUICC Handbook (quicc.ssahost.ba.ssa.gov). 
• Our audience is the public.  While recipients of reports may be internal staff, Congress, 


or other governmental agencies, our reports must be written simply enough that they 
can be understood by a general audience. 


• Avoid the use of SSA jargon and the overuse of acronyms (see acronyms listing below).  
• Be consistent, clear, and concise. 


o Use active voice (avoid passive) and present tense whenever possible. 
• Verify all statistics and note their sources when appropriate. 
• Format documents for both online and when print readability. 
• Proofread everything – and when possible, have someone who has never seen the 


document read it.  The odd that you will catch all errors is much lower if you wrote the 
original document.  Always use the grammar check and spell check, but you cannot rely 
on them to catch everything.  Never turn off the automatic grammar and spelling 
checker when you are proofreading!  The following are some of the most commonly 
missed mistakes: 


o Spelling and punctuation errors in page titles, headers, subheads, and footers 
o Typographical errors in tables 
o Use of the wrong word (e.g., “hear” instead of “here”) 


• Avoid these words and phrases: 
o “eServices” or “Electronic Services” (use “online services”) 
o “Face-to-face” (use “in person”) 
o “Continue” or “will continue” are often overused, and often statements are 


stronger without them.  For example, instead of, “We will continue to strive for 
excellence”, say, “We strive for excellence”.  In cases where we are referring to 
an ongoing program, use “continue” when appropriate. 
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• If multiple contributors write a report, ensure the final product reads in a single voice, as 
if one author wrote it. 


• Regardless of the design or publishing software used, distribute all review copies in 
Microsoft Word. 


508 Compliance 
• Add alternative text to graphics and images that convey important information or 


people who need to be identified (for instructions on adding alternative text, see 
page 49 of the SSA Guide: Producing Accessible Word and PDF Documents 
(arc.ssahost.ba.ssa.gov/docs/Producing Accessible Word and PDF documents SSA Guide 
v2.1.1.pdf). 


• Do not use alternative text if the graphics are for decoration purposes only and do not 
convey information. 


• Use contrasting colors appropriately (see page 69 of the SSA Guide:  Producing 
Accessible Word and PDF Documents 
(arc.ssahost.ba.ssa.gov/docs/Producing_Accessible_Word_and_PDF 
_documents_SSA_Guide_v2.1.1.pdf) and pages 30-41 of the Microsoft Word 2010 
Accessibility Guidance (www.ssa.gov/accessibility/checklists/word2010/default.htm). 


Acronyms 
• See page 8 of the QUICC Handbook. 
• Do not use acronyms in titles.  
• Do not use an acronym if the subject appears only two or three times in the section.  


This is particularly important if there is a high likelihood that the section will be read as a 
stand-alone document. 


• Treat each appendix in a document as a section. 
• Create an acronym when the first use of the word appears within each section.  The 


acronym must appear in parentheses immediately after the word upon first use.  
• See the QUICC Handbook when using a plural form of either the subject or the acronym.  


Regardless of whether first use is plural, singular, or possessive, show the acronym as 
singular on first use.  Modify subsequent uses to show the correct form.  


o First use – Our records contain millions of Social Security numbers (SSN).  
o Subsequent use – SSNs are collected on banking and credit forms. 
o First use – We have an initiative supporting consistency among our disability 


determination services (DDS). 
o Subsequent use (plural) – DDSs are located across the country. 
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• Use only acronyms that are widely known.  The following is a list of  acronyms 
considered to be “widely known”  and the correct capitalization for each:   


o Social Security number (SSN) 
o Social Security Administration (SSA) 
o Supplemental Security Income (SSI) 
o Department of Veterans Affairs (VA) 
o Internal Revenue Service (IRS) 


• The following acronyms are not proper names and are not capitalized at first reference: 
o information technology (IT) 
o human resources (HR) 
o administrative law judge (ALJ) 
o disability determination services (DDS) 
o fiscal year (FY) 
 Fiscal year must be spelled out in a sentence when no numeric year 


follows (e.g., We improved our performance by the end of the fiscal 
year.) 


 Plural usage – do not add an “s” to the acronym.  Use FY 2016-2018, not 
FYs 2016-2018.  If specifying information that is in nonconsecutive fiscal 
years, use FY in front of both years: 


• Correct: In FY 2012 and FY 2016, we revised… 
• Incorrect:  In FYs 2012 and 2016, we revised… 


 Do not allow a line break between FY and the year (Use 
[Ctrl]+[Shift]+[Spacebar] to insert a “no break” command for spaces) 


Bulleted Lists 
• Long phrases or sentences that are clearly related – separate with semicolons with the 


word “and” at the end of the second to last bullet – do not capitalize each word in the 
list: 


Gardening is relaxing because it enables me to: 
 Grow my own vegetables;  
 Provide healthy, pesticide-free food for my family; and 
 Send my spouse to Home Depot for long periods. 
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• Longer lists that contain independent clauses – Use periods to end each bullet: 
The following factors may affect our efforts: 
 Funding may be cut for our project. 
 The new building construction may be delayed.  The delay would affect 


our ability to move in on time. 
 We have several vacancies in key positions.  Failure to fill those positions 


could result in delays. 
• Groups of information that can stand alone – Do not use punctuation for short-to 


medium length bullets that are not independent clauses.  Capitalize only the first word 
in each line unless the words are part of a proper noun. 


I need the following items for telework: 
 Laptop 
 Internet connection 
 Fire extinguisher 
 Phone 


Capitalization 
• See pages 11-12 of QUICC Handbook, additional rules at Federal Plain Language 


Guidelines (www.plainlanguage.gov) 
• If capitalizing within Headings, do NOT capitalize definite/indefinite articles or 


prepositions (e.g. the, an, a, of, for, from) 
• Capitalize the names of programs, offices, organizations, states, and agencies when 


their full name is used.  However, when referring to an organization as an agency or by a 
general term, do not capitalize.  


• Capitalize federal when using as a synonym for the United States or other sovereign 
power or when it is the part of an agency name.  Do not capitalize federal in general 
usage.  Capitalize state ONLY when referring to the name of an agency, an act, the 
actual state or in another proper noun.  Do not capitalize state in general usage.  See 
additional examples at:  Federal Plain Language Examples 
(www.plainlanguage.gov/examples/index.cfm) 


o Social Security has many agency-wide programs. 
o The Federal Government is a large employer.  Each year, federal employees 


review their benefit plans. 
o The Federal Bureau of Investigation is a federal agency. 
o Many issues are subject to federal, state, and local laws. 
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• Capitalize the following words and phrases: 
o Cross-Agency Priority goals 
o Congress 
o Internet 
o Intranet  
o Social Security number 


Citing Titles, Reports, or Sections 
• Do not use acronyms in a proper title 
• Italicize proper names of major reports, laws, and OMB circulars 


o Agency Financial Report 
o Annual Performance Report 
o Government Performance and Results Modernization Act of 2010 
o Circular A-11 


• Do not italicize punctuation  


Dashes 
• There are two types of dashes: a short dash (-) and a long dash (–).   
• Use a long dash when adding additional, related, often specific information.  


o Social Security Disability Insurance – a government program – helps many people 
who are disabled. 


o Many government employees – some of them right here in Woodlawn – are 
active volunteers in their community.  


• Use a short dash to show a range, in place of the word “to”, and to link two or more 
elements.  There are no spaces surrounding the short dash. 


o June-July 
o BWI-LAX 
o The customer-employee relationship is very important. 


• In Microsoft Word: 
o Long dash: [CTRL]+[the minus sign] on the number pad.  Sometimes, Microsoft 


Word will automatically create a long dash if you press the short dash key twice, 
but not always. 


o Short dash: the hyphen or minus sign (to the right of the zero) on the keyboard 
row of numbers 
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Formatting Rules for my Social Security 
• my 


o Georgia 
o Italics 
o No bold  
o No capitals 
o Custom color - Red 209, Green 34, Blue 41 


• Social Security: 
o Georgia 
o No Italics 
o No bold 
o Space after “Social”  
o Capital S in “Social” and “Security” 
o Custom color -  Red 0, Green 84, Blue 166 


Hyperlinks 
• Do not include “http” in the displayed text of the web address – it is no longer needed   
• Include the full hyperlink on every reference. 
• Show hyperlinks and the name of the site as part of the link:  Social Security 


Administration's homepage (www.socialsecurity.gov).  Using one link to show the web 
address as well as the title is more streamlined, efficient, and is the preferred 
508 compliant method. 


• Spell out “social security” as opposed to “ssa” in the text of the web address.  For 
example, use www.socialsecurity.gov  NOT http://www.ssa.gov/. 


• For public documents (any document that is posted on 
our homepage (www.socialsecurity.gov) is considered a public document) – use only 
Internet addresses that are available for public view.  Do not provide an Intranet 
address (any web site that includes an “m” before “www” and a “ba” in front of “ssa”).  
The public will not be able to access our Intranet pages. 


• Place hyperlinks on one line, where possible.  A hyperlink should not be split between 
two lines, if possible.  If the link must be split, split it between the title and the actual 
URL, if possible (see example below).  


• Test the hyperlinks before final publication.  For additional information on using 
hyperlinks, please see pages 46-51 of the  
Microsoft Word 2010 Accessibility Guidance 
(www.ssa.gov/accessibility/checklists/word2010/default.htm). 
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Hyphens/Compound Words 
• See page 10 of the QUICC Handbook, pages 95-191 of the GPO Style Manual 
• Refer to pages 95-191 of the GPO Style Manual to determine how to write a compound 


word.  Compound words can be two words, one word, or hyphenated (e.g., “time 
frame,” “timekeeper,” or “cross-examine”)  


• Use a hyphen:  
o In some compound words (see GPO Style Manual or dictionary if the word is not 


listed in the GPO Style Manual) 
o To connect two or more words functioning as an adjective immediately prior to a 


noun (well-known writer): 
 Exception: Most words ending in “ly”(e.g., federally funded program)  


o To form words with the prefixes (“all-,“ “ex-,” and “self-“)  
 Exception: Do not hyphenate selfish or selfless 
 NOT all prefixes.  Most prefixes do not take a hyphen. Use a hyphen for 


prefixes to avoid mispronunciation or ambiguity (pages 1-2-103 of the GPO 
Style Manual). 


o To form words ending with the suffix “-elect” (e.g. president-elect) 
o To write fractions (one-fourth) 
o To write numbers from twenty-one to ninety-nine 


Line Breaks 
• See pages 13-14 of the QUICC Handbook 
• Use [Ctrl]+[Shift]+[Spacebar] to insert a “no break” command for spaces; 
• Use [Ctrl]+[Shift]+[Hyphen] for hyphens: 


o Do not separate the numbers and their references – including FY or fiscal year 
o Do not separate a person’s first and last name 
o Do not separate elements in a date 
o Do not separate state or city names 


Orphan Rules 
• A single word after a period at the end of a line is an orphan.  Tie the first two words of 


a sentence together so that they fall at the beginning of the next line.  A single word on 
a line by itself is not an orphan, unless it appears at the top or bottom of a page. 


• Do not leave a number orphaned at the end of a line.  All numbers must be associated 
with text 


o Use [Ctrl]+[Shift]+[Spacebar] or [Shift]+[Enter] 
o E.g., You must show FY 2011 or 35 cases on the same line instead of FY or 35 


on one line, then 2011 or cases on the next line. 
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Orphan:  
This sentence is an example of a sentence that ends just before the line ends.  A  
new sentence starts, but a single word is left orphaned in the line above.  


Corrected: 
This sentence is an example of a sentence that ends just before the line ends.  
A new sentence starts, but we inserted a line break so we would not have an 
orphan word.  


Also an Orphan, if the single word is at the top or bottom of the page: 
This sentence is an example of a sentence that ends just before the line ends.  
A new sentence starts, but we inserted a line break so we would not have an 
orphan word.  Also to be careful not to leave an orphan at the end of a 
paragraph. 


Percent 
• Spell out percent when writing sentences.  It is acceptable to use the percent symbol 


“%” for tables (see table example in Zero/Decimal Rule).  


Tables 
• Do not place images within a table.  
• Avoid using large tables with merged cells.  Break a large table down into several smaller 


tables. 
• For additional information on tables, please see pages 15-17 and 81-93 of the  


Microsoft Word 2010 Accessibility Guidance 
(www.ssa.gov/accessibility/checklists/word2010/default.htm). 
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Zero/Decimal Rule 
• Use zeros as follows:  


o When a decimal stands alone (e.g., 0.1 percent) 
o Mixed decimal usage is acceptable within a table.  See example in the table below: 


Performance Measure Results Fiscal Year 2014 
Target 


Fiscal Year 2015 
Target 


Increase our ability to provide 
timely decisions by focusing on 
our oldest cases first 


0.7% of pending hearing 
requests 700 days or older 


Less than 0.5% of 
pending hearing 
requests 700 days or 
older 


Make decisions on 
99.5% of cases that 
start the year 310 
days or older  


Increase our ability to provide 
timely decisions by reducing the 
percentage of pending Appeals 
Council requests for review 
365 days old or older 


8.9% pending 365 days or 
older 


19% or fewer pending 
365 days or older 


21% or less of cases 
pending 365  days or 
older 
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Social Security Administration 
Retirement, Survivors and Disability Insurance 
Important Information 


Western Program Service Center 
P.O. Box 0000 
Richmond, CA  94802-1791 
Date:  October 1, 2014 
Claim Number:  000-00-0000 


NAME 
ADDRESS 
CITY ST ZIP 


We show that you chose (Name) as your representative in your claim for Social Security 
benefits.  By law, we must hold back up to 25 percent of your past-due benefits to pay the 
representative.  However, we released this money to you in error.  


We should have held $(Amount) from the benefits you received to pay all or part of the fee.  
Since we released these benefits to you, the representative will look to you for payment of your 
share of the fee.  Your share of the authorized fee is $(Amount). 


The representative may contact us at the above address if you do not pay the fee.  If the 
representative contacts us to collect payment from you, we will: 


• pay the representative the amount we should have held from you, minus any service 
charge we must keep by law; and  


• recover from you the amount we should have held.  


If the authorized fee is more than the amount we should have held, you must pay any remaining 
fee balance.  


We will send the representative a copy of this notice.  


Social Security Administration 





		Social Security Administration

		Retirement, Survivors and Disability Insurance

		Important Information
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Social Security Administration  
Retirement, Survivors, and Disability Insurance 
Important Information 


Office of Central 
Operations 
1500 Woodlawn Drive 
Baltimore, Maryland 21241-1500 
Date: February 10, 2013 
Claim Number:999-99-9999 C1 


JOHN Q PUBLIC FOR JOHN DOE 
1 ABC ST 
CITY,MD 21111 


The Office of Disability Adjudication and Review has authorized you a fee 
of $599.00 for services rendered JOHN DOE in proceedings before the Social 
Security Administration. 


The law provides that the Social Security Administration shall withhold 
up to 25 percent of a claimant's past-due benefits for direct payment of 
an approved fee to the attorney. We regret that inadvertently, no past-due 
benefits were withheld. If you experience difficulty in collecting the fee 
from your client, you should notify us. We will then proceed to withhold 
benefits from JOHN DOE to the extent of your approved fee or the 
amount that should have been withheld, whichever is smaller. 


If we issued the claimant's decision after January 31, 2000 and you decide 
that you want us to withhold benefits from the claimant to pay for your 
fee, we must charge you 6.3 percent of the amount we withhold. 


A copy of this notice is being sent to your client. 


If You Have Any Questions 


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, or 
call your local Social Security office at 1-877-319-3079. 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: 


SOCIAL SECURITY 
321 HAZELTINE AVE   
JAMESTOWN,NY 14701 


SEE NEXT PAGE 



http://www.socialsecurity.gov/
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If you do call or visit an office, please have this letter with you. It 
will help us answer your questions. Also, if you plan to visit an office, 
you may call ahead to make an appointment. This will help us serve you 
more quickly when you arrive at the office. 


Social Security Administration 





		Social Security Administration

		Retirement, Survivors, and Disability Insurance

		Important Information

		If You Have Any Questions








Dear Sir or Madam: 


The Georgetown Social Security office located at 20105 Office Circle is moving to 12001 Old Vine Boulevard, 
Suite 101, in Lewes. Business operations at the Georgetown office location will end after closing at 3:00 p.m. 
on Friday, June 27, 2014. 


Starting Monday, June 30, 2014, all services previously provided at the Georgetown Social Security office will 
be provided at the Lewes office. Office hours at the new location will remain the same: 9:00 a.m. until 3:00 
p.m., Monday, Tuesday, Thursday and Friday and 9:00 a.m. until 12:00 noon on Wednesday. 


The Lewes office is located at the intersection of Old Vine Boulevard and Lewes-Georgetown Highway (Route 
9), approximately 5.5 miles west of the downtown Lewes area and one mile west of Coastal Highway (Route1.) 
Free onsite parking is available at the Lewes office and public transportation via Delaware Transit 
Corporation’s Georgetown-Lewes bus route 206 will stop one block from the office entrance. 


Residents in western Sussex County may find that two Social Security offices located in Salisbury, Maryland 
(2414 Northgate Drive) and Cambridge, Maryland (828 Airpax Road) are accessible alternate locations when an 
office visit is required. Residents are free to go to any Social Security office for service. 


However, most Social Security services do not require a visit to an office. Go online to Social Security to apply 
for retirement, spouse’s, disability and Medicare benefits, get a replacement Medicare card or a tax summary 
form SSA-1099/1042. People age 18 and older can sign up for a my Social Security account at 
www.socialsecurity.gov/myaccount where they can get  a personalized Social Security Statement, secure and 
convenient access to their earnings and benefit information, and estimates of future benefits. With a my Social 
Security account, Social Security beneficiaries and Supplemental Security Income recipients can get a benefit 
verification letter (which serves as proof of income), access their payment history, change their address and start 
or change direct deposit information online. 


Many services are also conveniently available by dialing our toll-free number, 1-800-772-1213. People who are 
deaf or hard of hearing may call our TTY number, 1-800-325-0778. 


If you or members of your staff have any questions, please contact me at (866) 763-2480. 


Sincerely, 


Beth Blank 
District Manager 



http://mwww.ba.ssa.gov/






  


SSA Plain Writing Implementation Plan 
For 2014  


GOAL 1. Establish Compliance with the Plain Writing Act of 2010 


1. Identify Contacts 


• Designated a senior official responsible for overseeing our implementation of the Plain Writing 
Act of 2010 


• Designated points of contact for plain writing 
• Designated Plain Writing Compliance Board members 
• Posted contact information to our Internet, Intranet, and plainlanguage.gov websites for public 


and employee feedback and questions 


 


2. Communicate  


• Communicated requirements of the Plain Writing Act of 2010 
• Used videos and website links to promote plain writing 
• Facilitated plain writing awareness through the efforts of our Plain Writing Compliance Board 


members 


 


3. Create a Website 


• Provided access to view our commitment to plain writing on our Internet and Intranet sites  
• Created direct links to our Plain Writing website from our Intranet and Internet homepages 
• Created a direct link to plainlanguage.gov from our Intranet and Internet homepages 


 


4. Provide Training 


• Provided a variety of training options on plain writing principles to our employees 
• Obtained StyleWriter software and provided training 
• Determined which employees required training  
• Determined the length and method of training 


Continued 
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GOAL 2. Maintain Compliance with the Plain Writing Act of 2010 through Support 
Activities 


5. Monitor and Measure Compliance 


• Identified and developed a review process to ensure adherence to plain writing standards 
• Maintained public access on our Internet website to our plain writing initiatives and commitment 
• Maintained the Commissioner’s Writing Center webpage for easy access to the Commissioner’s 


writing preferences and plain writing principles 
• Used the American Customer Service Index (ACSI) to measure online satisfaction of our Plain 


Writing websites 
• Used editing software tools to provide consistency on how we measure plain writing 


improvements for our notices, letters, policies, and webpages 
• Provided feedback to public and employee inquiries to our Internet and Intranet email boxes  
• Reviewed analytical reports to track effectiveness of new and revised documents 


 


6. Publish the Plain Writing Report 


• Created the Plain Writing Compliance Report 
• Published the 2014 Plain Writing Compliance Report that describes our continuing compliance 


with the 2010 Plain Writing Act 
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SOCIAL SECURITY 
Area Directors Office 


2850 Curve Crest  Blvd W. 
Suite 210 


Stillwater, MN 55082 


July 24, 2014 


Brown Tree Payment Services 
Mary Brown & John Brown 
P.O. Box 1770 
Minneapolis, MN 55417 


Dear Mary & John: 


On July 15, 2014, the Social Security Administration authorized and conducted a Quick 
Response Review to investigate complaints made against Brown Tree Payment Services.  After 
careful review of the site review findings, along with beneficiary complaints, the Social Security 
Administration will terminate Brown Tree Payment Services status as a Fee for Service and 
Organizational Payee. 


Based on the facts and findings during Quick Response review, the Social Security 
Administration identified a pattern of payee negligence by your organization.  Some of which 
includes, NSF bank charges due to insufficient fund in collective account, bounced Brown Tree 
Payment Services checks provided to Social Security beneficiaries resulting in dire need 
circumstances, and poor customer service and advocacy on behalf of the beneficiary.  The Social 
Security Administration top priority is to transition all beneficiary benefits out of the care of 
Brown Tree Payment Services. 


The Minneapolis Social Security office will work with you and your staff to facilitate a smooth 
transition of payee change and transfer of conserved funds.  Mo Haguf, District Manager in the 
Minneapolis office, along with his team will be in contact with you directly to further discuss a 
plan of action and Social Security's expectation during transitional phase. 


Mr. Haguf  can be reached directly by phone at 1-855-257-0982 ext. 31600. 


Area Directors Office 
Area Site Review Coordinator 








A Pesonal Disability Story 
Tony 


Before his accident, Tony was working as a lifeguard and pool manager, as he had done in previous 
summers. He had just finished high school. It was August, just weeks before he planned to start 
college. 


Early one morning, he and another lifeguard took the day off and headed out to the beach for a day 
of body surfing. He explains, “You swim out, turn around, watch for a wave, and then swim towards 
the shore, and you put your body out flat on top of the wave, and you ride it in.” The morning passed 
pleasantly, and soon it was nearly lunchtime. 


One more ride before lunch, he thought. 


He picked up a “really good wave,” but as he climbed on top, it “broke funny, like a shear wall.” The 
mass of water slammed him to the ocean floor, landing him on the crown of his head and 
compressing his spinal cord. 


When Tony emerged from acute rehabilitation six months later, paralyzed from the neck down, his 
future was uncertain. His father was working two jobs, and his mother worked full-time at a grocery 
store. His parents managed to keep working while caring for him, but the financial burden proved 
insurmountable. Without Social Security disability benefits and Medicare, he believes the family 
might well have gone bankrupt. 


Tony’s disability payments allowed him to buy a computer and teach himself how to use it. He 
gradually leveraged his computer skills to rejoin the workforce and leave disability benefits. This 
experience inspired him to help other people with disabilities go to work as well. Later, when a 
secondary illness once again prevented him from working—“the dark days when I wasn’t quite sure 
what I was going to do”—Social Security offered a ray of hope. 


Knowing that he could return to work when he was able, he went back on disability benefits until his 
health improved. Today, he remembers that Social Security was there for him—twice—when he 
needed it. 





		A Pesonal Disability Story

		Tony
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Social Security Administration 
2013 Plain Writing Act Compliance Report 


The Plain Writing Act of 2010 (Act) requires Federal agencies to write clearly to ensure the 
public understands government information and services.  We are pleased to share our 
2013 Plain Writing Act Compliance Report, which details our efforts to comply with the Act and, 
more importantly, to continue to improve our writing to provide the superior level of service the 
public deserves. 


Our Commitment 


Few government agencies touch the lives of as many people as we do.  The programs we 
administer provide a financial safety net for millions of Americans.  We recognize the 
responsibilities entrusted to us are immense.  We also recognize communicating effectively is 
critical to our mission of providing world-class service.  Therefore, we affirm our commitment to 
using plain writing standards.  We will incorporate plain writing principles in our employees’ 
training and in our overall business processes. 


Our Accomplishments 


We have complied with the Act by accomplishing the following basic requirements: 


• Appointed a senior official to oversee plain writing compliance within the agency; 
• Created an implementation plan to enforce the use of Plain Writing throughout the 


agency; 
• Issued a 2013 Plain Writing Compliance Report; 
• Created a mechanism for public feedback and for providing responses to Plain Writing 


Center inquiries; 
• Created a plain language page on our website that links from our home page; 
• Trained our employees in plain language; 
• Established supporting activities for plain writing; and 
• Used plain language in our documents, letter, notices, and other written material. 


Oversight 


Our Senior Agency Official for Plain Writing Compliance is Steven Patrick, Ph.D., Associate 
Commissioner for the Office of Communication’s Office of Public Inquiries.  Dr. Patrick and 
his staff, and representatives from 12 deputy-level components and from the Office of the 
Commissioner developed our 2013 Plain Writing Implementation Plan.  The representatives 
of the deputy-level components make up our Plain Writing Compliance Board.  In addition, 
Regional Communications Directors in our 10 regions serve as Plain Writing Coordinators.  
Appendix C provides links to our web pages listing our Compliance Board members and our 
regional Plain Writing Coordinators. 
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Implementation Plan 


We strengthened the role of our Plain Writing Compliance Board through regularly 
scheduled meetings and including members in major implementation decisions, increased 
collaboration with the Compliance Board members on developing the Plain Writing 
Implementation Plan, and worked with the members to use StyleWriter as a shared way to 
evaluate our Plain Writing efforts.  Our implementation plan details our 2013 plain writing 
activities. 


Compliance Report 


We are issuing this 2013 Plain Writing Compliance Report on April 14, 2014. 


Mechanism for Public Feedback and Measurements of Performance 


We maintain a mailbox to monitor comments and respond to plain writing emails from the 
public and our employees at PlainWriting@ssa.gov.  We use this mechanism to gather 
information to improve our writing. 


Measurement tools, such as the American Customer Satisfaction Index (ACSI), Google 
Analytics, and Foresee Results, Inc., helped us measure customer satisfaction with our 
website and electronic communications.  The reports generated from these measurement 
tools provide us information on the satisfaction level with our documents.  The reports also 
tell us how often the public seeks information about our programs and services on our 
Internet web pages.  The primary tool we use to measure the effectiveness of our web pages 
is ACSI, which measures online satisfaction at hundreds of government websites and helps 
agencies interpret citizen feedback.  Our website consistently receives high satisfaction 
scores from ACSI. 


Website Access 


We have promoted plain writing by giving employees easier access to our plain writing 
resources.  Our plain writing web page on the Internet includes links to a list of our Plain 
Writing Board members, all annual Act compliance reports, and examples of documents in 
plain writing.  We improved our internal website’s home page by adding links to our 
Commissioner’s Writing Center and to our plain writing web page. 


Our Commissioner’s Writing Center website is an important resource for our employees and 
offers guidelines for preparing various documents applying Plain Writing principles.  The 
Writing Center directly links to the Commissioner's writing preferences, known as the 
Quality Initiative for Commissioner’s Correspondence (QUICC).  We also placed links to our 
plain writing and training web pages and the Plain Language website 
(http://www.plainlanguage.gov/) on the Writing Center’s home page. 


On our training website, we made a large selection of plain writing and grammar courses 
available for all employees.  We address agency compliance for training in Table 5, 
beginning on page 13 of this report. 
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We are committed to ensuring our written materials and agency web services are accessible 
to all our employees and those we serve.  We made sure our services meet Section 508 
guidelines, which require Federal agencies to ensure that technology is accessible to people 
with disabilities and are compatible with assistive technologies. 


Training Tools 


In 2013, we purchased a software tool, StyleWriter, to standardize our approach to improving 
our writing to the public and our employees.  We trained our components on the use of 
StyleWriter software, which helped employees edit their products to incorporate plain writing 
principles.  We used StyleWriter to help review and update over 900 paragraphs in our 
internal language repository, the Correspondence Guide Language (CGL).  This CGL update 
had a widespread impact because more than 25,000 employees use the online CGL to prepare 
responses to public inquiries. 


We created several easy-to-use checklists to help staff incorporate plain writing principles in 
their documents and letters.  One example is a Plain Writing Checklist that is part of a Plain 
Writing Techniques course available to all employees.  Another checklist is part of a Writer’s 
Toolkit for our policy writers.  Both checklists are available on our Intranet website. 


Supporting Activities 


We worked with our internal and external customers to identify methods to improve our 
communications.  We identified plain writing quality assurance best practices in use by the 
following agencies: 


• Centers for Disease Control and Prevention; 
• Department of Agriculture; 
• Internal Revenue Service; and 
• Department of Homeland Security 


We incorporated some of the useful practices into our own quality reviews.  For example, to 
assess clarity and responsiveness, we improved the method we use to perform random 
sampling reviews of written responses to inquiries (see Appendix A).  We use these findings 
to determine staff training needs.  This new review process ensures we adhere to plain 
writing principles. 


As mentioned earlier in this report, we encouraged employees to use our Commissioner’s 
Writing Center website.  This website links to the QUICC, which provides general writing 
tips on grammar, sentence structure, and punctuation as well as our Commissioners writing 
style preferences.  This website is important in promoting the use of plain language 
throughout our agency. 


Using Plain Language in Our Documents 


Employees now have several checklists to help them use plain language when creating or 
editing existing notices, documents, letters, and other written correspondence. 
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Table 1 provides eight examples of notices used in external communications and our efforts to 
improve these notices.  Please see Appendix A for “before-and-after” samples. 


Table 1 - Examples of Notices Using Plain Writing Principles 


Type & Method of Communication Audience Improvements 


Office of Human Resources 


A “Fully Implement Order” or “Do 
Not Implement Order” delivered by 
mail 


Equal Employment 
Opportunity Commission 
(EEOC) administrative 
judge, complainant, and 
complainant’s attorney 


We updated our “Fully 
Implement Order,” “Do Not 
Implement Order,” and 
appeal notice with clear and 
accurate information about 
EEOC complaint processing 
stages. 


Appeal File Transmittal Notice 
delivered by mail 


EEOC, complainant, and 
complainant’s attorney 


Result: We used a quality review process to gather information to improve readability, clarity, 
tone, and format. 


Office of Operations 


Representative Payee Important 
Information Notice delivered by 
mail 


Beneficiaries’ 
representative payees 


We increased the clarity of 
information for 
representative payees. 


For examples see Appendix A – 
Office of Operations 


Result: StyleWriter before-and-after evaluations showed we improved the format, readability, 
and clarity of our Representative Payee Important Information Notice. 
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Table 1 - Examples of Notices Using Plain Writing Principles 


Type & Method of Communication Audience Improvements 


Office of Retirement and Disability Policy  


Returning representative payee 
accounting  


General public We increased the clarity and 
accuracy of information 
about paying fees to 
representatives and policy 
information for the public. 


Medicare enrollment and Medicare 
cancellation dates 


General public 


For examples see Appendix A – 
Office of Operations 


Subsequent disability application 
protective filing date 


Disability applicants We used plain language and 
promoted awareness about 
our work incentive 
programs, and the Ticket to 
Work call center and website 
information. 


Ticket to Work progress reviews Disability beneficiaries 


For examples see Appendix B – 
Office of Retirement and 
Disability Policy 


Result: StyleWriter before-and-after evaluations showed we improved readability, clarity, and 
tone. 


Office of Communications 


Advocate letter introducing the new 
process for expediting claims for 
disabled veterans 


Federal/State/local 
government agencies, 
tribal leaders, advocacy 
groups, and 
intergovernmental 
organizations 


We used plain language to 
ensure our advocate letter 
provided clear, concise, and 
accurate information about 
our expedited claims process. 


For examples see Appendix A – 
Office of Communications 


Result: StyleWriter rated the letter high for readability, format, clarity, and tone.   
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Table 2 provides six examples of improvements to our publications and forms for the public and 
other external stakeholders. 


Table 2 - Examples of Publications and Forms Using Plain Writing Principles 


Type & Method of Communication Audience Improvements 


Office of the Inspector General 


Semiannual Report to Congress Congress, government 
agencies, and the 
general public 


We provided clear, accurate, 
and easily accessible 
information regarding the 
Semiannual Report to 
Congress.  We made our 
Cooperative Disability 
Investigations brochure 
compliant with the Act. 


Cooperative Disability Investigations 
brochure 


Local law enforcement 
agencies, and the 
general public 


Result: StyleWriter before-and-after evaluations showed we improved the format and 
readability.   


Office of Communications  


Schedule of Social Security Benefit 
Payments 2013 publication 


General public and 
government agencies 


We updated our forms and 
publications with clear and 
accurate information about 
our programs and services. 


Review Of Your Eligibility For Extra 
Help With Medicare Prescription Drug 
Plan Costs: Some Things You Should 
Know publication 
www.ssa.gov/pubs/EN-05-10111.pdf  


Understanding The Benefits publication 
www.ssa.gov/pubs/EN-05-10024.pdf 


Result: StyleWriter before-and-after evaluations showed we improved readability and clarity in 
our forms and publications.  StyleWriter also showed improvement when we converted 
our printed forms to web-based forms. 
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Table 2 - Examples of Publications and Forms Using Plain Writing Principles 


Type & Method of Communication Audience Improvements 


Office of the General Counsel 


Civil rights complaint form General public We prepared a Civil Rights 
Complaint form containing 
clear and accurate 
information regarding filing 
complaints of discrimination 
about our programs or 
activities. 


Result: StyleWriter evaluation showed we used clear and concise language in the form. 


Table 3 provides nine examples of improvements to policy documents. 


Table 3 - Examples of Policy Documents Using Plain Writing Principles 


Type & Method of Communication Audience Improvements 


Office of Human Resources 


Federal Register Notice regarding  
self-evaluation under Section 504 on 
the Agency Proposed Business 
Process Vision Under the 
Rehabilitation Act of 1973 


http://www.gpo.gov/fdsys/pkg/FR-
2013-11-22/pdf/2013-28036.pdf 


General public We provided a clear and 
easily readable policy 
document for the public. 


Result: StyleWriter before-and-after evaluations showed improved readability, clarity, tone, and 
format. 


Office of Disability Adjudication and Review 


The Hearings, Appeals, and Litigation 
Law Manual (HALLEX) 


General public and 
employees 


Our HALLEX procedure is 
concise and easy to 
understand.  We organized 
the manual and added cross-
references. 


Result: StyleWriter confirmed we improved readability, clarity, tone, and format. 
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Table 3 - Examples of Policy Documents Using Plain Writing Principles 


Type & Method of Communication Audience Improvements 


Office of the Chief Actuary 


Old Age, Survivors, and Disability 
Insurance Trustees Report 


Congress, the White 
House, the policy 
community, researchers, 
academics, press, and 
general public 


We improved our reports by 
making them clear and easy 
to understand. 


Supplemental Security Income Annual 
Report 


Congress, the White 
House, the policy 
community, researchers, 
and academics 


Result: StyleWriter showed we improved clarity and conciseness. 


Office of Retirement and Disability Policy 


Administrative messages, emergency 
messages, and Program Operations 
Manual System new or revised 
subchapters 


Employees and general 
public 


We refined our policy 
instructions, policy 
information on the web, and 
policy questions and 
answers for clarity and 
accuracy. 


Representing Social Security 
Claimants webpage 


Beneficiaries’ 
representative payees 


Frequently Asked Questions General public 


Result: StyleWriter before-and-after evaluations showed improved readability and clarity of 
policy instructions. 


Office of Budget, Finance, Quality, and Management 


Insider Threat Program Policy Employees and Federal 
partners 


We amended our Insider 
Threat Program Policy and 
our Workplace and 
Domestic Violence Policy to 
improve clarity. 


Workplace and Domestic Violence 
Policy 


Employees and Federal 
partners 


Result: Our quality reviews process showed we created clear and concise policy. 
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Table 4 provides six examples of responses to congressional and public inquiries.  These external 
examples show improvements using plain language. 


Table 4 - Examples of Congressional and Public Inquiries Using Plain Writing Principles 


Type & Method of Communication Audience Improvements 


Office of Operations 


New York Region congressional 
inquiries delivered by mail 


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


We revised nearly 1,000 
congressional replies to 
remove passive voice and 
other poor writing 
techniques.   


Dallas Region congressional inquiries 
delivered by mail 


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


We used plain language to 
make clear and concise 
responses to written 
inquiries.   


Philadelphia Region congressional 
inquiries delivered by mail 


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


We applied plain writing   
principles to our 
responses. 


See Appendix B –  
Office of Operations 


Result: We used our quality review process to improve responses by removing passive voice 
and improving clarity.   
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Table 4 - Examples of Congressional and Public Inquiries Using Plain Writing Principles 


Type & Method of Communication Audience Improvements 


Office of Communications 


Advocate letter  General public We removed jargon and 
improved overall 
readability of our 
response. 


Letter to attorneys  Attorneys We replaced complex 
words with simple ones to 
improve clarity. 


For examples see Appendix A –  
Office of Communications 


Result: StyleWriter and our quality review process showed improved clarity and readability. 


Office of Legislative and Congressional Affairs 


Letter response to a congressional 
inquiry 


White House and 
members of Congress 


We improved overall 
readability of our 
response. 


For examples see Appendix A –  
Office of Legislative and 
Congressional Affairs 


Result: The White House Executive Secretariat, the Members of Congress, and key Committee 
staff members provided guidance on ways to improve communication.  Subsequent 
positive feedback from these individuals validated the effectiveness of plain language in 
our communications. 
The White House Executive Secretariat prepares a monthly casework report, which it 
sends to all agencies.  According to the White House Executive Secretariat, we are 
among the top performing agencies in response to inquiries.  The monthly casework 
reports reflect how well we communicate our programs and policies in our responses to 
letters sent to the White House. 
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Training 


In 2013, we continued to promote the value of plain writing to employees by enhancing our 
training efforts, including video on demand, online classes, and classroom instruction.  
Employees took web-based training from their workstations and participated in formal classroom 
training. 


The total number of training instances is 14,252.  Our Office of Learning provided agency-wide 
plain writing training for 3,730 employees.  Our components presented training on 
communication and plain writing principles for 817 employees, and our regional components 
conducted plain writing courses for 9,705 employees. 


Table 5 includes information about communications, grammar, and plain writing training we 
provided employees.  This table shows courses offered involving plain writing, the number of 
employees trained, and the training duration for each course in 2013. 


Table 5 - Training on Plain Writing Principles 


Training Course Number of  
Employees Trained 


Training 
Duration 


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


Video on Demand 


Principles of Plain Language – Operations 720 30 minutes 


Principles of Plain Language – Part 1 325 20 minutes 


Principles of Plain Language – Part 2 259 30 minutes 


Principles of Plain Language – Part 3 130 20 minutes 


Online Courses - Grammar 


Business Grammar:  Common Usage Errors 35 1 hour 


Business Grammar:  Parts of Speech 67 1 hour 


Business Grammar:  Punctuation 8 1 hour 


Business Grammar:  Sentence Construction 13 1 hour 


Business Grammar:  The Mechanics of 
Writing 51 1 hour 


Business Grammar:  Working with Words 35 1 hour 


Page  13 







 
 


Table 5 - Training on Plain Writing Principles 


Training Course Number of  
Employees Trained 


Training 
Duration 


Online Courses – Writing and General Knowledge 


Business Writing:  Editing and Proofreading 22 1 hour 


Business Writing:  How to Write Clearly and 
Concisely 85 1 hour 


Business Writing:  Know Your Readers and 
Your Purpose 36 1 hour 


The Plain Writing Act 1 1 hour 


Writing for Business 16 6 minute practice 


Writing for Technical Professionals:  
Effective Writing Techniques 3 2 hours 


Writing for Technical Professionals:  
Preparation and Plan 2 1 hour 


Writing Under Pressure:  Preparing for 
Success 9 1 hour 


Writing Under Pressure:  The Writing Process 10 1 hour 


Classroom Training 


Plain Writing 67 2 classes (2 days) 


Business Writing and Grammar 660 30 classes (2-
3 days) 


Advanced Business Writing 396 18 classes 
(2 days) 


Focus on Your Business Writing 
Primarily online with instructor feedback 


390 
15 classes 


(3 hour online 
lesson) 


Intermediate Focus on Your Business Writing 
Primarily online with instructor feedback 


390 
15 classes 


(3 hour online 
lesson) 
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Table 5 - Training on Plain Writing Principles 


Training Course Number of  
Employees Trained 


Training 
Duration 


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


Office of the Commissioner, Office of Executive Operations 


In May 2013, the Office of Executive Operations (OEO) updated the QUICC to include guidance 
on topics requested by agency components and those identified through questions to the online 
QUICC help mailbox.  In December 2013, OEO provided guidance on addressing 
correspondence to members of same-sex couples. 


Standards of the QUICC (June 2013) 30 1 hour 


Standards of the QUICC (June 2013) 10 1 hour 


Standards of the QUICC (August 2013)  80 1 hour 


Office of Budget, Finance, Quality, and Management  


Referral Writing 10 3 hours 


Referral Writing Refresher 8 2 hours 


Office of Communications 


StyleWriter 54 1 hour 


QUICC 38 1 hour 


Tips and Tricks of Grammar 22 4 hours 


Office of the General Counsel 


2013 Review – Written Legal Work 75 2 hours 


Writing Tips 93 1 ½ hours 


Office of Operations 


Simply Grammar 58 2 days 


Plain Writing Clinic 82 2 days 


Business Writing 33 2 days 


Advanced Business Writing 52 2 days 
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Table 5 - Training on Plain Writing Principles 


Training Course Number of  
Employees Trained 


Training 
Duration 


Office of Retirement and Disability Policy 


Critical Thinking For Business 
Communication and Technical Writing  128 5 days 


Plain Language for Policy Writers 44 1 day 


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


Atlanta 


Leading People (TL 401) (4 classes) 120 15 minutes 


Refresher Training for SSA-1774 (Request for 
Corrective Action) 70 1 to 1 ½ hours 


Chicago 


Business Writing and Grammar Skills - Basic 7 1 day 


Business Writing and Grammar Skills - 
Advanced 3 2 days 


Business Writing for Professionals 3 2 days 


Internal training quality reviewers to 
proofread, write, and edit. 29 3 hours 


Dallas 


Techniques to Improve Presentations and 
Staff Work – (Online) 150 30 minutes 


Plain Language Tips 162 1 ½ hours 


The Writer’s Block – Clear and Concise 
Writing 4,444 30 minutes 


Dallas Regional Office Communications 
Guide (August 2013 Update) 4,430 30 minutes 


Denver 


Office of the General Counsel –The Writing 
Process,1, 2, 3 and 4 


100 2 hours each 
class (total of 8 


hours) 
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Table 5 - Training on Plain Writing Principles 


Training Course Number of  
Employees Trained 


Training 
Duration 


Kansas City 


Mod 7 Training – The objective was to write, 
proofread, and edit documents for the Office 
of Quality Review. 


6 2 ½ days 


New York 


Immediate Online Writing Course 
70 


3 hours/day 
3 weeks 


1 Mid-Level Manager and 2 Nuts and Bolts 
Courses 46 2 weeks 


Advanced Business Writing 25 16 hours 


Writing Skills 40 2 ½ hours 


Component Activities and Accomplishments 


Many of our components began compliance efforts to ensure our employees maintain a 
commitment to plain writing.  One accomplishment resulting from these efforts was our receipt 
in May 2013 of the Association of Government Accountant’s (AGA) Certificate of Excellence in 
Accountability Reporting (CEAR) award for the 15th consecutive year.  Our Performance and 
Accountability Report (PAR) also received recognition for several “commendable practices” that 
included using plain writing principles in our Performance Section and four best practices for 
Accessibility, Readability, and Other Features. 


Our components initiated other activities to help employees with plain writing practices.  For 
example, they: 


• Published a newsletter dedicated to plain writing topics; 
• Established several internal review groups to monitor and provide feedback to employees 


on using plain writing in their documents and notices; 
• Used feedback from the ACSI and Foresee Results, Inc. to improve our web pages; and 
• Developed a video on demand for employees to help incorporate plain writing into their 


documents and correspondence. 
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Table 6 provides a list of our components’ activities and accomplishments in ensuring our 
employees maintain a commitment to using plain writing. 


Table 6 - Component Activities and Accomplishments for Plain Writing 


Office Activities 


Office of the Actuary • Continued our global review of communications, including 
memos, letters, actuarial notes and studies, and formal reports 


• Used feedback from the public and other stakeholders to 
monitor the effectiveness of our communications 


• Continued to simplify the language in the Old Age, Survivors, 
and Disability Trustees Report and the Supplemental Security 
Income Annual Report 


Office of Disability 
Adjudication and 
Review 


• Reviewed our online storage of our notices, the Document 
Generation System (DGS) 


• Reviewed our notices for compliance with the Act 
• Formed a DGS Review Group to review all notices and add 


new notices as needed 
• Dedicated the employee development newsletter in August 


2013 to plain writing topics and included a segment on plain 
writing for law 


Office of Systems • Continued to use the Act as one of the standards for our 
Project Resource Guide 


• Used this guide in planning and execution of lifecycle 
activities to ensure readability and cohesiveness of technical 
documentation 


Office of the Chief  
Strategic Officer 


• Provided editing and proofreading to ensure clear and concise 
documents 


• Used the QUICC as a guide for writing principles 
Office of the 
Commissioner, Office 
of Executive 
Operations 


Bought and tested StyleWriter software to help analysts improve 
editing and correspondence 


Office of the General 
Counsel 


Reviewed outgoing memos for clear writing principles as part of our 
quality control process  
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Table 6 - Component Activities and Accomplishments for Plain Writing 


Office Activities 


Office of 
Communications 


• Bought the editing software tool, StyleWriter, and assigned 
the licenses to personnel responsible for preparing documents 
and communications to our internal and external customers 


• Continued to review the internal and external websites to 
ensure compliance with the Act 


• Reviewed new and revised publications to ensure compliance 
with the Act 


Office of Human 
Resources 


• Initiated discussions with the Office of Public Inquiries to 
learn about the editing software tool, StyleWriter 


• To ensure readability, clarity, and appropriate tone, sent all 
external communications through an established quality 
control process 


• Included plain writing feedback to staff as part of our quality 
control efforts 


Office of the Inspector 
General 


Continued to revise the language on our external website to improve 
readability 


Office of Legislation 
and Congressional 
Affairs 


• Developed an electronic repository and handbook for all 
writers to reference when responding to inquiries 


• Provided instructions to staff on identifying and handling new 
correspondence issues 


• Established a protocol for developing and storing new 
agency-approved language that complies with the Act 


• Reviewed all correspondence for accuracy, responsiveness, 
and plain writing compliance prior to release 


• Reviewed and revised staff correspondence procedures on an 
ongoing basis 
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Table 6 - Component Activities and Accomplishments for Plain Writing 


Office Activities 


Office of Budget, 
Finance, Quality, and 
Management 


• Continued to improve our strategic planning documents that 
report our goals and performance to Congress 


• Received the CEAR award for our PAR in May 2013.  The 
CEAR recognizes outstanding accountability reporting.  It is 
the highest form of recognition in Federal government 
management reporting.  The AGA recognized our PAR as 
comprehensive and informative, yet easy to read and 
understand.  Our PAR also received recognition for 
commendable practices in the following areas: 


Two best practices for our Agency Head Letter 
Two best practices for our Management’s Discussion and 


Analysis section 
Eight best practices for our Performance Section 
Two best practices for our Other Accompanying Information 
Four best practices for Accessibility, Readability, and Other 


Features 
• Provided writing tips, guidance, procedures, examples, and 


reference resources to help employees prepare documents that 
complied with plain writing principles 


• Used a variety of methods to share this information, including 
email, SharePoint sites, and informal meetings 


• Continued to conduct multiple reviews of our component’s 
documents to ensure plain writing compliance, technical 
accuracy, and appropriate tone 


• Encouraged staff to attend training courses to improve writing 
skills and informed them of plain writing courses made 
available through the Office of Learning 


• Addressed plain writing expectations during employee 
performance discussions as needed 


Office of Operations • Trained new staff using the video on demand on plain 
language 


• Updated the Congressional Inquiries Guide for the Dallas 
Region 


• Used the QUICC handbook when preparing written 
documents 
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Table 6 - Component Activities and Accomplishments for Plain Writing 


Office Activities 


Office of Retirement 
and Disability Policy 


• Collaborated with the Office of Learning to develop the Plain 
Language and electronic Program Operations Manual System 
video on demand, which: 


• Is a comprehensive in-depth training package presented in 
four video-on-demand segments 


• Incorporates plain writing techniques, best practices, and the 
Program Operations Manual System process for authors of 
policy and procedural instruction 


• Implemented the Plain Language Review Checklist 
• Issued a comprehensive writing guide for employee use, 


ensuring consistency with the agency’s plain language 
initiative and standards 


Moving Forward 


In 2014, we plan to promote the use of desk guides, posters, and in-house television to enhance 
our plain writing compliance efforts.  We will continue to train staff in the value and correct 
application of plain writing principles.  We will expand the use of editing tools, such as 
StyleWriter software, to support the improvement of notices, policies, letters, and other 
documents.  Through the expanded use of software tools, we will develop a common approach to 
bringing clarity and consistency to our correspondence and documents. 


The annual ClearMark awards, developed by the Center for Plain Language, recognize the best 
communications across government, non-profits, and private companies.  In our efforts to 
evaluate the effectiveness of our communications, we will continue to participate in the 
ClearMark awards.  We will develop a process to recognize our best writing. 


We will: 


• Embrace the use of plain writing principles in 2014; 
• Establish internal awards to recognize the best-written communication across the 


components of our agency; 
• Work with our Plain Writing Compliance Board to ensure distribution of our Plain 


Writing Awards criteria to employees: 
• Collaborate with other agencies to market and promote plain writing principles and to 


increase our efforts in quality control and metrics; and 
• Increase the use of the ACSI and other metrics to gauge customer satisfaction with our 


letters, notices, and other documents. 
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Summary 


Our 2013 Plain Writing Compliance Report documents our compliance and accomplishments 
under the Act.  We achieved all of the goals outlined under “Moving Forward” in the 2012 
Compliance Report.  We also outline our plans for “Moving Forward” in 2014. 


For 2013, Foresee Results, Inc. a company that measures customer experiences with public and 
private sector organizations noted we received a citizen satisfaction score of 90 out of 100 in 
three website areas.  We will continue to improve our communication products and incorporate 
the principles of plain writing in every aspect of our daily business.  Our Acting Commissioner 
Carolyn W. Colvin explains, “When we communicate in a way that people understand, we can 
better serve the public.”  We are committed to developing and enhancing our written 
communications, training our employees to use clear and concise language, and including plain 
writing standards in our business processes. 
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Appendix A:  Plain Writing “Before-and-After” Samples 
Appendix A includes before and after notices, forms, letters, and congressional responses.  We used 
StyleWriter and plain writing checklists to improve the “before” document.  The “after” documents show 
changes made. 


Sample Type Before After 


Office of Retirement and Disability Policy 


Medicare Enrollment (partial notice) Enrollment Periods-Before Enrollment Periods-After 


Medicare Cancellation (partial notice) Cancellation Dates-Before Cancellation Dates-After 


Office of Operations 


Representative Payee Notice Notice-Before Notice-After 


Office of Communications 


Advocate Letter Colleague-Before Colleague-After 


Public Inquiry Inquiry Letter-Before Inquiry Letter-After 


Office Legislative and Congressional Affairs 


Congressional Inquiry Congressional Letter-Before Congressional Letter-After 
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http://www.ssa.gov/plain-language/2013CompReport/Medicare%20Cancellation%20Date-AFTER.doc

http://www.ssa.gov/plain-language/2013CompReport/Rep%20Payee%20Important%20Info%20Notice_BEFORE.docx

http://www.ssa.gov/plain-language/2013CompReport/Rep%20Payee%20Important%20Info%20Notice_AFTER.docx

http://www.ssa.gov/plain-language/2013CompReport/Colleague%20Letter-BEFORE.doc

http://www.ssa.gov/plain-language/2013CompReport/Colleague%20Letter-AFTER.doc

http://www.ssa.gov/plain-language/2013CompReport/Letter-BEFORE.doc

http://www.ssa.gov/plain-language/2013CompReport/Letter-AFTER.doc

http://www.ssa.gov/plain-language/2013CompReport/Congressional%20Letter-BEFORE.doc

http://www.ssa.gov/plain-language/2013CompReport/Congressional%20Letter-AFTER.doc





 
 


Appendix B:  Plain Writing “New Document” Samples 
Appendix B includes four notices and a letter from our component.  We used StyleWriter and plain 
writing checklists before releasing the new document. 


Sample Type New Document 


Office of Retirement and Disability Policy 


Subsequent Disability Application (full notice) Disability Application – NEW  


Ticket To Work Initial Progress Review (full 
notice) Ticket to Work – Review – NEW 


Ticket To Work-Second Chance Notice (full notice) Ticket to Work – 2nd Chance – NEW 


Ticket To Work-Progress Failure Notice (full 
notice) Ticket to Work – Progress Notice – NEW 


Office of Operations 


Stakeholder Letter Stake Holder Letter 
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Appendix C:  Plain Writing Links 
Appendix C includes links to webpages and documents that support our compliance with the Act. 


Name Link  


Social Security Administration www.ssa.gov 


Plain Writing http://ssa.gov/plain-language/ 


Plain Writing Compliance Board http://ssa.gov/plain-language/complainceboard.html 


Plain Writing Contacts http://ssa.gov/plain-language/contacts.html 


Plain Writing Feedback http://ssa.gov/plain-language/ 


Plain Writing Act Initial 
Implementation Report http://ssa.gov/plain-language/PlainWritingActImplementationPlan.pdf 


Plain Writing Act Compliance 
Report/July 2011 – December 
2011 


http://ssa.gov/plain-
language/PlainWritingActComplianceReport2011.pdf 


2012 Plain Writing Act 
Compliance Report 


http://ssa.gov/plain-
language/PlainWritingActComplianceReportfor2012.pdf 


2013 Social Security 
Administration Plain Writing Act 
Implementation Plan 


Plain Writing Implementation Plan 
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SOCIAL SECURITY ADMINISTRATION BALTIMORE, MD  21235-0001 


 


 


 


 
SOCIAL SECURITY 


 
May 20, 2014 


Dear: 


 


This letter is in response to your April 2, 2014 inquiry about your online application for 


Social Security retirement benefits. 


 


We are sorry to learn of the difficulties you encountered after your February 2014 visit to 


the Roseville office.  The representative started your application for retirement benefits 


effective February 2014, rather than July 2014.  (The system will not allow a person to 


file a new application when there is a claim pending.)  


 


Based on your May 5, 2014 visit to that office, we will suspend your benefits until age 70 


rather than withdraw your application. 


 


We regret the original misunderstanding and hope you will find future contacts with our 


offices more satisfactory. 


 


Social Security Administration  








SOCIAL SECURITY 


San Francisco Regional Office 
 P.O. Box 4201 


1221 Nevin Avenue 
Richmond, CA 94804 


The Honorable John Smith 
United States Senator 
1313 Mockingbird Lane, Suite 1000 
Winslow, AZ 94521 


Dear Senator Smith: 


Re: John Smythe XXX-XX-6789 


Thank you for your May 5, 2013, letter on behalf of Mary Smythe concerning her 
overpayment for $1,500.00. 


Our records show that her husband John Smythe died on March 31, 2013.  His payment 
for March dated April 3, 2013 was deposited into Mrs. Smythe’s bank account.  
Social Security benefits are not pro-rated. To be entitled to a Social Security benefit 
check for a given month, the person must be alive the entire month. No benefit is 
payable for the month of death. 


We have correctly requested that Mrs. Smythe return the $1,500.00 to the local Social 
Security office.  


We trust that this information will help you respond to Mrs. Smythe.   Please let us know 
if we can be of further assistance. 


Sincerely, 
Jane Smith  


Regional Communications Director 



http://www.socialsecurity.gov/locator/

http://www.socialsecurity.gov/locator/






The Honorable Robert Hurt 
Member, U. S. House of Representatives 
308 Craghead Street, Suite 102-D 
Danville, VA  24541 


Dear Congressman Hurt, 


Thank you for bringing the concerns of your constituent, Mr. Keiser, to the attention of 
the Social Security Administration (SSA).  Mr. Keiser is referring to Social Security’s 
retirement option known as “A special monthly rule” or the “Special rule for the first year 
you retire.” 


The special monthly rule applies in one year, usually the first year of retirement.  The 
special monthly rule is applied when a beneficiary’s total earnings exceed the applicable 
annual earnings test (AET), but he or she has certain months where their wages are 
under the monthly exempt amount or they have no work at all.  When a beneficiary 
earns under the monthly exempt amount or they have no work at all, Social Security 
refers to this as a non-service month (NSM).  Applying the special monthly rule would 
allow a beneficiary to receive a Social Security payment for any non-service months 
even if he or she has already earned over the AET and no payment would otherwise be 
due for those months based on the AET alone. 


Mr. Keiser is concerned that he could not find any information online or in Social 
Security publications about the special monthly rule.  Therefore, we are providing 
information about web pages and publications available on Social Security’s website 
that discusses the special monthly rule. 


Social Security’s Retirement Benefits web page has a link to Social Security’s  
How Work Affects Your Benefits publication for detailed information about how earnings 
affect a retirement benefit.  See the section of this online publication titled “Special Rule 
for the First Year You Retire,” which begins on page 6 and continues on page 7.  This 
section explains how the special monthly rule is applied, with specific information given 
for the current calendar year. 



http://www.socialsecurity.gov/retirement/retirement.htm

http://www.ssa.gov/pubs/EN-05-10069.pdf





The Honorable Robert Hurt 
Member, U. S. House of Representatives 
Page 2 


Social Security’s website also has a “Retirement Planner.” One of the Retirement 
Planner pages explains the “special rule that applies to earnings for one year.”  This 
page explains the special monthly earnings test in detail. 


In addition to the online resources described above, Social Security has a  
Retirement Benefits publication that refers to the special monthly rule on page 13. 


I hope this information is helpful.  Please contact me if any further questions arise. I may 
be reached at 215-597-0669. 


Sincerely, 


Annie Gallagher 
Regional Public Affairs Specialist 
Philadelphia Region 
Social Security Administration 



http://www.ssa.gov/retire2/rule.htm

http://www.ssa.gov/pubs/EN-05-10035.pdf






TICKET TO WORK – TIMELY PROGRESS REVIEW DECISION NOTICE  


Ticket to Work 
 P.O. Box 1433  
Alexandria, VA  22313 
April 1, 2014  


BENEFICIARY NAME 
ADDRESS 
CITY, ST  00000 


We are writing to you about our decision on your first Timely Progress Review under the Ticket to Work 
program.  The information we have does not show that you have made the required progress.  We looked at 
your work and earnings, education, and technical training.  Because you have not made timely progress, Social 
Security will no longer excuse you from medical reviews on your disability case.  They will do your medical 
review when normally scheduled.  If you have questions about the decision, please call us at 1-866-968-7842 
(TTY 1-866-833-2967), or write to us at the address below. 


What You Should Do  


We encourage you to continue working with your Employment Network toward your vocational goals.  Your 
Employment Network can help you increase your progress.  To learn more about the required progress, please 
see the enclosed chart.  Please let us know when you have met the requirements for the first progress review.  
We will tell you what to do to have Social Security excuse you from medical reviews again. 


If You Disagree With This Decision 


If you want Social Security to review this decision, you must send us a written request.  Social Security will 
review your evidence and make another decision.  We will send you a letter with their final decision. 


• You must send the written request to the address below within 30 days from the date of this letter.   
• Please explain why you disagree with our decision.   
• Please include any evidence to show how you met the requirements for this review.  You should send 


proof of your work and earnings, education, or technical training.  Some examples of evidence are 
original pay slips or school transcripts.  We also accept readable copies of these documents, along with a 
signed statement saying that you met the requirements.  


• Social Security will consider you to be making timely progress until it makes a final decision. 


If You Have Questions 


We are here to help you.  If you have any questions about your progress review or the Ticket to Work program, 
please call us at 1-866-968-7842 (TTY 1-866-833-2967).  You also may fax us at 703-893-4020, or write to us 
at this address: 


Ticket to Work 
 P.O. Box 1433  
Alexandria, VA  22313 


For general questions about Social Security benefits, please visit Social Security’s website at 
www.socialsecurity.gov.  You also may call Social Security toll-free at 1-800-772-1213 (TTY 1- 800-325-
0778), or you may write or visit any Social Security office.  They also can give you information about other 
employment supports that help people with disabilities go to work.  If you visit a Social Security office, please 







take this letter with you. 
 
Ticket to Work Program Manager 


Enclosure:  Timely Progress Review Chart 







Timely Progress Review Chart 


You must achieve at least one of the requirements listed in each review period before we find that you 
have made timely progress for that review period. 


First Review 
• 3 months of work at or above trial work level amount; or 
• Complete at least 60% of a full-time course load for an academic year in a 2-year or 4-year college or a 


technical, trade, or vocational training program; or  
• Complete a combination of the above work and education requirements; or  
• Obtain a GED or high school diploma. 


Second Review 
• 6 months of work at or above trial work level amount; or 
• Complete at least 75% of a full-time course load for an academic year in a 2-year or 4-year college or a 


technical, trade, or vocational training program; or 
• Complete a combination of the above work and education requirements. 


Third Review 
• 9 months of work at or above substantial gainful activity amount; or 
• Complete a full-time academic year of study at a 4-year college; or 
• Complete a combination of the above work and education requirements; or 
• Complete a 2-year college program and earn a degree or certificate; or 
• Complete a technical, trade, or vocational training program. 


Fourth Review 
• 9 months of work at or above substantial gainful activity amount; or 
• Complete a full-time academic year of study at a 4-year college; or 
• Complete a combination of the above work and education requirements. 


Fifth Review 
• 6 months of work and have earnings in each of those 6 months that prevent payment of Social Security 


Disability Insurance (SSDI) and Federal Supplemental Security Income (SSI) cash benefits; or 
• Complete a full-time academic year of study at a 4-year college, or complete a 4-year college program and earn 


a degree or certificate; or 
• Complete a combination of the above work and education requirements. 


Sixth Review  
• 6 months of work and have earnings in each of those 6 months that prevent payment of SSDI and Federal SSI 


cash benefits; or 
• Complete a 4-year college program and earn a degree or certificate. 


Seventh Review and Any Additional Reviews 
• 6 months of work and have earnings in each of those 6 months that prevent payment of SSDI and Federal SSI 


cash benefits. 


Note: When we say “combination” in this chart, we mean that you must complete a percentage of the work 
requirements and a percentage of the education requirements for that review period so that if you add the two 
percentages together, they equal 100% or more.  












Why create a my Social Security account? 


If you do not receive benefits, you can access your Social Security Statement to review: 


• Estimates of your retirement, disability, and survivors benefits;
• Your earning record; and


 • The estimated Social Security and Medicare taxes you've paid.


If you receive benefits: 


• Get your benefit verification letter;
 • Change your address and phone number; and


 • Start or change direct deposit of your benefit payment.


Come prepared to create a "username" (8 to 20 letters and/or numbers) and an "8 character password" (at least one capital letter, one 
lowercase letter, at least one number, and at least one symbol) to access your account. 


Visit www.socialsecurity.gov
for all your Social Security needs 



http://www.socialsecurity.gov/
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