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The Board met with Erik Jones, SSA Assistant Deputy Commissioner for Operations, who presented the
agency’s perspective on the Social Security Administration’s (SSA’s) program service center (PSC)
workloads and resources. As reported by Mr. Jones, the central issue facing PSCs is that based on the current
workloads there is a shortfall of 1,100 work years, i.e., the gap between the amount of work current staff is
able to be performed in a single year and the amount of work that SSA believes needs to be done in that year
is equivalent to the work capacity of 1,100 full-time, year-round staff. Greater automation and more efficient
systems could help close this gap and reduce the amount of work years necessary to catch up. There has been
a growing problem with checks from beneficiaries trying to return overpayments not being logged into the
system and properly processed. A new process to pay these remittances online, instead of by paper check, is
being pursued by SSA, but is not in place yet.
The trend at SSA is towards greater automation and pulling staff from the “front lines” (field offices) and
“centralizing them” (in PSCs). Since workloads are transferred between PSC’s when one PSC experiences
high volume while another experiences low volume, the time it takes to process a similar amount of claims is
about the same across the PSCs. In an effort to provide more centralized oversight of work at PSCs, SSA has
a new dedicated, centralized office of customer service. The Board agreed that productivity measures such as
work years are important for analysts to understand and help improve the processes at SSA. To further
evaluate the existing workloads the Board requested and SSA agreed to provide the current staffing levels at
each PSC, the current productivity measures, and a measure of the total workload.
The Board met via teleconference with representatives of the National Council of Social Security
Management Associations (NCSSMA). The purpose was to hear a ground-level perspective on the issues
facing SSA field offices and specifically the PSCs. Although NCSSMA does not represent PSC staff the
field office and PSC work closely together. The meeting began with a brief discussion of asset limits in the
Supplemental Security Income (SSI) program. NCSSMA has been looking into the issue of SSI asset limits
for years and believes that a change in the asset limit would not have a large effect on the administration of
the program. NCSMMA members indicated that raising the asset limit could aid in beneficiaries’ transitions
from SSI to work, though there is a lack of hard evidence to support this assertion. Furthermore, the existing
PASS program (Plan to Achieve Self-Support) is designed to help people save for stated work-related
objectives without triggering the SSI asset limit, but the program is not commonly used.
NCSSMA also discussed the growing workloads at PSCs. The same issue discussed with Mr. Jones was also
raised with NCSSMA members, who stated that there are tens of thousands of remittance payments that
remain unprocessed in PSCs. There was some disagreement between Mr. Jones and the NCSSMA members
as to how to address the backlogs at the PSCs. SSA Operations prefers increased centralization through the
greater utilization of PSCs, while NCSSMA prefers capitalizing on the efficiencies of SSA field offices by
authorizing more functions to be done in field offices. It was agreed that a promising course of action may be
for NCSSMA and SSA Operations to come together at a meeting, possibly facilitated by the Board, to
resolve discrepancies and identify common solutions.
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