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This is the first of a two part series on 
SSA’s eServices Initiative. In this part, we 
look at the progress we have made and 
the challenges we have faced. In our next 
edition of FrontLine, Part Two will cover 
the future of eServices and the impact on 
SSA. 

From ink pens and bookmarks to magnetic 
refrigerator calendars and lip balm, SSA 
has developed a plethora of marketing 
materials to promote our Internet website 
and its available online services. The term 
“eServices” has become ubiquitous within 
the walls and halls of our agency. But how 
far have we come with the eServices 
initiative? What roadblocks do we face on 
the Internet superhighway, as we enter a 
paperless environment and encourage the 
public and third parties to take advantage 
of our online tools?  What will our agency 
look like in 20 years? 
 
Nationwide Internet Usage 
 

According to U.S. Census figures, 99.1 
percent of libraries were connected to the 
Internet – with public access – as of 
Spring 2007. From 1995-2007, the 
Census states that the total percentage of 
adult Internet users swelled from a 
meager 14% to a whopping 70%. Internet 
usage by college graduates increased 
significantly, from 29% to 91%, and even 
those individuals without a high school 
diploma showed an increase in Internet 
usage, from a mere 2% in 1995 to 36% in 
2006. In other words, more than 1 in 3 
people who never graduated from high 
school at least occasionally use the 
Internet or send and receive e-mail. 

National Council of Social Security Management Associations, Inc. 

 

All Aboard the eServices Bandwagon! 
(PART ONE) 

Contributed by Brian Simpson, Atlanta Region 
  

“…eServices is 
more than an 
option…it is an 
imperative!” 
 
Ramona 
Schuenemeyer, 
Regional 
Commissioner, 
Dallas Region 

Internet Usage
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SSA’s eServices Initiative 

One of the six primary government-wide 
initiatives on the President’s 
Management Agenda (PMA) is 
Expanded E-Government. The Internet 
has been increasingly woven into the 
fabric of our SSA culture, and it will 
continue to be integrated into our 
business processes, policies, procedures 
and systems in the future. SSA’s efforts 
to attract more people online – rather 
than into our field offices – is better 
known to SSA employees as the 
eServices Initiative. 
 
What have we accomplished? 
When I asked Michael J. Astrue, 
Commissioner of Social Security, he 
said, “I think the eServices initiative is 
going extremely well. The website 
redesign is almost done, and it will have 
a cleaner, simpler look that will make it 
easier for the first-time user to navigate. 
The first step of the two-step ISBA 
[Internet Social Security Benefit 
Application] redesign is on schedule, and 
the prototype looks terrific.  
  

(Continued on page 2)  
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All Aboard the eServices Bandwagon!  continued 

Instead of a cut-and-paste version of the paper form, the 
prototype is shorter and has the kind of user-friendly 
features [found in] the best financial software. We have a 
few technical issues to sort out – such as improving the 
shift to big print for the visually impaired – but we are well 
on our way to being ready by September 27. The second 
step, which requires a lot of back end systems changes 
and thus will not be ready until early 2010, will help ease 
the workload burden in the field by moving to automated 
adjudication.” Astrue continued, “We have many other 
eService initiatives going on as well. The implementation 
of iAppeals has gone well, and we are looking at the 
possibility of mandating its use for represented claimants, 
so that our claims representatives can spend less time 
inputting data and more time directly helping the public.” 
In an interesting twist, he added, “I also should mention 
that I talked to Bill Gates … about marketing our new 
online applications, and we are going to ask him to 
appear in a public service announcement next fall. It's a 
long shot, so keep your fingers crossed!”  
 
Linda McMahon, Deputy Commissioner for Operations, 
said she has been “extremely impressed with the efforts 
made and the results achieved by Operations employees, 
relative to the eServices Initiative.” But the culture shift 
did not happen overnight. Ernestine Durham, NC Area 
Director, reflected on her days as a claims 
representative, when “you couldn’t even pull up a record 
like we do now. But then computers came along, and 
after the initial fear and learning curve, it paid off in the 
long run … leading to a better product, better resource 
management, improved work processes and an 
enhanced quality of service to the public.” Likewise, 
Ramona Schuenemeyer, Lead Regional Commissioner 
for eServices, said, “I spent the greatest part of my many 
years of federal service in field operations, so my heart 
and my heels are deeply rooted in the value and tradition 
of public service.  That said, I am the first to acknowledge 
that the emphasis on eServices gave me the opportunity 
to rethink some of my traditional views about service 
delivery options.  It was not until I had an opportunity to 
study the impact the Baby Boomer generation will have 
on field operations that I fully grasped this reality: 
eServices is more than an option…it is an imperative.”  

“Today, we find ourselves at another exciting and 
challenging crossroad in this agency – the beginning of 
the 'Silver Tsunami',” Schuenemeyer continued. “It 
officially started January 1, 2008 when the first Baby 
Boomer filed for retirement benefits online.   

 
SSA’s data shows that the public is increasingly choosing 
to go online for services. During fiscal year 2001 – the 
first full year during which Internet applications could be 
filed online – there were 82,854 claims filed on the 
Internet. For FY 2007, there were 390,149 Internet claims 
filed.”  

Internet Applications
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Raleigh, NC District Field Office Manager Bob Flournoy 
agrees. “I was among the last to get on the eServices 
bandwagon. After 34 years with the agency, I still feel 
that community-based offices are the best way to serve 
the public. But with the current budget situation, it’s not a 
realistic way for us to serve everyone. We’re not forcing 
anyone online. It’s just the reality of government services 
today.”   
 
Jo Armstrong, Associate Commissioner for Electronic 
Services, also noted that “today’s premier service 
organizations always include user-friendly electronic 
options.” Jo says she is excited about the “momentum 
building across the country and in central office, 
regarding eServices. Folks are finally coming to 
understand why eServices is such a benefit to the agency 
and those we serve. Increasing numbers of our clients 
prefer online service because it is secure and convenient. 

 
(Continued on page 3) 
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 All Aboard the eServices Bandwagon!  continued 

devastating effects on the field offices. 
Commissioner Astrue, Congress and 
the Office of Management and Budget 
(OMB) are working towards continuous 
availability (redundant equipment that 
we can roll over to if something fails) 
and advanced monitoring systems. They 
are also concerned with the 
development of more sophisticated 
systems for SSA. Most people probably 
don’t know that our queries all run on 
30-year-old databases that we 
developed right here at SSA. The 
people who built them are now retiring, 
and we can’t just hire college kids to run 
the databases because they don’t know 
these systems.” Gray made it very clear 
that SSA has a strong strategy going 
into the future to protect and improve 
our systems. 
 
The challenges extend beyond 
hardware and software issues. We have 
also had to confront employee buy-in. 
Ernestine Durham commented, “SSA 
employees are no different from the 
public, in that we have to embrace 
eServices and become comfortable with 
it, and we have to become comfortable 
with encouraging the public to use our 
Internet website.” Jo Armstrong added, 
“Some managers and employees 
initially viewed Internet claims as a new 
workload for the field. I remind folks that 
none of those claims were created due 
to the Internet channel. Without ISBA, 
every one would have been filed 
anyway, but would have required more 
time to process.” Armstrong continued, 
“But this is one area in which I’ve seen a 
big change in the last year or two.” She 
emphasized the importance of 
management leadership in helping staff 
understand the necessity and benefits of 
a new service model that includes 
multiple options for our clients.  
Armstrong added, “Granted, some areas 
have demographic and environmental 
factors that are more conducive to 
online service. However, if you look at 
the local MI, you can find offices with 
every possible demographic that have 
found ways to increase web usage in 
their service areas.” 

“Last year over 29 million 
inquiries were answered 
online using the 
Frequently Asked 
Questions feature. That’s 
29 million questions 
answered accurately, 
quickly and conveniently, 
without impact on our 
offices or our 800 
number." 

 
Jo Armstrong, Associate 
Commissioner for Electronic 
Services 
 
 
 
 
   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
“We have to educate 
ourselves about the public 
website and show our 
employees: this is how 
eServices can benefit you. 
You have to step back, 
depersonalize it, and look 
at it with an open mind. 
Then, you can see the 
benefits.” 
 
Ernestine Durham, NC Area 
Director 
 
 

http://www.ssaeaa.org/

Perhaps they have difficulty taking time 
off work during office hours or their 
disability makes travel difficult. Online 
service meets their needs and frees up 
our employees to help clients who prefer 
to visit the office or speak with an agent 
on the phone...For the customer, there is 
no busy signal, no gasoline or bus fare, 
no time in traffic, and no waiting in line. 
Under Commissioner Astrue’s direction, 
we have stepped up our efforts to 
enhance and build more eServices to 
better meet the needs of our customers 
and our employees.”  
 
Our Systems employees have also been 
working hard to improve our computer 
applications, databases and 
infrastructure – the physical backbone of 
eServices. Bill Gray, Deputy 
Commissioner for Systems, described 
SSA’s current effort to modernize and 
upgrade our applications portfolio. “We 
are analyzing each of the approximately 
650 applications that we run in our 
agency. By July, we hope to be finished 
looking at the underlying technologies 
they run on to determine whether we 
should retire them, renovate them or 
leave them alone.” 

Challenges Are Pervasive 
 
Although pleased with our 
accomplishments, SSA executives 
admitted that the transition hasn’t been 
simple. Bill Gray explained that “our 
agency has seen a 500% increase in 
network traffic over the past five years … 
yet we’re 21st out of 23 federal agencies 
in terms of the IT money that we get. 
About 50% of what we spend is on new 
development – we’re very efficient – but 
we can’t continue to do that, because our 
infrastructure needs investment to stay 
current.” In fact, our big-picture goal of 
‘going paperless’ has also been tricky. 
Gray said, “We’ve been changing the 
paradigm from paper-based offices to an 
electronic environment where nearly 
everything we have is tied up in our 
computer system – which is great – but 
the problem is that system outages have 

SSA took five of the 
top nine spots in the 
most recent quarterly 
American Consumer 
Satisfaction Index 
Survey report.  In fact,
ISBA and our i1020 
shared the highest 
satisfaction score 
among 100+ 
participating Federal 
Agency services. 
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We’ve had a challenging 
quarter in Social Security. 
Field Office visits are at 
an all time high. The 
predicted onslaught of 
baby boom Retirement 
Claims has begun. While 
we are seeing increases 
in e-service usage our 
employees are challenged 
to complete work that was 
previously easily 
controlled. Disability 
Claims and SSI Claims 
are also maintaining a 
brisk pace, and the 
current state of the 
economy promises more 
of the same in the months 
ahead. We have 
difficulties answering our 
phones and completing 
the SSI Redeterminations 
and post-entitlement 
workloads we all know 
need to be done. With all 
of these challenges, some 
might be tempted to give 
up. 

SSA SPEAK 
 
An ISBA is used 
for iRibs, and 
iDibs.  If you file 
an iDib you also 
need to file an IDR 
and if approved 
you might want to 
file an i1020. 
(For translation see 

page 7) 

President’s Corner by Greg Heineman 

Not NCSSMA! NCSSMA 
has brought the issues 
you clearly described to 
us in recent surveys to 
the attention of agency 
leaders and members of 
Congress. In March, 
Bethany Paradis and I 
met with Commissioner 
Astrue, along with 
several Deputy 
Commissioners to 
describe the challenges 
we face, and offer 
solutions. Later that 
week, our Executive 
Committee met with 
Deputy Commissioner 
for Operations Linda 
McMahon, Deputy 
Commissioner for 
Human Resources Dr. 
Reginald Wells, and their 
staffs to discuss several 
important issues. You 
can read the details 
about these meetings in 
the notes posted to our 

website at 
http://www.ncssma.org/. 
The executives and 
NCSSMA did not agree 
on every topic during 
these meetings, but the 
good news is that we are 
able to work together to 
make Social Security 
better for us, our 
employees and the 
people we serve. 
 
Your Regional 
Presidents and Area 
Representatives are 
doing a wonderful job in 
keeping me informed of 
the issues that NCSSMA 
must address during the 
rest of the year. You 
need to keep letting 
them know what’s going 
on in your office, so that 
we can continue to make 
a difference. 

 
 

woman let out a shriek of 
joy so loud that the 
security guard came up 
out of his chair and the 
4-5 other people in our 
waiting room all jumped. 
That was the first time in 
my 35 years that I ever 
heard a "scream of 
happiness" over a death. 
I found out a little later 
from the sister that it had 
not been a happy 
marriage.  

(Surprise, surprise!) 

Recently I was working at 
the Reception Counter, 
when this woman and her 
sister came into the office 
to inquire about potential 
divorced widow's benefits. 
The woman had just 
turned 60 and after asking 
her a few questions and 
looking up the wage 
earner’s record, I was 
able to determine that she 
was going to be eligible 
for a surviving divorced 
spouse benefit of $850 
per month. Suddenly the 

In 2008 over 50 million 
Americans will receive 
nearly $614 billion in 

Social Security benefits. 

Widow Shrieks With Joy 
by Dale Hilding, Northwest Region 

“With all these 
challenges, some might 
be tempted to give up—

not NCSSMA!” 
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 Profiles Page Featuring Jim Courtney by Jewell Colbert 

Mr. Courtney, can you tell us a little bit about 
yourself? 
I grew up in the state of Delaware. When I tell people that, 
they often say they have never met anyone from 
Delaware, so it’s a fun ice-breaker. I attended college in 
New York City and worked for several years as a journalist
in Delaware and on Maryland’s Eastern Shore. Before 
coming to Social Security, I also had the opportunity to 
serve as the press secretary for U.S. Senator Bill Roth, 
one of Delaware’s two senators in Washington DC. 
Joining Social Security was a way for me to continue 
working in public service.  This is a great agency with a 
wonderful mission to serve the public.  As a 
communicator, positive talking points like “America’s 
family protection plan” were quite appealing to me.   
 
What do you enjoy doing in your life “outside of 
SSA?” 
It’s good for me to get some exercise after a long day at 
the office -- whether that’s a visit to the gym or just a walk 
around my neighborhood.  One of my pastimes of late is 
researching my Irish heritage, including the music and 
history of Ireland.  I also enjoy spending time with my 
family.  I don’t have any children of my own, but it’s fun 
spending time with my nephews, sisters, parents, 
grandmother and the rest of the extended family.   
 
What do you see as the biggest challenges facing 
OCOMM? 
Like a lot of other components, our biggest challenge is 
trying to do as much as we can with limited resources. 
The OCOMM budget has been flat for several years, and 
we have been under the same hiring limitations as most of 
the agency. DCHR conducted a retirement study a few 
years ago, and in it I learned that OCOMM had the most 
senior and the most retirement-eligible employees of any 
component in the agency. So losing talent and not being 
able to replace it has been an ongoing concern for me.  
 
Another challenge facing OCOMM is keeping track, and 
determining the usefulness, of the many new avenues of 
communications, like WIKIs, blogs and podcasts.  It’s a 
noisy marketplace out there, and we’re competing with 
every other government agency, organization, not-for-
profit and corporation to be heard. It takes hard work and 
creativity to get noticed in this environment. In OCOMM, 
we’re forever asking ourselves what else we could be 
doing. 

Do you believe the agency should spend money for 
advertising?  We have important information to share 
but seem to have difficulty getting it out there. 
This is something the agency has looked at in the past and 
will, no doubt, continue to look at in the future.  A 
sustained advertising campaign could be very expensive, 
and that money would have to come from somewhere.  
Ultimately, it’s the Commissioner’s call.  Here’s the really 
good news:  up to this point, the agency has been very 
successful at getting our messages out there without 
paying for advertising.  One big success has been the 
coverage of the nation’s first baby boomer, Kathy Casey-
Kirschling, filing for retirement benefits online. The creative 
hook of that October event netted massive coverage in 
print, radio, television and the Internet.  To this day 
reporters continue to write about her retirement, usually 
linking from their story to our website. Smaller but no less 
important successes occur everyday – like when 
employees get our MIP articles and Q and As into 
traditional and non-traditional media outlets; or, through 
liaison work with third parties, we get important websites to 
link to places on our website like our online calculators and 
our benefit applications. 
 
The agency is very dependent on local managers and 
public affairs specialist to “get the word out” about 
everything from legislative changes or solvency 
issues to promoting eServices.  Meanwhile managers 
have had to restrict outside activities due to shrinking 
staffs and increasing workloads.  How will OCOMM 
accomplish its mission when your grassroots network 
has essentially disappeared? 
You are absolutely right:  we are very dependent on our 
managers and public affairs specialists to get the word out.  
I think most managers understand that investing in public 
affairs work can really pay off for them. Many of our 
managers continue to do the critical public affairs work. 
We see it in the clips we find in newspapers, on the 
Internet and elsewhere.  I saw it firsthand on a recent visit 
to Vero Beach, Florida. Steve Chandler, our DM there, is a 
regular guest on a weekly community affairs TV show. 
Steve’s appearances to deliver the “save a trip” message 
about online and automated services do more than just 
help Steve and his office.  

(Continued on page 6) 
 

Welcome to the second in a series of ongoing interviews designed to enable our 
membership and other interested readers to get acquainted with members of the senior 
executive staff in Central Office.  In this edition we sat down with the Deputy 
Commissioner for Communications, Jim Courtney. 
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Jim Courtney continued 

 The relationship Steve has with that TV 
station helped us get coverage we needed 
for an event the agency did with Kathy, the 
first Boomer. I want to thank all of the 
managers who continue to make public 
affairs work a priority and who have built 
good relationships with their local media and
advocate community. It’s such important 
work that pays dividends in so many ways.  
 
We know we need to publicize 
eServices in order to get more people 
to use it.  What is OCOMM doing to 
promote eServices?  
An easier question to answer might be 
“What aren’t we doing?” but here goes.  
Every product we create and every 
message we craft is designed to drive 
people to our website. Every campaign we 
launch has an Internet component to it. You
have to search very hard to find a poster, 
publication, fact sheet, press release, MIP 
column or agency give-away that doesn’t 
send people to www.socialsecurity.gov.  
We’ve even created a special Intranet porta
where you can find a lot of the materials 
created especially for managers and PASes
to publicize eServices.  If readers haven’t 
been there yet, I encourage you to check 
out the Online Services Market Place at 
http://eis.ba.ssa.gov/parc/osmp/.  Once we 
get people to our website, we’ve created a 
service that keeps them connected to us. 
We call it GovDelivery. It allows visitors to 
sign up for email alerts anytime we make 
updates to our website.  In less than one 
year, more than half a million visitors have 
signed up for it. Next time you’re on our 
website, look for the red envelope icon that 
says “receive updates by email” and check 
it out for yourself. A product that’s not 
exactly new, but that continues to be a 
popular and effective way to market 
eServices, is the Online Retirement 
Planning CD.  For several years, OCOMM 
has produced this CD and distributed it to 
human resources managers and financial 
planners around the country because we 
know these are key third parties in the push
to get people to file online. Honestly, I could
go on and on about the things we’ve done 

 
NCSSMA  

Total Members: 
3482 

 
Learn how you can 
become a member 
too, by visiting our 
Membership page 

at: 
http://www.ncssma.o
rg/membership/mem

bership.htm 
 

 
 
 

Did you know?
 

This year field 
offices have been 

averaging over 
192,216 visitors a 

day! 
 

 
 
 

Out of the 15 field 
offices receiving the 
highest number of 
daily visitors 7 are 
located in Texas. 

 

 
 
 

Four card centers 
are in the top 10 for 

daily visitors.  
 

and continue to do, but instead I’ll mention 
just one more initiative. The news coverage 
surrounding the online retirement of Kathy 
Casey-Kirschling was so mammoth, the 
numbers actually moved. The percentage of
retirement applications received via the 
Internet increased significantly. One way to 
keep the momentum going was to have 
Kathy record a Public Service 
Announcement (PSA) for us. Shot in high-
definition video, it’s a testimonial from Kathy
about how easy the online application is and
how other boomers should apply online too.
We premiered the PSA during a Direct 
Deposit event with Kathy in Florida and 
posted the PSA on YouTube.  While the 
buzz grew virally, we decided to ship copies
of the PSA to 1100 television stations 
around the country.  Nearly a year ago, 
Commissioner Astrue predicted the media 
would be interested in all things baby 
boomer. So far, he continues to be right.      
 
What do you enjoy most about your 
job? 
It’s a great job. I work long hours, but I 
work with very talented, very fun people.  
In fact, the people I work with are without a 
doubt the best thing about my job! 
 
If you had one piece of advice or 
message that you would like all TSC 
and field office management to hear, 
what would it be? 
Space permitting, I have two messages. 
First, when it comes to external 
communications, managers should know 
that they do not have to go it alone. One of 
the best resources available to them is 
their Regional Communications Director 
(RCD).  Our RCDs do a great job and are 
there to help.  So, whenever you have a 
question about a communications issue, 
call your RCD.  The second is just a 
friendly reminder that every Social Security 
employee is an agency spokesperson.  
What’s good about that is that all of us can 
educate people; what we all have to be 
conscious of is choosing our words 
carefully.   
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Legislative Update by Rachel Emmons and Rick Warsinskey 

 

SSA SPEAK Translation 
 
An Internet Social Security 
Benefit Application is used for 
filing internet retirement and 
internet disability claims.  If you 
file an internet disability claim 
you also need to file an internet 
disability report.  If approved 
you might want to file for extra 
help in paying for your 
Medicare Prescription Drug 
Plan on our internet qualifier.    

Although it is still fairly early in the 
Congressional session, NCSSMA 
has been very active in 
Washington.   
 
The President’s FY 2009 budget 
request was transmitted to 
Congress in early February with 
some good news and some bad 
news.  The good news is that the 
request included an increase for 
SSA’s administrative funding.  The 
bad news is that when you really 
crunch the numbers on the 
$10.327 billion recommended for 
SSA’s Limitation on Administrative 
Expenses account the resources 
just won’t stretch to all of the 
workloads and areas that need 
attention.  As a result, NCSSMA 
will have a busy year again 
working with supporters in 
Congress and others to address 
SSA’s budget needs. 
 
Those efforts are well underway. 
Immediate Past President Rick 
Warsinskey presented NCSSMA’s 
testimony related to the disability 
backlogs and the FY 2009 budget 
request to the House Labor, Health 
and Human Services, Education, 
and Related Agencies 
Appropriations Subcommittee in 
late February.  If you have not had 
a chance to review the testimony, 
you may access the document on 
NCSSMA’s website: 
http://www.ncssma.org/Files/testim
ony/Testimony.htm 
 
In addition to NCSSMA’s efforts, 
the SSA Advocacy Group and key 
Congressional supporters have 
been active as well. Advocacy 
Group members have continued to 
make contacts regarding funding 
for SSA. Both the Senate and 
House Budget Committees have 
included language in their FY 2009 
Budget Resolutions that seek to 

provide additional resources for 
SSA.  We are anticipating that the 
House and Senate will conference 
in mid-April and that the Budget 
Resolution will be finalized before 
May.  We’ll then turn our focus to 
the appropriators and continue our 
efforts to make the case to them 
for additional resources for SSA.  
This won’t be an easy task in the 
current budget environment but 
we’ve got a strong case!  As a part 
of these efforts, the NCSSMA 
Executive Committee will be 
making Congressional visits in 
early May. 
 
NCSSMA President Greg 
Heineman has also presented 
information to Capitol Hill this 
session of Congress on the current 
challenges facing field offices and 
teleservice centers.  Congress is 
again considering immigration 
reform legislation – legislation that 
would potentially task SSA with 
additional workloads related to an 
expansion of the “E-Verify” pilot 
system and notification 
responsibilities due to multiple 
uses of individual Social Security 
Numbers.  We are trying to 
educate Congress that SSA is an 
agency under stress and that the 
addition of new or expanded 
workloads, no matter how small 
they may appear to be, may just be 
the “straw that breaks the camel’s 
back.” 
 
On another legislative front, we 
have some great news to share.  
Congressman Jim Moran (D-VA) 
has introduced HR 5573, which 
seeks to provide a lump sum 
payment to FERS employees for 
unused sick leave.  NCSSMA has 
been working on this legislation 
with our partners in the 
Government Managers Coalition. 
We are seeing some progress on 

this important issue. 
Congressman Moran has 
certainly been the champion on 
this issue. Other original 
cosponsors of the legislation are 
Congressman Frank Wolf (R-VA) 
and Congressman Tom Davis 
(R-VA).  It is a good piece of 
legislation with bipartisan 
support. We’ll continue to work to 
gain additional support in the 
House as well as seek the 
introduction of a companion bill 
in the Senate. 
 
Thank you for support of the 
efforts above and for your future 
assistance when we call on you!  
We’ll definitely keep you updated 
on our activities with legislative 
reports, information on the 
NCSSMA website, and home 
email messages.  

http://sprint.com/index.html
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WHEN MY SSA OFFICE WAS SERVED WITH A SEARCH WARRANT  
By Kenneth Tash, Chicago Region 

It was a Thursday in March, 2007. I had been in 
management 27 years, yet it was on this day that I 
learned there's always surprising, new adventures on 
any given day at SSA.  My Technical Expert informed 
me that a Claims Representative (CR) had a police 
officer with a search warrant at his desk. Of course, 
this CR was my newest employee. The officer 
showed signs he was losing patience as he paced 
around and loudly threatening to call for “back up.” 
He yelled that he was going to start “marching 
employees out of here in handcuffs” and he was 
going to seize our computer workstations if he did not 
get the information he wanted. 

warrant.”  About two hours later, I received a phone call 
from his sergeant asking why we had not yet complied 
with the court order. I explained our side of the situation 
pointing out the four problems with the search warrant 
and referred him to the OGC gentleman handling the 
matter. He was still a bit incredulous that we were 
stalling. When the sergeant phoned OGC, he narrowed 
his request to the place of employment of the suspect.  
Just in case, I took lots of phone numbers home with 
me that evening. 
 
The suspect had been indicted for two armed robberies 
and one home invasion, which could get him 20 years 
in jail. He was no longer coming home at night, but his 
wife told the police that he was in the area and he 
reported to his job every day, yet she refused to 
disclose his place of employment. Our policy states, 
“SSA has a longstanding pledge to the public to 
maintain the confidentiality of its records” and that “SSA 
resources should not be diverted for non-program 
purposes.” However, in this instance the request was 
not specific – wanting every item of data on record for 
the individual. There was no mention of his Social 
Security number or other identifying information, except 
his date of birth. The request was not proper according 
to our requirements. To make things worse, the data 
they wanted most was considered Tax Record data 
from the IRS, which our policy stressed, was never 
disclosable. 
 
Ironically, none of this involved my office’s servicing 
area. The police department and the beneficiary on the 
lam were from a neighboring service area. Perhaps 
they might have served the IRS with the search 
warrant, but the IRS no longer has an office in our 
county. The officer claimed they decided to serve the 
warrant on our office because they believed we might 
be the easiest office from which to get this information. 
 
As the weekend was nearing, I was still facing a 
possible arrest while our regional OGC office was 
awaiting word from Central Office.  The Central Office 
folks were trying to confer with IRS to see if they would 
allow us to release this “tax return” information. 
Sunday's local newspaper ran an article with the 
suspect’s photo, asking for anyone with any knowledge 
of his whereabouts to contact the police.  
 

(Continued on page 9) 

The detective threatened to seize actual computer 
workstations and explicitly threatened to arrest me on 
obstruction of justice charges. I quickly pulled up the 
instructions for the release of information to law 
enforcement officers, and highlighted the sections 
showing where his request did not meet our legal 
requirements. I called regional office, and was quickly 
put through to our Office of General Counsel (OGC). 
I thought, "Should I call Federal Protection Services 
and the local police in case he tried to actually seize 
our computers?"  
 
After talking with the OGC counsel, the officer agreed 
to leave the building without his data or any 
employees, while OGC conducted some legal 
research. However, he said, every hour was crucial 
and he intended to carry out his “legal search 

I had the detective (and my guard) come 
into my office. The officer produced a 
search warrant authorizing a search of our 
premises and our record systems.  The 
detective was still a bit bellicose with a 
cowboy-ish manner as he demanded 
prompt and full compliance with his 
warrant.  The search warrant indicated the 
“United States Social Security Office 
records at the Sterling Heights, MI Branch 
location” were to be searched for “all Social 
Security information" on a particular 
beneficiary, as well as all information in our 
computers about this individual.  It stated 
the police were “commanded to make the 
search and seize the above described 
property.” 
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 A TRUE LEADER 
By Jacqueline Botello, Atlanta Region 

to preparing our young generation to become the 
future leaders of this wonderful agency. We embrace 
diversity in our agency; it does not matter where you 
come from or what language you speak--we are ONE 
family.  If I had to start my career with SSA all over 
again, I would do it in a heart beat knowing that we 
have people like Sharon in this Agency. 
 
“The ripple effect never stops with its own ripple.  

Its' reach is beyond predictability.” 
--Anonymous-- 

 
I would like to express to Sharon my sincere gratitude 
for being an exceptional human being and a true 
friend! – Thanks, Sister.   

 
Sharon Childress-Weaver is now a District Manager 

in the New York Region. 

I don't know how a local judge can order seizure of federal data like that under the Supremacy 
Clause rulings or why OGC did not concurrently move to federal court to have the search 
warrant quashed.  
 
While OGC was trying to bend the rules to try to help capture the suspect, I was still the one 
facing threats of computer confiscation and arrest. I followed up with OGC on Monday and 
Wednesday. They told me that the IRS was still not agreeing to budge on their rules, but that 
they were still “actively considering” the matter in D.C.  I never heard back from OGC or the 
local police department. I never noticed another item about the suspect in the newspapers. 
Hopefully there is no arrest warrant for me for “obstruction of justice” gathering dust 
somewhere now that I have passed the one-year anniversary… 

Search Warrant continued 

I met Sharon Childress-Weaver in the fall of 2002 while 
working as a T16 Technical Expert in the Neptune, NJ 
field office. Sharon came to our office as the 
Management Support Specialist (MSS).  I never 
imagined that our new MSS was going to be one of the 
most supportive people in my life.  It only took a few 
months to realize that Sharon was a natural leader. 
She was a people person, very proactive and extremely 
effective. 
 
One day, she approached me and said “You are an 
excellent employee. I am very happy you are a member 
of the Neptune Office staff.”  After several months, 
Sharon definitely earned my trust and I started seeking 
guidance from her.  I remember telling her that I was 
disappointed because of missed promotional 
opportunities and she told me “Girl! Do not worry! I 
know you will get there sooner than you think! And 
when you make it there, do not forget to treat others the 
same way you would like to be treated.”   
 
Since then, she shared with me her knowledge, skills 
and life experience. I am certain her guidance has 
helped me to avoid making poor decisions.  I cannot 
stress the fact enough that it is so important to have the 
proper guidance.  We all should be committed to guide 
employees with potential.  We all have a duty to foster 
a better workplace and make a difference around us. In 
the words of Maryann Sturmfels, “There is no stronger 
reach than to touch the lives of others.” 
 
I would like to recognize Sharon, and every 
management person like Sharon, for your commitment 

 
We welcome your stories, 
comments, editorials or 
suggestions for future 

articles.  
 

Send your feedback to: 
Bethany.Paradis@ssa.gov
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The Teleservice Connection by Barb Perian 

The TSCs are wrapping up 
their Peak Period, our 
busiest time of the year.  In 
fact the first six months of 
this Fiscal Year were very 
busy for the 800 Number.  
Through February 2008 the 
Average Speed of Answer 
was 50 seconds over the 
same period last year. The 
Agency is somewhat 
concerned that we may not 
meet the goal of 330 
seconds this year. Average 
Busy Rate has begun to 
improve and we are on track 
to meet this year’s goal of 
10%. As of February, 
Handle Time, the total time 
it takes an agent to handle a 
call, is 15 seconds higher 
than the same period last 

year. It appears this trend 
has peaked and handle time 
is beginning to come down.  
The Agency greatly reduced 
SPIKE hours this fiscal year.  
This means more time 
processing Payment Center 
workloads.  We all enjoy the 
benefits of less SPIKE 
hours!   
 
There is good news - TSCs 
have hired many TSRs, 
bringing staffing levels 
closer to the FTE floor.  We 
probably won’t see the 
effects of these hires until 
next fiscal year as it takes 
time for training and for a 
new TSR to become 
proficient.   

 

  
 
 The TSCs handled over 

57 million transactions 
last year. 

 

 
Do you know how to let 
TSCs know when they didn’
take the correct action? or 
How to send a compliment 
to a TSC?  
 
The answer is The 
National 800 Number 
Feedback Form found at 
http://sfnet.sf.ssa.gov/rto/8
00feedback2/ 
  
It’s a great tool for 
communicating with TSCs.  
The feedback gives TSRs 
a very good picture of how 
their work directly affects 
the field offices, so keep 
them coming! 
 

The “All Area Systems 
Coordinators Conference 
Call” conducted by the 
Office of Automation 
Support on March 13, 
2008 relayed a lot of 
pertinent information on 
upcoming infrastructure 
changes and automation 
topics. Spring 2008 will 
see the beginning of a two 
stage rollout of Removable 
Media Encryption desktop 
software.  Driven by OMB 
concerns about personally 
identifiable information 
data being transferred or 
stored offsite,  SSA now 

 All Area Systems Coordinators Conference Call 
By Tom Onisk and Carrie Rudd 

 
 
 
“The information on 
Laptop Replacement 

was a surprise to 
many…” 

has a mandate to encrypt 
any file copied from an 
SSA desktop via USB to 
any removable media, 
CD/DVD or flash (jump) 
drives. The first stage 
planned for late April will 
push out software to all 
workstations to allow the 
encryption of flash drives.  
No firm date has been set 
for the second stage which 
will cover the encryption of 
CDs. Training is being 
planned.  
 
Server Replacement for 

the Dell 2500 will occur 
this year followed by the 
Dell 2600. Refreshment 
pilots will begin with six 
field offices in mid July. 
The order of replacement 
is expected to be 
standalone field offices 
followed by regional offices 
and central office. 
Workstation replacement 
will also continue. First 
priority will be the sites 
with Dell 270s, which will 
be replaced by HP 7800s. 
 
(Continued on page 11) 
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In 2009, Dell GX 280 sites will be replaced, but the type 
of replacement is not yet known. The information on 
Laptop Replacement was a surprise to many, as the 
Gateway 450s are beginning to show their age. There 
will be no replacements in 2008, although all laptops wil
be refreshed in 2009 and 2010. The older Gateway 
450s are off warranty but one should still call the Help 
Desk if it fails. If repair is not possible, there are some 
Gateway 460 units that could replace the failed units, if 
a business case can be made for them.  
 
The new program for SSI redeterminations, SSTNG, 
remains in pilot status. SSTNG replaces S&S2000. It 
basically centralizes 1300 local databases into one 
database similar to the manner in which VIP centralized 
AITS.  There were serious performance issues in the 22
pilot offices. It is believed the issues have been 
resolved. The plan is to add field offices incrementally to
ensure stability. The good news is that it is anticipated it
will be ready for 2009 redeterminations.  
 
We have been waiting for voice over internet protocol 
(VOIP) for quite some time and we were advised a 
contract was awarded on 03/05/08. The winner is Nortel
Government Solutions. Based on the installation time 
frames, it will still be at least a year before we see new 
phone systems in any offices that were not pilot sites. 

Systems training will be provided to Site LAN 
Coordinators and the Area Systems Coordinators as the 
current workstation connectivity configuration will 
change.  
 
Vista for SSA, aka VISSA, is the agency’s customized 
version of Microsoft’s new operating system. Before 
installation, SSA must ensure all machines can take this 
image and that all our applications will run on it. Office of
Systems is revising the schedule due to its complexity. 
We expect more extensive piloting in early 2009.  It is a 
good idea to proceed with caution with such an 
extensive change.  
 

Finally we learned about the creation of the Technology 
Innovation Board (TIB).  This board is comprised of 
representatives from each Deputy Commissioner level 
and is chaired by the Office of Systems. Its purpose is 
to explore new technology that is relevant to SSA’s 
business function, to guide life cycle process and 
reduce the Total Cost of Ownership (TCO) of our 
equipment.  More information can be obtained at this 
link: http://ssahost.ba.ssa.gov/tib/. This is but a brief 
summary of some of the many topics covered during 
this conference call, which was both informative and 
well presented. 

All Area Systems Coordinators Conference Call continued 

Around the Regions 

ATLANTA REGION: 
 
The Atlanta Region Management Association (ARMA) 
will have their first meeting of the fiscal year with 
Regional Commissioner Paul Barnes on March 28, 2008
ARMA will also have an internal meeting in Atlanta, 
Georgia on March 26th and 27th.  Among other things, 
committee assignments will be made at this meeting, as 
well as selecting delegates for the 2008 NCSSMA 
Annual Meeting.   
 
ARMA's Regional Annual Meeting is scheduled for 
August 1-2, 2008 at the Embassy Suites in Ft. 
Lauderdale, Florida.  Guest speakers include Paul 
Barnes (Regional Commissioner), Milt Beever 

(Associate Commissioner, OLMER), Rachel Emmons 
(NCSSMA Legislative Consultant), Greg Heineman 
(NCSSMA President), and a special benefits and 
retirement seminar by CHR Director Iris Wallace.  
ARMA is expecting a high member turn out as Meeting 
Chair and Area VP for South Florida, Kathy Lisi, has 
already had to add rooms to ARMA's block for both 
nights.   
 
Also, final plans are being made for the 2009 NCSSMA 
Annual Meeting, which is tentatively planned for the 
week of November 2, 2009 in Tampa, Florida.  Meeting 
Chair and DM in Tampa Downtown, Alina Ortiz, has 
been working hard to secure meeting space and looks 
forward to hosting her colleagues from around the 
nation. 
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KANSAS CITY REGION: 
 
Ken Powell is the new Kansas City Deputy Regional 
Commissioner.  Ken has a field office background and 
has been supportive of our association.  The Kansas City 
Management Association (KCMA) is planning a 
membership meeting appended to a July 22, 23- 2008 
Region 7 Managers Forum.  Speakers for our meeting 
are yet to be finalized but will include our Regional 
Commissioner, Michael Grochowski and our Government 
affairs Consultant, Rachel Emmons.     Currently the 
issue of converting the remaining MSS positions to OS 
positions has not been resolved but we are hopeful of a 
positive outcome. Recent hiring was welcomed although 
we remain understaffed.  With the promise of additional 
staffing and an increased budget for FY09, we remain 
optimistic.   

Plans for the SFRMA annual meeting are moving along. 
This year's meeting is scheduled for November 7th and 
8th at the Sheraton Phoenix Airport Hotel Tempe located 
at 1600 S. 52nd Street in Tempe, AZ. Their website is 
http://www.starwoodhotel.com/sheraton/phoenixairport . 
The hotel is a short distance from downtown Tempe's Mill 
Avenue where visitors can enjoy the night life, and 
shopping at Mills Malls, just to mention a few. We are 
also arranging for free shuttle service to the local Indian 
Casinos for those of you who feel lucky.  More 
information will follow the closer we get to our meeting 
date.  
 
NEW YORK REGION: 
 
The New York Region Management Society held an 
Executive Committee meeting in New York City on April 
1.  Several significant issues confronting management 
were discussed, including hiring/recruitment; PACS; 
Awards; and the VIP staffing allocation debate. On April 
2, the NYRMS Officers had a consultation meeting with 
the New York Regional Commissioner and her staff.  
There was a positive dialogue and interchange with the 
RC on issues and concerns. The RC is planning multi-
area management meetings in August and NYRMS is 
participating in establishing the agenda, which will include 
TAS, VIP and SSA TV. 
 
NYRMS Regional President, Joe Dirago, is pleased to 
announce that NYRMS will continue to sponsor a 
member based scholarship program for 2009 that is 
administered by the Federal Employee Education and 
Assistance (FEEA) Fund.  The memorial scholarship is 
named after past NYRMS President, Stephen DeLisle. 
Over the last two years, four $500 merit based college 
scholarships have been awarded to dependent children 
of a NYRMS member. 
 
PHILADELPHIA REGION: 
 
The PRMA EC is scheduled to meet with the RC and her 
staff at the Philadelphia Regional Office on 4/17/08 and 
the PRMA annual meeting is scheduled for 7/31/08-
8/2/08 in Pittsburgh. We're currently making extra efforts 
to increase our membership among our OS/MSS ranks 
through letters, e mails, phone follow ups and speaking to 
Nuts and Bolts classes. 
 

Around the Regions continued 

Back in the mid 90's 
I remember reading 
something about a 
management theory 
that said managers 
of the future, in order 
to survive, were 
going to have to 
learn how to manage 
chaos.  I wish I 
would have paid 
more attention. 

SAN FRANCISCO REGION: 
 
On February 27, 2008, the EC met with Pete Spencer, 
San Francisco Regional Commissioner.  
We discussed several Agenda items with the RC and his 
staff including budget; staffing and training - hiring 
allocations, summer aides, new volunteer contract and 
how often we will be able to hire; the new disability 
processing time of 107 days and DDS backlogs; 
telephone service; eService - ISBA - email address 
shown on messages sent from SSA, MI data and several 
other related issues; the new Proof of Age and citizenship 
tolerances - requirements for the TSRs; credentialing; 
office hour pilots; PACS/Awards; the field office design 
workgroup being formed by DCO; PII - shredding service 
contract; VOD accessibility from home computers; Rep 
Payee accounting websites and exceptions; and Level 1 
criteria designation changes scheduled for later this year. 
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Darin Park, DM in Twin Falls, ID is the new President of 
NWMA effective May 1. Justin Perez, Unit Supervisor 
at the Auburn Teleservice Center will become the new 
TSC Vice-President.  Gil Venecia, DM in Caldwell, ID, 
will be the new Area 2 Vice-President. 
 
In other Seattle news, the Regional Commissioner (RC)
recently announced plans to close the Portland 
Teleservice Center when the lease expires in January 
2010.  Portland is a relatively small TSC that has gotten 
even smaller (less than 30 employees) in the last 
couple of years.  The RC has made the commitment 
that all TSC employees will retain their job and grade in 
the local commuting area.  He has also indicated that 
there are no plans to close any other facilities in the 
Region at this time. 

http://geico.com/index.ph

DALLAS REGION:  
 
DRMA is looking forward to our 2008 Annual Meeting to 
be held on May 9-10 at the Drury Plaza Hotel on the 
beautiful San Antonio Riverwalk. Speakers will include 
RC Ramona Schuenemeyer, Deputy RC Billye Hill, ARC-
MOS Vita Casavantes-G, Associate Commissioner Milt 
Beever, and NCSSMA President Greg Heineman. Craig 
Rogers from the Office of Training will present his highly 
acclaimed program on Understanding Yourself and 
Others. We are expecting 100-125 managers and 
supervisors to attend. 
 
On January 31, our Executive Committee met with 
Ramona and the MOS staff. We discussed staffing, 
eServices, succession management, PACS, budgetary 
issues, goals and numerics, and a host of programmatic 
issues. The meeting was highly productive and mutually 
beneficial. 
 
Recent area elections brought us three new Area Vice 
Presidents: Deon Wilson (Southeast Texas), Travis 
Dodson (Dallas and North Texas), and Debra Rogers-
Hey (Oklahoma and Northwest Texas). We appreciate 
the valuable contributions of outgoing Area Vice 
Presidents Pat White, Suellyn Allen, and Joe Deschaine. 
DRMA President Lenny Kanick wishes to thank everyone 
at NCSSMA for the support, cards, good wishes and 
encouragement received during his recent illness. 

Around the Regions continued 

CHICAGO REGION:        
 
CSSMA will host an EC meeting 
in Oak Brook, Illinois from March 
31 through April 2.  The agenda 
includes a discussion of our 
annual meeting planned for 
August 22-23 in Lincolnshire, 

Illinois, the publication of CSSMA Today in late April, 
National update from Rick Warsinskey, remarks on the 
NCSSMA meeting in Baltimore and management 
concerns/issues amongst other topics.  
 
A conference call was held with Jim Martin, RC to 
discuss the issue of MSS/OS conversions.  Marcia 
Mosley, DRC and Phyllis Smith, EO also attended the 
call and helped to provide valuable input along with Jim's 
comments.  The Chicago Region is committed to 
supporting management’s need for additional OS 
positions.  Several other issues were discussed.  
 
We are anxiously awaiting any sign of spring. 

NORTHWEST REGION: 
 
The Northwest Management 
Association recently completed 
a series of elections to replace 
officers who vacated their 
positions through 
reassignments or other 
circumstances.

DENVER REGION: 
 
The DRSSMA Executive Committee 
will be meeting with the Denver 
Regional Commissioner and the 
Regional Office Executive staff in May
2008.  The purpose of the meeting is 
to discuss issues that affect Denver 
Region personnel, the public interests 
and the objectives of the Agency.  The
Denver Region is preparing for a 
Manager's Meeting in July 2008.  The 
Denver Region also recently 
announced the new Area Director for 
Area 2, Adam Harrington, formerly the
District Manager in Huron, SD. 
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Around the Regions continued 

NEW ENGLAND REGION: 
 
The NESSMA Executive Council met on March 18th, 
2008 and elected our officers.  These are: 
Paul Gilfillan--President  
Sylviane Haldiman--Vice President  
Donna Gordon--Treasurer 
Lisa Chrabolowski--Secretary. 
 
We also selected our Area Vice Presidents--Dawn 
Mullen for Area I, Marilyn Monderer for Area II and Lor
Lancaster for Area III. During our meeting we worked 
on ideas for increasing our membership. We 
developed proposed bylaw changes to better serve ou
retired members and to encourage more participation 
on the NESSMA Executive Council. Finally, we ironed 
out the details for our annual meeting, which will be 
held in Marlborough, Massachusetts on May 15th, 
2008. 

Editorial: 
Off to a good start (But is it enough ?) 

Contributed by Bob Flournoy, Atlanta Region 

 

Communications Committee 
 

Bethany Paradis 
Sue King 

Jewell Colbert 
Tom Onisk 

Mike Wilson 
John Gildea 

Denise Hachicho 
Leslie McAuley 

Gina Ramer 
Brian Simpson 
Rosali Velasco 
Eric Williamson 

http://www.ltcfeds.com/ncssma/ 

As a field office manager, I have finally come to 
understand that eServices has to be a service delivery 
option for the public.  The federal budget reality is that we 
will never again have the resources to deliver personal 
service in our offices or by telephone in the manner that 
we would prefer. SSA internet services will have to fill the 
service delivery gap. To do so, SSA must continue to 
develop a functional menu of services available on the 
internet. But when it comes to the SSA eServices 
Initiative, more must be done in terms of marketing and 
policy development to make internet usage a viable 
service delivery choice for the public and the agency.  
 
The time is now for SSA to make an aggressive national 
public relations effort pitching eServices. So far, we have 
been relying on local field office staffs to preach the 
eServices gospel to the American public and as a field 
office manager, I am pleased to be involved in getting 
that message out to the public.  But right now, we’re 
educating one person at a time. We can’t just hope that 
people will stumble across our web site and then be 
interested enough to teach themselves to use it.  
 
A coordinated national marketing campaign with sixty-
second spots placed on the right stations and on the right 
days and times could do wonders. Granted, the agency 
has tried to reach a national audience with press 
releases. The National Press Club event in which the 
Commissioner hosted the media to witness the nation’s 
first Baby Boomer, Kathleen Casey-Kirschling, apply for 
retirement benefits online reportedly sparked a sharp 
increase in ISBA claim receipts. I understand that the 
agency plans to send out a video public service 
announcement (PSA) to television stations across the 
United States that promotes filing online and features 
Casey-Kirschling. I think it is commendable and a step in 
the right direction, but I don’t think it is enough 
considering the looming workload headed our way.  
 
It may be time for the agency to consider taking a course 
of action similar to what the U.S. Treasury Department 
and Federal Reserve Banks did when they commissioned 
a high-profile public relations firm, Weber Shandwick, 
(creator of the ‘got milk?’ Campaign®) to promote their 
Go Direct (direct-deposit) initiative. They launched a 
massive bilingual PR effort that, according to a case 

(Continued on page 15) 
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 study performed by the Council of Public Relations Firms, included an “integrated 
‘surround sound’ approach that reaches out to benefit recipients where they live, work 
and socialize through many channels including trusted sources, media, advertising 
and direct mail.” 
 
SSA must also consider some innovative policy changes targeted at maximizing 
involvement by third parties in the claims and appeal process. A financial incentive – 
perhaps a two-tier fee system – may motivate claimant representatives and other third 
parties to use the Internet when doing business with SSA. That is only one example of 
a way that creative policymakers can make internet services more attractive to third 
parties who have assumed an ever increasing role in claimant representation. They 
need to be made to be part of the solution to the challenge of limited SSA resources 
and a workload commitment that is only now beginning to hit our field offices and 
teleservice centers.  The recent policy change to allow use of the numident as proof of 
age in some circumstances is an example of policy that meets the challenge of doing 
business in the 21st century with a minimum of risk.  We need to see more of this 
enlightened leadership.  

NCSSMA Annual Meeting 
Update 

 
The NYRMS Host Committee is 
really busy planning and organizing 
the 2008 NCSSMA Annual Meeting, 
which will be held at West Point, 
New York.  Our event on Sunday, 
October 19 will be a bus trip and tour 
of New York City, including visits to 
the Statue of Liberty, Ellis Island and 
Times Square.  On Monday, October 
20, there will be a tour of the USMA 
at West Point and a lunch cruise on 
the Hudson River. 

For more information about NCSSMA visit our web page at 
www.NCSSMA.org 
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Off to a good start (But is it enough ?) continued 

 
We would like to thank our members for sharing stories and editorials with 
us in this edition. FrontLine is your newsletter. Reading these funny and 
heartfelt contributions is what makes it enjoyable.  When something 
interesting or funny happens in your office (or a neighboring one) please 
share it with us. We welcome editorials, articles, cartoons, ideas and 
suggestions for future editions. Send them to: Bethany.Paradis@ssa.gov.  
 
For those of you who enjoy writing and like a creative challenge, join us as 

a free lance writer! 

FrontLine Editor: Bethany Paradis    Layout: Bethany Paradis and Gina Ramer


