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A New Addition to SSA Reception Areas: SSA TV
       By Patty Maddox, Denver Region 

 
 
“PASs (Public 
Affairs Specialists) 
wear a lot of hats.  
Each time the 
phone rings, it’s an 
adventure.” 
 

Social Security has been focusing on 
two crucial issues in recent years: 
encouraging the public to use online 
services while also maintaining its 
legacy of providing high quality 
customer service in the local offices 
despite increasing visitor numbers.  A 
current project, Social Security TV, is 
making positive strides in regard to both 
of these issues.  Although the Office of 
Communications Planning & Technology 
completed the initial pilot in FY 2008, 
they are still continuing to improve the 
system while also preparing for further 
expansion.  This digital signage project 
is currently in nineteen SSA reception 
areas nationwide, with at least one in 
each region.  Depending on upcoming 
budgets, it may arrive at more offices 
over the next few years.   
  
Each of the participating waiting rooms 
has at least one wall-mounted LCD, high 
definition monitor which displays a 
continuously looping multimedia 
presentation.  The presentation includes 
Central Office approved content that 
educates the public regarding SSA 
policies and online services, as well as 
providing useful traffic and weather 
updates for the local area.  The show is 
frequently updated to incorporate 
feedback received from the Field 
Offices, to keep the information current, 
and to cater to different offices’ service 
area needs.  Currently, it includes 
general information such as reminding 
visitors not to use cell phones in the 
reception area and to keep their Social 
Security cards in a safe place.  It also 
includes slides which explain how to 
access SSA's online services, as well as 

explaining what can be done online for both 
claims and post-entitlement issues.  It even 
includes the Patty Duke video to catch 
visitors' attention and encourage them to 
visit us online.  Some of the slides prepare 
visitors for their turn at the reception counter 
by explaining the document requirements 
for Social Security card applications.  In 
some offices the monitor also shows which 
VIP number is currently being served.  Each 
office can also decide whether to play 
available background music with the slides.  
Finally, in order to accommodate different 
service areas, the programming is currently 
available in English, Spanish, and Russian 
and may eventually be offered in additional 
languages.  
 

(Continued on page 2) 

In developing this system, the designers 
have been careful to minimize its demands 
on local offices.  The show is run from a file 
on a small computer device that is installed 
in the Field Office.  This program file 
receives updates from a server in 
Headquarters via satellite without any effort 
from the Field Office staff.  In order to keep 
this network cost-effective, it uses the 
same satellite system that is already 
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installed in Field Offices for IVT transmissions.  This enables 
the programmers to send immediate updates to stay current 
with policy changes or to provide customized programming to 
particular service areas.  The satellite connection also allows 
headquarters to monitor the functioning of each installed 
system so that they can fix any system problems 
immediately, even before the Field Office may be aware of 
the problem.   
  
Management in most offices has been pleased with their SSA 
TV experiences.  They found the installation process to be 
fairly simple, aside from occasional delays in receiving the 
supplies.  The very few minor system problems that offices 
have experienced have been promptly resolved.  In fact, 
they've found the Office of Communications to be both 
consistently responsive and also eager for feedback.  The 
public has also responded positively.  Although some 
customers have indicated that they would prefer regular TV 
programming, Field Offices have generally heard positive 
feedback from visitors.  The Field Office employees are also 
satisfied with the information that is being broadcast.  They 
appreciate having something to occupy the visitors' time 
while they wait for service.  As a result of SSA TV, some 
offices have noticed slight improvements in visitors' patience 
levels, although it has not significantly changed in other 
service areas.  While it's difficult to measure how much of the 
public's increased usage of our online services is attributable 
to SSA TV, most offices have found that the enumeration 
information provided by SSA TV has better prepared 
customers for SS-5 interviews.  

www.itcfeds.com

SSA TV continued 
successful impact on visitors.  For offices with large or 
unusually shaped reception areas, having more than one 
monitor is important so that customers in different parts of 
the reception area are able to see it.  In fact, managers in 
offices with separate enumeration waiting areas would 
prefer one monitor to display only enumeration information 
and another monitor in the general reception area to 
display the rest of the program.   In addition to carefully 
choosing the monitor location, managers have also found 
that it's important to consider the placement of chairs to 
ensure an optimum viewing situation.   
  
Once everything is properly situated, the managers have 
found this modern display to be a much more professional 
method of sharing information with the public than the 
posters that we've used in the past.  Hopefully, we'll all be 
enjoying the show very soon! 

To further improve the system, the participating Field Offices 
would like to see even more information added to the 
program.  Specifically, they have suggested adding more 
SSI and more local information.  And, what advice would 
these managers give to managers who may receive this 
system in the future?  Location, location, location!  They all 
indicated that placement of the monitor is crucial to having a 

NCSSMA Annual Meeting Resolutions 
 
Each year your regional representatives attend 
NCSSMA’s Annual Meeting for the primary purpose of 
electing new officers and mapping out the direction that 
NCSSMA will take in the upcoming year.  This is done 
when each Regional Association submits resolutions for 
consideration at the Annual Meeting.  The resolution 
describes a problem and recommends a direction for 
NCSSMA to take in addressing that problem.  Attendees 
debate these resolutions at the Annual Meeting and the 
delegates vote to determine which will be pursued in the 
upcoming year.  The resolutions that are passed are 
then assigned to the appropriate NCSSMA Committee 
for action.  The Committees formulate action plans to 
address their resolutions and initiate action to pursue 
them.  They prepare a report on their activity mid way 
through the year to keep members informed about their 
progress.  You can read the Mid-Term Report at 
www.NCSSMA.org.  Click on the 05/27/09 update: 
Action Plans link on the left side of the page under 
“What’s New.” 
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President’s Corner  

This summer, I’ve spent most of my time 
as the acting manager of the Scottsbluff, 
NE Social Security Office.  The office is a 
great example of what can be done by 
dedicated employees who take the 
concept of Community Based Service to 
heart.  The office is small, nine 
employees counting the manager.  
Normal leave usage often left gaps in 
units that were backfilled quickly and with 
virtually no action on my part.  CRs and 
TEs just went up and filled in for absent 
Service Representatives.  The office 
assisted a heavily impacted office in 
another region with its appointments.  
One member of the staff processed 
Internet claims from Scottsbluff and four 
other offices.  Overall, the staff worked 
well with each other and was a joy to be 
around.  My time in Scottsbluff reminded 
me that while every office has 
challenges, employees and management 
working together every day make SSA a 
leader in public service. 
 
Also during the summer, I became quite 
familiar with the trip from Scottsbluff to 
the Denver International Airport to 
represent NCSSMA at a series of 
meetings.  During June, we met with 
DCO leadership, Mariana LaCanfora, 
Deputy Commissioner for the Office of 
Retirement and Disability Policy, Nancy 
Berryhill, who was Acting Deputy 
Commissioner for Human Resources, 
and Dr. Stephen Patrick, Associate 
Commissioner for the Office of Learning.  
Notes from those meetings will be posted 
to our web site soon, as will minutes of 
our internal meeting.  I encourage you to 
read the notes and minutes when posted, 
as they will give you an indication of the 
topics we are bringing to the attention of 
agency leaders. 
 
In July, we were fortunate enough to 
meet with Commissioner Astrue.  During 
that same trip, Rick Warsinskey, Fred 
Bourjaily, Joe Dirago, our Washington 

Summer of NCSSMA 
Greg Heineman, NCSSMA President 

Representative Rachel Emmons and I 
visited senior staff of several House and 
Senate Committees to bring them up to 
date on the needs of SSA now and into 
the future.  We have been pleased to 
date that House and Senate Budget and 
Appropriations Committees have agreed 
with the Administration’s request for 
$11.4 billion for SSA’s administrative 
expenses in FY 2010, an increase of 
nearly $1 billion from FY 2009.  We will 
continue to work to support SSA’s FY 
2010 appropriation, and continue to 
make the case for additional resources 
as our challenges increase in the years 
ahead. 
 
On the employee benefit front, NCSSMA 
continues to support legislation to 
provide a retirement benefit for FERS 
employees retaining their sick leave.  To 
NCSSMA, this is a productivity issue. We 
have had success advancing the 
legislation in the House of 
Representatives, and we continue to look 
for supporters for this provision in the 
Senate.  We believe the increased 
productivity that will be noted in this 
provision will quickly outstrip the cost of 
the benefit. NCSSMA will keep you 
informed on the progress of this 
important legislation. 
 
Overall, I enjoyed my summer in the high 
plains, while continuing the good work of 
NCSSMA to support Community Based 
Service throughout the United States. 

“…while every office 
has challenges, 
employees and 

management working 
together every day 

make SSA a leader in 
public service.” 

 
 
 
 
 
 

“We will continue to 
work to support SSA’s 
FY 2010 appropriation, 
and continue to make 
the case for additional 

resources as our 
challenges increase in 

the years ahead.” 
 

http://geico.com/index.ph
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What’s New with Online Services?                       
By Eric Williamson, Boston Region 

Social Security’s online services will be 
undergoing a variety of changes, 
modifications, and enhancements.  The 
online services workgroup has been 
working diligently to make 
improvements on existing applications 
and will be introducing new 
applications and capabilities in the near 
future.  Although we were unable to get 
as much detail as we would have liked 
on the upcoming enhancements before 
going to print in this edition, we did 
discover enough to whet your appetite.   
 
For starters, the streamlined i3368 is 
scheduled for release in December 
2009.  This release will provide an 
improved i3368 with many of the 
enhancements included in iClaim.  
However, the integration of the i3368 
and iClaim is planned for a later 
release. One of the changes being 
debated is whether to continue 
collecting the claimant’s email address 
on the i3368.  This has been a major 
concern because some offices rely on 
using the claimants’ email address to 
contact the claimant.  They send 
additional links for uncompleted 
portions of the claim such as the iClaim 
when only the i3368 was submitted (or 
vice versa.)  Offices also use the email 
address to confirm receipt of the 
application.  Kenneth S. Hale from the 
DCO Internet Coordinators Workgroup 
was able to explain the reasoning 
behind this debate.  He stated, “At this 
point it seems like the reasoning 
behind the email address being 
removed stems from the agency 
restrictions on sending free-form 
emails instead of pre-approved agency 
language.  I don’t think the issue is 
completely dead and I expect we’ll 
hear more about it in the coming 
months.”  Kenneth was correct 
because just before this story went to 
print it was decided that we will 
continue to collect the email address 
on the i3368. 

In other Internet-related 
developments, a risk assessment 
was done to determine the feasibility 
of authorized users utilizing the 
Internet Representative Payee 
Accounting system (iRPA) without 
requiring them to complete the 
Integrated Registration Services 
(IRES) registration.  IRES requires 
the user (or payee) to input 
personally identifiable information 
and requires a user ID and password 
for registration and authentication 
purposes.  Although removing the 
IRES requirement may make it 
easier for payees to use iRPA 
(thereby increasing the number of 
users) there are causes for concern 
regarding disclosure and 
authentication for the payee.  To 
resolve this issue, the workgroup is 
considering using a BIC code as the 
User ID and giving the users the 
option of creating a password.  The 
AC e-Authentication Steering 
Committee will review this and 
determine whether or not iRPA can 
be used by payees without having to 
register via IRES.  Since the last 
Online Services Committee 
conference call, iRPA surpassed the 
100,000 mark.  Since implementation 
on 11/8/08, we have received 
123,286 payee forms online.  We 
have over 133,952 registered users 
and customer support required for 
the registration process remains low 
at 1.8% when compared to the 
number of registered users.  The 
overall time to complete an iRPA 
form is 4.4 minutes.  Individual 
Payees (Form 623) submitted 32% 
of the forms, Organizational Payees 
(Form 6234) submitted 17% and 
Payees for Minor Children (Form 
6230) submitted 52%.  There is a 
proposal in the FY 2010 planning 
process that will provide local 
management iRPA Management 
Information (MI) data detailing 

information down to the zip code 
level for iRPA claims.     

 
There is also a proposal in the FY 
2010 planning process that provides 
local MI down to the zip code level 
for change of address, direct deposit, 
and Medicare replacement card 
activity.  The agency is still in the 
planning phase for implementing 
Medicare only functionality in iClaim.  
The release date will be determined 
at the end of the planning process. 
   
Finally, there have been some 
suggestions to revise the language in 
telephone directories to emphasize 
the availability of online services in 
the white page listings; however, 
there aren’t any efforts underway to 
do this at this time.  As you can 
clearly see, the agency has been 
busy working on several 
enhancements, innovations, and 
creative ways to expand the usage of 
online services for the public and for 
SSA employees.  We’ll keep you 
posted as we learn more in future 
editions. 

              

 
 

We welcome your letters, 
stories, comments, editorials or 
suggestions for future articles. 

 
Send your feedback to: 

Bethany.Paradis@ssa.gov 
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Welcome to our series of ongoing conversations designed 
to enable our membership to get acquainted with 
members of the executive staff in Central Office.  In this 
edition we talked to the recently-appointed Acting Deputy 
Commissioner for the Office of Legislative and Regulatory 
Affairs.   
 
Could you give us a brief overview of what the Office 
of Legislative and Regulatory Affairs (OLRA) does? 
OLRA serves as the focal point for all legislative and 
regulatory activity in SSA.  In the legislative arena, OLRA 
has primary responsibility for maintaining relationships 
and the flow of information between the Agency and 
Members of Congress and congressional staff.  In 
addition, we develop Agency legislation and advise SSA 
officials on legislation pending in Congress and on 
legislative activity of interest to SSA.  Most important, we 
make formal and informal on-going contacts with all 
Members of Congress and their staffs to discuss issues 
concerning the OASDI and SSI programs and SSA’s 
administrative responsibilities and capabilities.  
 
OLRA also develops the Agency’s regulations, Social 
Security Rulings, and Federal Register Notices.  We draft 
regulations and steer the documents through the 
clearance process in SSA, the Office of Management and 
Budget (OMB), and the Office of the Federal Register.  
Additionally, we are responsible for developing and 
submitting the annual Regulatory Plan and semi-annual 
Unified Agenda of Federal Regulations to OMB. 
 
What is the biggest challenge that OLRA faces? 
A year and a half ago, I would have said that the biggest 
challenge OLRA faces was to convince Congress to stop 
its 15-year trend of underfunding SSA.  We were 
successful in obtaining funding for SSA above the 
President's budget request for FY 2008 and 2009. This 
was accomplished with support from SSA’s employees 
and other advocates for our programs.    
 
A major challenge now is to educate Members of 
Congress about our need for adequate and sustained 
funding so that the Agency is able to maintain the 
momentum we have achieved in addressing the hearings 
backlog and facing increasing disability and retirement 
claims.  
 
A second major challenge is to ensure that SSA is not 
burdened with new, unfunded workloads.  As some 

people say, "no good deed goes unpunished," and 
SSA's success in implementing new programs has 
encouraged some Members of Congress to propose that 
we take on even more work not related to our core 
mission.  We were able to get funding for the 
responsibilities given us in connection with the Economic 
Recovery Payments and SCHIP, and we have to make 
sure that during the current debates on health care and 
immigration reform that we would have sustained and 
adequate funding for any additional work that we may be 
asked to take on.  
 
What is the process for proposing new legislation? 
Legislative proposals come from all over the Agency.  
Some come directly into OLRA's Office of Legislative 
Development and others come in through the Legis 
Team, which we co-chair with ORDP (Office of 
Retirement and  Disability Policy.)  The Legis Team 
analyzes, obtains cost estimates, and ranks the 
proposals.  Once the Commissioner approves proposals, 
OLRA drafts amendment language.  We send the 
package of legislation to OMB for review by other 
Federal agencies.  OMB then "passes back" the 
proposals that are approved by the Administration.  The 
Commissioner then sends the package of proposals to 
Congress.  Copies of recent submissions to Congress 
may be found at the OLRA website 
http://www.socialsecurity.gov/legislation/index.html#legis
lation, under "Legislative Proposals to Congress." 
 
I want to mention that we very much value the legislative 
proposals we get from the field through DCO.  Field 
Office employees are often in the best position to identify
ideas for program simplification and process 
improvements, two areas that we are focusing on again 
for the FY 2011 legislative agenda. 
 
How long does it normally take to get legislation 
passed?   
It generally takes at least several years from the time the
Commissioner sends a proposal to Congress before it 
becomes law.  Historically, Congress has considered 
significant OASDI and SSI legislation only every 3-5 
years.  For example, in the past 15 years, Congress 
enacted significant program related legislation in 1994, 
1996, 1999, and 2004.  This would suggest that we are 
due for SSA legislation this year or next, but that 
depends wholly on the priorities of Congress, and the 
time constraints of the Congressional calendar.  I would 

Profiles Page Featuring Angela Arnett
By Bethany Paradis, Boston Region 

 

(Continued on page 6) 
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Angela Arnett continued 

be remiss if I did not mention that SSA is blessed in 
having congressional staff on our authorizing 
committees--the House Ways and Means and Senate 
Finance Committees---who are tireless advocates for 
SSA’s programs and legislative proposals.  
 
It might appear from this discussion that any legislative 
proposal has little chance of survival on its journey to 
becoming law.  While the deliberative legislative process 
may be slow, with patience, enactment is possible.  For 
example, on July 1, 1999, the Office of Disability and 
Income Security Programs (now ORDP) submitted a 
proposal to revise the prohibition on paying benefits to 
workers removed from the United States by expanding the 
prohibition to include individuals removed for smuggling 
other persons into the United States.  The proposal was 
submitted to OMB and, after approval, was submitted to 
Congress on September 12, 2000.  Almost 2 years later, 
the proposal was introduced in the House of 
Representatives on March 20, 2002, as part of H.R. 4070.  
The bill passed the House and Senate in differing versions 
and the differences were not reconciled before the 107th 
Congress adjourned.  Subsequently, the provision was 
included in H.R. 743, introduced on March 12, 2003, which 
was passed by the House and Senate and enacted on 
March 2, 2004 as the “Social Security Protection Act of 
2004.”  Thus, the enactment of this relatively small yet 
important proposal took nearly 5 years. 
 
Could you share some of the legislative changes that 
SSA has proposed recently and tell us where we are 
in the process?  How likely is it that these changes 
will be passed and how long do you think it will take? 
We recently sent a package of proposals to OMB for 
approval.  I would reiterate that SSA does not officially 
have any legislative proposals until OMB approves them.  
Following are the most significant proposals in that 
package.  
 

 Simplify computation of the workers' compensation 
DI offset 

 Eliminate the SSI dedicated account 
 Clarify the policy relating to nonpayment of fugitive 

felon/parole violators 
 Allow State DDS reconsideration of disability 

cessations made by the Commissioner 
 Eliminate annual payee accountings for parents 

and spouses 
 Provide protective filing for wounded warriors 
 Prohibit retroactive payments to individuals in 

prison 

I would foresee that the earliest that any of these proposals 
would be enacted would be in the next calendar year.  
Obviously, as described in the response to the question 
above, it could take longer.  
 
With regard to the likelihood of their being enacted, I would 
point out that part of our analysis of sending proposals to 
Congress is that they are politically viable and have a high 
likelihood of enactment.  In fact, over the past 15 years, 
since we became an independent agency, nearly 75 percent 
of the proposals sent to Congress by SSA have become law. 
That is a very good track record for an agency. 

Letter to the Editor 
Dear FrontLine, 
 
I just returned from a FEEA Board meeting, so FEEA is 
really on my mind right now.  During the meeting, I reviewed 
a report of emergency assistance that has been given to 
many of our co-workers.  One thing that I could not fail to 
notice is that the huge majority of folks that received help 
from FEEA in the form of emergency grants or no interest 
loans were lower graded employees.  It reminded me of the 
early years in my career when we were living from pay check 
to pay check and just hoping that no disaster occurred to 
prevent our meeting our monthly bills.  I also was reminded 
of situations in which my employees were worried about not 
being able to meet their financial obligations and the effect it 
had on their ability to do the job.   
 
So, I just wanted to remind you, in this time where we have 
so many new employees who might find themselves in that 
type situation, to share FEEA information with them.  The 
internet address is www.feea.org.  At the top of the page is 
a link called "Get help now."  Federal employees needing 
emergency assistance can click on that link and get 
information about both loans and grants.  It is a tool for you 
to ensure that your employees are as little impacted as 
possible by emergency disasters and that people who need 
assistance receive that assistance to get them through the 
rough patches. 
 
While you or one of your employees is on the home page, 
please also look at the "volunteer now" link.  FEEA has only 
8 paid employees and the remainder of the work is done by 
volunteers.  If you want to assist, please take this 
opportunity to volunteer your services where you think most 
appropriate. 
 
Thank you for sharing FEEA information with all of your 
employees, but especially your newer employees. 
 
Lynn King, Dallas Region 
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A Day in the Life of a Public Affairs Specialist
By Brian Simpson, Atlanta Region 

it a local radio, TV or newspaper 
reporter inquiring about a complaint that 
someone called her about?  Is it a social 
worker or representative from a 
nonprofit agency or advocacy group?  
Or perhaps it is a disability attorney, a 
human resources representative from a 
Fortune 500 company or the local 
Congressional office calling on behalf of 
a constituent. All five PASs in North 
Carolina are also Wage Reporting 
Liaisons (WRLs), so we also field 
inquiries from businesses and payroll 
professionals who have questions about 
our Business Services Online (BSO) 
and Social Security Number Verification 
Service (SSNVS), as well as other wage 
reporting issues. 
 
One interesting thing about PASs is that 
we don’t all fall under the same part of 
SSA’s organizational structure.  Some 
PASs are stationed in Field Offices and 
may be called upon to take claims or 
process other workloads as needed to 
assist the office.  Others work in Area 
Director Offices and are never involved 
in processing Field Office workloads.  
Some make periodic visits to the 
remaining rural SSA Contact Stations, 
while others work in Interactive Video 
Teleconferencing (IVT) studios and 
create videos, etc.  I even met a 
photographer for SSA’s in-house 
magazine, OASIS, and he told me that 
his official title is Public Affairs 
Specialist!  You could say that a PAS is 
like a fingerprint … no two are the same.

Just like a public relations professional 
who works in the PR department of a 
private company or for a PR firm, an 
SSA Public Affairs Specialist is an 
image shaper.  We are concerned with 
expanding public awareness of our 
brand (yes, SSA does have its own 
brand … just think about how many 
items – from ink pens and nail files to 
luggage tags and bottle openers – we 
emblazon with our “eagle over USA” 

“Being a Public Affairs Specialist 
(PAS) for the Social Security 
Administration (SSA) is about as close 
as you can get to feeling like you are 
self-employed while you’re working for 
the Federal government.” (Sounds 
great, doesn’t it?)  Those words, 
spoken by my predecessor, rang 
through my mind more than a few 
times while I was working as a Title II 
Claims Representative.  
 
OK, so maybe it’s not exactly like 
being self-employed, but I can 
definitely see certain areas where 
she saw a parallel. 
 
PASs (like me) more or less schedule 
our own events (except when we 
receive speaker requests through the 
public SocialSecurity.gov website), so 
we are able to adjust our own 
calendars and enjoy a lot more 
flexibility than Claims Representatives 
and Service Representatives, who are 
subject to their particular offices’ 
appointment calendars and various 
workload demands.  We frequently get 
out of the office to present speeches 
and exhibit booths, attend meetings 
and perform various other public 
relations functions on behalf of SSA.  
It’s nice to be able to do some local 
travel rather than sitting in a cubicle all 
day, every day.  It keeps things fresh 
and prevents burnout and boredom.  
Since we don’t typically have to stress 
out about processing goals, we are 
able to focus more on the agency’s 
mission and the Commissioner’s 
priority initiatives and brainstorm 
creative ways to educate the public 
about SSA’s goals, projects, efforts, 
and limitations. 
 
PASs wear a lot of hats.  Each time 
the phone rings, it’s an adventure.  
Who is at the other end of the call?  Is 

logo and the SocialSecurity.gov 
website), and we are concerned with 
protecting that brand image.  We 
generate publicity for SSA by working 
with the media and various third parties 
in an effort to enhance the agency’s 
reputation and restore public confidence 
in our programs.  We explain SSA 
policies both externally and internally.  
We are the official spokespersons for 
the agency, so we often appear on TV 
and radio shows and get quoted in local 
newspaper articles.  We also achieve 
placement of press releases and 
supplements in newspapers, magazines 
and Internet-based media.  Since we 
represent the agency when we are out 
in public, we are required to keep our 
respective Regional Public Affairs 
offices and the Press Office up to date 
with what’s going on in our PAS 
jurisdictions by submitting electronic 
reports.  When SSA takes on a new 
initiative, it is the PAS who takes the 
local lead in trying to get the word out 
and shape public opinion in a positive 
manner whenever possible.  A PAS 
must be a terrific communicator in print, 
in person and on the phone.  We nurture 
and maintain contacts with journalists. 
We frequently write speeches on 
retirement, disability, identity theft and 
related SSA programs and issues, while 
setting up speaking engagements to 
deliver those speeches.  A good PAS 
also stays informed of current events 
and anticipates media stories that 
involve SSA and are likely to draw 
attention from the public (because these 
are the very issues people will likely 
raise when they visit our exhibit booths 
and attend our speeches). 
 
As Daniel J. Boorstin put it, “some are 
born great, some achieve greatness, 
and some hire public relations officers.”  
And as Brendan Behan said, “there’s 
no such thing as bad publicity except 
your own obituary.”  I truly enjoy the 
PAS position and the unique 
opportunities it provides. 
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Questions and Answers about Hiring.

By Bethany Paradis, Boston Region 

We contacted Nancy Berryhill, Acting Assistant Deputy 
Commissioner for Human Resources to get some answers to 
questions we had about hiring.  She provided the following 
answers which we hope you will find helpful. 
 
Many of the qualification questions in IVOL are in the 
process of being re-worded to be more specific, asking if 
the applicant has 1 year of specialized experience in 
different areas that apply to the vacancy.  If this is the 
trend, how will the elimination of the 'Time In Grade' 
requirement affect SSA employees putting in for 
promotions?   
The Qualification Standards issued by the Office of Personnel 
Management (OPM) require applicants to possess either a 
year of specialized experience or an equivalent amount of 
education in order to qualify for promotion to most positions.  
We describe the required specialized experience in 
announcements, so that applicants can better understand 
which positions they qualify for.  Since OPM requires that 
applicants possess a certain amount of experience or 
education in order to qualify for a position, the impact of 
eliminating the time in grade requirement will be relatively 
minor.  Time in grade was originally implemented as a 
budgetary restriction and was not intended to measure 
qualifications.  When time in grade is eliminated, employees 
will still be required to meet minimum qualifications 
requirements to be eligible to compete for merit promotion 
announcements or to be considered for career ladder 
promotions.  Unless an employee has outside experience or 
education relevant to his/her occupation, he/she will need to 
spend at least one year at each grade level to acquire the 
necessary minimum qualifications for promotion.  OPM has 
postponed the date for eliminating the time in grade 
requirement to August 16, 2009.  SSA will be advising 
managers and employees about the changes closer to the 
implementation date. 
Do you recommend that managers review the online 
application in addition to the applicant's resume?  
When it is time to make selections, managers should utilize 
all available information to determine which candidates merit 
selection.  Like SSA-45s and reference checks, the 
information in the occupational questionnaire can be a useful 
tool for managers when they are making decisions   Final 
selection decisions are based on the selecting official’s 
personal judgment as to which of the candidates have the 
greatest potential for successful performance of the duties 
and responsibilities of the position being filled.  Selecting 
officials should consider the candidates’ overall qualifications, 
including work history; work experience; accomplishments 

(both paid and unpaid); training; education; and any awards, 
honors or professional recognition received.  Information 
from all available sources, including questionnaires and 
written applications, interviews and reference checks, 
should be considered in making selection decisions.  
Do you have any quick tips on interviewing?   
The most important part of interviewing is to ensure that you 
use job-related questions.  All of your questions should be 
directed to the knowledge, skills, and abilities (KSAs) or 
competencies required for the position.  Questions pertaining 
to a candidate’s race, age, gender, religion, or disability 
should be avoided.  The best practice for interviewing is to 
use a structured interview format so that all candidates are 
asked the same questions and responses can be easily 
compared.  Preparing a rating scale for responses in 
advance is especially helpful, so that you can separate 
candidates' responses into different categories, such as 
highly proficient, proficient, and not proficient.  Your HR 
center can assist you with developing KSA-related questions 
and rating scales to help you objectively evaluate responses. 
When interviewing, another important step is to give 
candidates an accurate description of the job and work 
environment.  The duties we describe in our vacancy 
announcements and recruitment flyers are the strongest 
screening element we use because they determine who 
chooses to apply for vacant positions.  A realistic job-preview 
during the interview process is another strong tool for helping 
candidates determine for themselves whether they are really 
interested in the position and can see themselves doing the 
work.  With a good description of the job, candidates who are 
unsure about taking on the duties of the position sometimes 
choose to decline further consideration, saving themselves 
and managers time and effort.  Candidates often regard 
preemployment interviews as promises concerning what they 
can expect from their position and organization, so a realistic 
description is best.  It helps not only to screen candidates, 
but also to set expectations for individuals who are hired.     
Could you provide some pointers on how to properly 
document the Meet-and-Deal Ability sheets for 
candidates who pass or fail the interview? 
 
During the Meet and Deal interview, candidates are 
supposed to be evaluated on three competencies 
necessary for serving SSA’s claimants and beneficiaries: 
Oral Communication, Interpersonal Skills, and Motivation.  
SSA’s Personnel Policy Manual contains guidance on 
completing the interview process in chapter S332_1, 
Application of Meet-And-Deal Ability Requirement.   

(Continued on page 9) 
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When documenting the rating sheets, interviewers should be careful to describe the candidate's behavior as it relates to 
each competency.  It’s helpful to either quote the applicant (John Doe said "I don't like serving the public.") or to present a 
direct summary of the applicant's comments (John Doe indicated he doesn't like serving the public.).  Actions or 
statements by the candidate tend to be stronger evidence for negative determinations than interviewers' perceptions of 
the candidate (John Doe seemed like someone who would be averse to serving the public.)   The overall evaluation must 
be made by considering the ratings on the individual competencies and possession of meet-and-deal ability as a whole.  
It’s therefore important to describe the candidate’s overall performance during the interview, especially in cases when a 
candidate successfully demonstrates one competency, but fails another.  The composite rating form serves as a summary 
of the interview panel members’ individual ratings and does not require narrative comments.  A candidate will be rated 
"acceptable" by the panel only if a majority of interviewers agree.  Otherwise, an applicant will be rated "not acceptable."  
In the event it is necessary to use a two-person panel (to be avoided whenever possible), a candidate should be rated 
only by a unanimous decision.  If a "split decision" should arise, it is suggested that a second interview be held using 
different panel members.  Panel members should be objective when documenting the interviews and remember that 
adverse interview ratings may be subject to review by the Office of Personnel Management or a third party.  

Hiring continued 

                    SSA Launches A Targeted Recruitment Initiative 
    “SSA AccessAbility:  Recruiting Individuals with Disabilities” 

           By Kristen Medley-Proctor, Ph.D., Executive Project Director 

Editor’s note: While hiring for most Field Offices has slowed down substantially during this last part of FY 2009, increased 
emphasis is being placed on hiring persons with disabilities.  We thought this article would be timely for the Field Offices and 
TSCs that are currently in the hiring process. 
 
SSA is committed to having a workforce that reflects the public we serve.  Employing a diverse workforce, including 
individuals with disabilities, provides us with insight into how to better serve our customers and, at SSA, we are committed to 
excellence in meeting our customer service goals.  An inter-component workgroup has been established to develop a broad 
recruitment and hiring strategy for all people with disabilities, with a special emphasis on individuals with severe disabilities, 
Ticket to Work ticket holders, disabled veterans, and students with disabilities. 
 
The initiative has both short and long-term objectives.  In the short-term, we are focused on recruiting and hiring people with 
disabilities as part of SSA’s overall FY 2009 hiring surge.   However, in the long-term, the initiative will also help us 
institutionalize our process into SSA’s existing recruitment programs.  
 
The workgroup has conducted broad-scale outreach to the disability community through e-mail communication and 
teleconferences with disability service organizations as well as Ticket to Work recruitment fairs around the country.  Updated 
information for applicants with disabilities is now available in the “Opportunities for People with Disabilities” section on SSA’s 
recruitment website at www.ssa.gov/careers.   Additionally, a full package of information to assist disability service 
organizations in their efforts to help individuals with disabilities apply for positions can be viewed at 
http://www.cessi.net/ttw/SSAHires/index.html.  This external package describes our hiring authorities/special programs, 
qualifications for our positions, success stories, and frequently asked questions. 
 
To assist our SSA managers in their efforts to meet the overall goals of the initiative, the workgroup has released the 
following resources:   
• An internal hiring manager’s guide to support SSA managers in the nuts and bolts of recruiting individuals with 
disabilities, including information about Schedule A and reasonable accommodations; 
• A new recruitment flyer branded with the new slogan, “SSA AccessAbility:  Recruiting Individuals with Disabilities;”  
• A national database to house and retrieve Selective Placement (Schedule A) applications from applicants with 
disabilities; and 

(Continued on page 10) 
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• An updated “managers” section on the EWD (Employees with Disabilities) 
Resource Gateway, located at http://co.ba.ssa.gov/ocreo/ewdcds.  The Gateway can 
also be accessed via links on all DCO regional websites and the Office of Personnel’s 
Manager Lifeline page.   
 

As we join together to grow our workforce – crossing the bridge from barrier to possibility 
remember how EASY it is.  Be the change you want to see in the world.  Personify our 
recruitment slogan ‘Make a difference in people’s lives and your own’ by not only serving 
our customers but also sharing in our commitment to workforce diversity.   

 
For additional information concerning the SSA AccessAbility initiative, feel free to contact 
us at ^SSA AccessAbility or SSA.AccessAbility@ssa.gov. 

Transportation Security Administration.  CW then made a 
subsequent update to the GetThere system on June 1, 
which apparently caused the failure of the name stored in 
the secure flight data field to populate into a traveler's 
PNR.  I am happy to say that CW has now resolved this 
problem.  So, a traveler’s name, as entered into the secure 
data field, will be correctly populated to their travel itinerary 
for reservations made after June 12 (the date CW 
corrected this problem). 
 
If my government credential doesn't match my driver's 
license, what should I do?  Can E2 Solutions be changed 
to reflect the secure flight information on our travel 
itineraries, since that is the name that is shown on our 
boarding pass? 
 
For travel purposes, the bottom line is, the name on the 
identification used to show airport security (e.g., your 
passport, driver’s license, SSA badge, or State ID card) 
must match the name entered in the secure flight fields, 
since this will be the name displayed on the travel itinerary. 
For example, if a traveler prefers to use their driver’s 
license as identification to show airport security and their 
name is shown as “Bill” on the license, they must be sure 
to enter “Bill” in the secure flight data field, because that is 
the name that will appear on the travel itinerary.  Likewise, 
if an employee uses their SSA badge (HSPD-12 
credential) as identification and their name is shown as 
“William,” that is the name they must enter in the secure 
flight data field. 

(Continued on page 11) 

SSA AccessAbility continued 

Ask Mary! 
Mary Glenn-Croft has offered to answer questions about anything within the jurisdiction of the Office 
of Budget, Finance and Management. Please send your questions to Bethany.Paradis@ssa.gov. 
The Communications Committee will select one or two questions to be featured in our next edition. 
 

E2 Solutions: 
I needed to make flight reservations the other day. I added 
my full name, Connie, as shown on my driver's license, to 
my E2 Solutions profile under the secure flight tab. My first 
name is actually Concepcion. When I scheduled my flight, 
Concepcion propagated to the travel itinerary, not Connie 
as I entered on the secure flight information.  This means 
that each time I travel on business, I will have to carry my 
government credential that shows my legal name.  
 
Thanks for your questions about the secure flight process 
and for advising us of the recent problem you encountered 
with how your name appeared on your travel itinerary.  I 
am sorry this problem occurred, but am delighted to say 
that it has now been resolved. 
 
When we became aware of this particular situation, my 
travel staff immediately looked into why the name on the 
itinerary did not match the name entered in the secure 
flight profile.  We found out that our contracted E-Gov 
Travel vendor, CWTSatoTravel (CW), updated the 
GetThere online booking engine with the new secure flight 
data fields on May 15, 2009.  As a result, any updates to 
an individual’s name on or after that date would be 
reflected on their “PDF” travel itinerary and “PDF” invoice 
for reservations made after May 15.  The “text” itinerary 
that travelers receive from E2 Solutions will not display the 
name as it appears in the Secure Flight area of their 
profile, and this name will not be sent to the airline.The 
updated name is stored in the individual's passenger name 
record (PNR)--otherwise known as a reservation record.  
CW also sends the updated name to the airline and to the 

 
The ‘E.A.S.Y. approach’: 

 
Expectations – Maintain 

your expectations 
Ability – Focus on how to 

capitalize on ability 
Support – Provide support 

that will facilitate 
success 

You – You can make a 
difference! 

 
It’s EASY! 
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Ask Mary   continued 

What happens when an employee 
changes his/her legal name?  
 
They must update the secure flight 
fields with the legal name shown on 
the Government-issued identification 
document that they will present to 
airport security.  For any reservation 
made under their prior legal name, 
they will need to present to airport 
security a legal document displaying 
proof of the name change. 
 
How long is it taking for HSPD-12 to 
issue new credentials and what should 
we do in the meantime? 
   
To get a new HSPD-12 credential 
when you change your legal name, 
you should contact the HSPD-12 help 
desk at 410-966-1498 or via e-mail at 
Hspd12.training@ssa.gov or 
^HSPD12 Training.  It takes 
approximately 3 weeks to issue a new 
credential; during that time, we will 
issue you a temporary credential. 
 
As always, thanks for your 
questions. 

The Teleservice Connection  
by Barb Perian, TSC Representative 

 

On-Line Services and the TSCs 
 
I’ve been asked many times by employees across the country, “Do TSRs 
promote eServices?”  They sure do!  For many years now TSRs have been 
offering the internet as a service option for various workloads.  Claims leads, 
SS5 applications, pamphlets and retirement estimates are a few examples.  
Many TSCs include On-Line Services bookmarks in mailings to the public.  
CHIP includes many links and references to help TSRs promote on-line 
services.  CHIP even has an entire chapter devoted to Internet Procedures!  
TSRs encourage callers to use SSA’s website, because it is convenient to 
use.   
 
TSRs are working on ways to weave information about on-line services into 
every interview.  The VOD (Video on Demand), eServices: Having the 
Conversation has excellent examples.  After processing post entitlement 
actions TSRs politely inform callers that the next time they have business with 
SSA they can go on-line.  Sometimes TSRs will actually follow along with the 
caller as they navigate the SSA Web, showing them how to find what they 
need and much more.   
 
Did you know that TSRs frequently use ApPages to help callers complete 
their claims?  This is very successful.  Most questions can be answered at the 
800N.  Recently TSRs have begun to request the applicant’s email address 
when scheduling appointments.  Unfortunately at this time there is no email 
field on the 800N screen so the TSR must remember to ask for it and type it 
into the remarks field.  This is just one of many items they must remember 
during a call and sometimes they do forget to ask.   
 
Every day TSRs are looking for ways to promote on-line services.  Hopefully 
they are helping to alleviate field office walk in traffic and telephone calls while 
making it convenient for the public to do business with SSA.  
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      NYRMS Awards Scholarships  

For the last four years the New York Region Management Society (NYRMS) 
has sponsored a member based scholarship program in memory of their 
Past President, Stephen DeLisle. This merit based scholarship is 
administered by the Federal Employee Education and Assistance (FEEA) 
Fund. Applicants must be a dependent child of an NYRMS member, and a 
full-time student enrolled, or planning to enroll, in an accredited post 
secondary school in a course of study that will lead to a two-year or four-year 
degree.  They must have good grades and be involved in community service. 
Winners of the 2009 NYRMS Stephen DeLisle Memorial Scholarship were 
Genevieve Baldassano, daughter of Bob Baldassano, District Manager, East 
Village, NY and William Crane, son of Joanne Crane, District 
Manager, Neptune, NJ.  Each student received $500. Congratulations, 
Genevieve and William!
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than focus groups] and last but certainly not least, 8) social 
media drives complete transparency [increasing federal 
government transparency is one of President Obama’s 
primary goals].  
 
My stance is that every day, conversations concerning our 
agency are taking place online and the fact that we never 
have a voice in these conversations is a problem (just do a 
Twitter.com search for “social security” or search the 
blogosphere via Technorati.com for SSA-related blog posts 
if you don’t believe me).  Social media presents a 
tremendous public affairs and community relations 
opportunity for our agency.  It provides us with a chance to 
step into an online conversation about Social Security – like 
walking into a room at a party – and offer our expertise to 
correct misconceptions and provide assistance here and 
there.  We need to accept the fact that we can no longer 
control the message, as public relations professionals did in 
the past.  In this Internet Age, people no longer want to be 
broadcasted at … they want to have a conversation.  They 
want transparency: they don’t want to talk to an agency … 
they want to talk to a person at that agency with whom they 
can relate, through Facebook and other online/social media 
platforms.  I think it’s time we embrace further change and 
give the people what they want.  Although it would be 
impossible for us to join every online conversation taking 
place about Social Security, we could certainly provide 
facts and resources in some of them. 
 
http://mashable.com/2009/02/20/big-brands-social-media/ 
http://mashable.com/2009/03/08/big-brand-benefits/ 
 
Editor’s Note:  According to Federal Computer Week, SSA 
plans to hire a contractor to monitor what the public is 
saying about our agency on social media Web sites such 
as MySpace, Twitter and YouTube. 

 
For more information about NCSSMA visit 

our web page at www.NCSSMA.org www.fedsprotection.com

This is a new section of our newsletter which is available to you, our members.  You may contribute opinion pieces 
about issues you find of interest to Bethany.Paradis@SSA.gov.  (The Editorial Board retains the right to determine what will 
be published.) 

MEMBER’S FORUM

A February 2009 blog post on Mashable.com entitled, Why 
Big Brands Struggle with Social Media, gave compelling 
arguments that I imagine relate to the reasons SSA has not 
yet fully embraced the myriad of social media websites –- 
or even some of the most popular sites, such as Facebook, 
MySpace, and Twitter: 1) social media is often viewed as 
just another marketing channel, 2) it does not fit into current 
structures, 3) communities and content are global, 4) social 
media needs a long term approach, 5) no guaranteed 
results and 6) the metrics are new. 

 
However, it was the March 2009 follow-up post that really got 
me thinking.  It was called, Why We All Benefit from Big 
Brands Being in Social Media.  The eight arguments [and my 
opinions on how they relate to SSA] are as follows: 1) social 
media drives quality products [SSA strives to produce a 
quality online product for the public], 2) social media can be 
a great customer service channel [providing exceptional 
customer service has always been a priority for SSA], 3) 
social media creates products that we want [don’t we hope 
that more and more people will want to visit our website’s 
FAQs to find answers to basic questions, rather than 
calling/visiting our offices?], 4) you control the relationship 
[due to social media, we can no longer control the message 
or the conversation, but we can influence, develop and 
nurture the online relationship], 5) big brands keep our 
access free [this is in line with all of SSA’s public outreach 
programs], 6) big brands have interesting stories to tell [for 
example, did you know the North Carolina Area has a 
Cancer Support Group for SSA employees who are dealing 
with cancer?  And while I was at this year’s National Public 
Affairs Training Conference (NPATC) in New Orleans, I 
heard many terrific stories about heroic SSA employees who 
volunteered their time, day and night, to help people directly 
affected by Hurricane Katrina in August 2005 and 
subsequent months.  These are just a few of the many SSA-
related stories that I think the media and the general public 
would love … we could easily use social media to tell 
uplifting anecdotes about our employees and program 
success stories], 7) users drive the content and the 
conversation [using social media would provide us with 
instant feedback for lower costs and a quicker turnaround 

Social Media: Is It Right For SSA? By Brian Simpson, Atlanta Region 
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Disclaimer 

The views expressed in FrontLine by contributors, e.g. letters to the 
editor, guest editorials, etc., represent solely the views of the respective 
contributors.  Staff editorials reflect the views of the editors, and should 
not be assumed to reflect the formal positions or views of the National 
Council or the Social Security Administration.  

On June 12th, the House passed the Senate-passed version of H.R. 1256, the 
2009 Family Smoking and Tobacco Control Act.  The bill as written provides 
broad authority to the FDA to regulate the manufacturing and marketing of 
tobacco.  The earlier version of the legislation passed by the House contained the 
Federal Employee Retirement System (FERS) sick leave provision that would 
have allowed FERS employees to count their unused sick leave towards their 
retirement annuities.  Unfortunately the final version approved by the Senate did 
not include the sick leave provision.  The acceptance of the Senate version by the 
House ruled out the possibility of the FERS provision being added during a 
possible conference of the bill.   

However, NCSSMA is still working diligently to get unused sick leave under FERS 
to be treated in a way that is similar to how it is treated under the Civil Service 
Retirement System which will encourage employees to use it wisely since saving 
it will have a value.  With both management and the unions supporting this issue, 
we believe that it has a good chance of being changed in the future.  Currently the 
House Fiscal Year 2010 Defense authorization bill includes several provisions 
affecting federal workers including a provision for FERS sick leave that would 
allow FERS employees to count unused sick time toward their retirement 
annuities.  The Senate version dropped this provision, but we are hopeful that the 
provision could be added during a possible conference of the bill.  Senator Daniel 
Akaka, D-Hawaii, has pledged to fight for it at that time! 

Watch for updates in the Legislative Reports that Rachel Emmons, our 
Washington Representative, sends to NCSSMA members on a regular basis!  
These provide a wealth of information on what is happening with our issues in 
Washington.  
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