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May 28, 2015 

 
 
Frederick M. Maurin    Wanda Colon-Mollfulleda 
Commissioner, New York   Acting Regional Commissioner, Denver  
Social Security Administration   Social Security Administration 
26 Federal Plaza    Rogers Federal Building, Suite 06-145 
Room 40-100     1961 Stout Street 
New York, NY 10278    Denver, CO 80294 
 
 
Dear Fred and Wanda, 
  
This communication provides NCSSMA’s overall comments on the FY 2016 Operating 
Plan.  In your cover note you stated that, “Our objective is to lightly refresh the current 
plan.  We believe the existing goals and initiatives reflect Operations’ commitment to 
providing the best possible service to the American public.  As a result, it’s expected 
that many key elements of the existing plan will remain intact.”  
 
Although the stated intention is to lightly refresh the current plan, we do believe that 
every year we should review the plan to determine if the measures established 
correlate with the budget realities and attempt to provide balanced service to the 
public.  
 
It is a challenge to establish an Operating Plan before SSA knows its budget situation.  
The President has proposed an approximately $700 million increase in SSA’s budget, but 
there is concern that the agency may be level funded at best.  Given these budget 
uncertainties, we believe the FY 2016 plan should have some flexibility, which would 
allow adjustments if our budget is worse than anticipated. 
 
We also believe the plan needs to be developed in conjunction with the 
implementation of Vision 2025.  There is no better place to implement Vision 2025, 
than with the Operating Plan.  Lightly refreshing the plan sets the bar low when 
considering an active rollout of Vision 2025. 
 
In looking at the specifics of the Operating Plan, we offer the following feedback: 
 
1. The FY 2015 plan doesn’t really mention many baseline field office (FO) service 

measurements such as visitor waiting times, telephone answer rates and 

appointment availability.   There is a goal to “provide quality services to the public” 

by “balancing all channels of service delivery consistent with available resources 

and good management 
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principles.”  We believe future Operating Plans should reference the agency’s baseline services including 

considering some national service goals.   

2. The internet percentage goal and over all processing times tend to work against each other.  The internet 

percentage goal for FY 2015 is 62%.  The overall disability goal is 109 days.  Yet processing times are higher 

for internet disability claims than non-internet processing claims.  In fact, in April 2015 they were 7.8 days 

higher.  FO1 time was almost 10 days higher.  As of this writing the FY to date internet percentage is 

54.6% and has been dropping recently as FOs are being urged to move more disability claims to DDS 

faster.  We believe the first priority should always be to process the disability claims as expeditiously as 

possible.  We suggest the internet claims percentage goal be reviewed. 

3. Under “provide quality services to the public,” it mentions marketing electronic services to employers, 

advocates, representatives, attorneys and Spanish-speaking members of the public.  We believe there 

needs to be a more intense focus on marketing uses of eServices for advocates, representatives and 

attorneys in light of the fact that NCSSMA Surveys have highlighted significant underutilization of these 

services by these groups.   

4. Under “strengthen our workforces and infrastructure,” the plan indicates a diverse pool of talent for 

future needs and references the Human Capital Planning Staff and Succession Management Plan.  We 

aren’t sure these plans focus enough on the need to be proactive with using the various recruiting 

authorities that exist, in light of the fact that Pathways and DEU registers are generally not providing SSA 

with a diverse group to hire. 

5. Again under “strengthen our workforces and infrastructure,” the plan calls for training using IVT, VOD, 

and SSALearn.  This doesn’t really touch on the major initiative to move to interactive training and 

deemphasize IVT. 

We have limited our feedback to the above points rather than detailed comments on each section.  We 
respectfully request you consider our feedback regarding the FY 2016 Operating Plan.  Should you have any 
questions or require additional information, please contact me. 
 
Sincerely, 
 
 
 
Rick Warsinskey 
NCSSMA President 
 
 
cc: Nancy Berryhill, Deputy Commissioner of Operations  
 


