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March 16, 2015 
 
Nancy Berryhill 
Deputy Commissioner for Operations 
Social Security Administration 
6401 Security Boulevard, 1204 WHR 
Baltimore, MD 21235 

 
 

Dear Nancy, 
  
In February 2015, NCSSMA completed a survey of all field offices to identify 

concerns related to third party representatives and their filings.  We received over 

1,100 responses, which represents a majority of the SSA field offices in the 

country.   

 

The survey results expressed significant concern about the amount of time field 

offices expend dealing with the significant volume of unnecessary work caused by 

third party representatives.  This is demonstrated by the baseline results of the 

survey: 

 Over 50% of the third party faxes are duplicates. 

 Over 40% of the forms are completed 25% or less and about 75% are less 

than 50% completed. 

 Over 50% of the cases cannot be submitted for a decision because there 

are missing or incomplete required forms. 

 About 65% of the respondents stated there has been a large or 

overwhelming growth in this workload that has significantly affected field 

office resources. 

We received over 300 specific comments expressing concerns regarding the third 

party process most field offices are dealing with.  The following are just a few of 

the comments: 
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 “We receive a lot of duplicate faxes. Then before you can associate the document, the 

attorney’s office is calling about the information that was faxed.  Most faxes require us to 

research the case to determine whereabouts before directing it to the appropriate examiner.  

The time commitment is overwhelming.”   

 “Many attorneys and third party representatives are demanding and persistent in their 

expectations of our agency’s response to them.  It is a very difficult workload to manage.” 

 “We are constantly bombarded with duplicate requests for action and status.  They are the 

squeaky wheel that gets the oil over the countless other needy individuals, due to lack of action 

by the powers that be.” 

 “They send automated faxes that inundate our office. Third parties insist that the field office 

wait by the fax machine as they send their evidence which often is not sufficient.”  

The level of frustration with large out of area third party representatives borders on extreme.  Three 

firms (Citizens Disability, Myler and Cardon) especially stand out.  We’ve included an attachment, 

which has three pages of specific comments, for your information, regarding these representatives.      

Managers are bothered by the apparent one-way street that exists regarding third party 

representatives.  We address third party concerns they bring to our attention while our serious 

misgivings do not appear to be resonating enough to result in change on their part.  Empirically this is 

confirmed by the fact that we are conducting our second national inventory on this topic in as many 

years.  The issues related to third party representatives have been raised numerous times but because 

these communications have yielded few positive results, we believe this matter needs a new national 

approach.  

We do recognize the enhancements to the iAppeals application and introduction to the Attachment 

Utility could reduce the volume of the incoming faxes and mailings in some cases from some attorneys.  

However, to make this effective we believe there will need to be a national communication plan 

regarding this initiative.  Even with this, we do not believe firms like Citizens Disability will cooperate 

unless they are dealt with at a national level by SSA. 

 

Without question, some of the more egregious third party representatives need to be dealt with at a 

national level by SSA.  Local field offices do not have the influence necessary to deal with these large 

firms.   

We suggest SSA pursue a major communications initiative to work with third party representatives.  A 

majority of the materials that is current sent to the field office should be posted directly online.  We 

also urge the agency to actively engage with third party representatives, especially national ones, to 



address the significant concerns.  Internally, we suggest a national workgroup should be formed to 

develop a strong coordinated plan to deal with these issues.   

NCSSMA is willing to provide any support and information necessary related to this issue. We look 

forward to discussing this communication with you soon. 

Rick Warsinskey 
NCSSMA President 
 



Attachment - Examples of Issues with Three Large Third Party Firms 
 
Citizens Disability 
 
Citizens Disability Advocates is the group with which we have the most difficulty.  They fax multiple 
requests for status without sending the information necessary to complete/transfer the claim.  They 
are in Waltham, MA but leave no direct contact person to get the claim moving.  They seem to come 
from internet filing, as if the claimants are led to them in the process of filing online.  They are opposed 
to completing anything electronically.  They may send only the signature page of the SSA-16.  If 
anything can be done to foster cooperation, it would definitely improve customer service.  
 
We are especially frustrated with the incomplete paper applications for initial claims that are 
submitted by Citizens Disability.  These forms are poorly completed, and it is frustrating that SSA allows 
these attorneys to submit initial claims in paper form when they are mandated to submit all of their 
appeals online.  Most national and local attorneys already submit their initial claims online, but not 
Citizens Disability.  They create a lot more work for us than do the other national and local attorneys. 
 
Citizens Disability fax the same cases on a daily basis and they do not allow time for a response.  The 
office is inundated with faxes from this company. We do not have the manpower to handle paper 
claims. They have been asked to submit their applications on line.  They responded by saying, it is not 
mandatory and they will continue to submit paper claims. If the claim is medically denied they 
continue to fax the SSA-1696, and fee agreement until they get a response of receipt, even though the 
original is stored in the electronic folder. 
 
Citizens Disability is the main third party who sends multiple copies of forms.  They also don't send all 
of the forms so the CRs end up holding the forms and making multiple follow ups.  This causes extra 
work for the CRs and delays in sending the application to DDS. 
 
We have a third party who is located in another region that refuses to file Initial claims online. They fax 
the same paper DIB claims to at least three offices in our area and then mail it to one office. Then they 
call offices and demand status of the DIB claim, but they admit that they either don’t know what office 
the paper app went to, or what offices the paperwork was actually faxed too. Our regional office says 
they cannot address the issue because the third party (Citizens Disability, LLC) is in another region.   
 
We have seen an increase in paper SSA-16s filed by Citizens Disability, LLC.  When we've mentioned 
our online filing options, their reps tell us they won't file online "unless they have to".  Their packages 
often are sent without a signature and in piecemeal mailings.  Our employees that handle the claims 
from this organization and other third party filers have basically become clerical workers for these 
representatives.   
 
Our problems are with some of these national firms.  The absolute worst is "Citizens Disability" out of 
MA.  They do everything on paper, and are obstinate and belligerent when we call to ask them to do 
things electronically.  They fax requests for the same person every day until we respond.  In addition, 



their work is sub-par.  Midwest Disability is the other firm that insists on faxing everything and then 
mailing it. 
 
My biggest complaint is the third party reps that submit everything on paper.  Citizen’s Disability does 
this all the time.  I have received four totally paper DIB applications so far this month from them.  
Nothing is done through the system.  Why can't we require them to file online? 

Premier, Binder and Binder, Citizens, and Allsup often use altered documents without approval from 
the agency. They file paper applications that, because they aren't approved, should only serve as 
protective filing. However, most office are not aware that this is a violation of US Code and POMS. 
Outreach should be done on a national level and uniformity of process should be directed to the Field 
Offices. No altered paper application, for the use of a for profit entity, should be used as an application 
without following the direction given in POMS. 
 
Citizens Disability and Myler 
 
Most of the third parties do not work in our Area.  Most claims are from Myler, Binder, Allsup, and 
Citizen's Disability.  Also, most forms are technically complete but still require recontact due to SSI 
applications, earnings issues, and date of onset development.  Some third parties still do not 
understand the third party process and will tell their claimants to absolutely not talk to SSA.  Another 
thing Myler and Binder do is mailing in paper applications after they have submitted a third party 
claim. 
 
We have uniformly excellent relationships with local representatives and uniformly poor relationships 
with the national reps, such as Myler, Binder and especially Citizens Disability. That is in part because 
the local reps are actually working on behalf of claimants while national reps are clearly playing a game 
of numbers and winning--at the expense of disabled beneficiaries. 
 
We receive a lot of paper applications from Citizen's Disability and Myler Disability.  We spend a lot of 
time loading paper applications, loading associated paperwork and also processing follow up requests 
which are sent frequently. 
 
In most cases the primary offenders are the large nationally-based firms like Myler, Citizens, Binder-
Binder, Allsup, etc.  Since these are not local firms for SSA FOs, we are largely unsuccessful in trying to 
work with them. Therefore the Agency needs to establish a team of liaisons with these large firms to 
work with them and correct the inefficiencies they have created with their business practices. It would 
be a small resource expenditure given the significant inefficiencies that exist in the current process 
which negatively impact public service in every single FO in the nation. 
 
Our largest third party filers and not local.  Citizens Disability and Myler are among our largest filers.  
While they submit an almost complete package, we often have to wait an extra-long time to receive 
the signature page necessary for a third party claim.  Also, when they do submit an SSI claim, they 
always answer no to everything and we have learned from working these cases on the backend, that 
this is often not correct.   



 
As manager, I review faxes/mail from third parties to associate with the claims unit.  We’ve local third 
parties that provide a better product and we have a good working relationship with.  There are three 
large third parties that are difficult to work with.  They send multiple faxes that are duplicates.  They 
provide several mailings of photocopies of applications and 1696 pkgs.  If you try to call to let someone 
know what is needed, it may be difficult to get a live person.  The most difficult to deal with are these 
larger third parties in the order of difficulty; Citizens Dib, Myler Dib, and Midwest Dib.    
 
Myler 
 
We invited attorney/non-attorney reps to a meeting in our office a couple of years ago to conduct a 
session on what they could do help their clients' case move through SSA's processes better.  We 
focused on the impact of duplicating workloads.  We believe the meeting led to fewer duplicate and 
incomplete claims and appeals packages.  Obviously, we were not able to meet with the reps who have 
national impact and there has been little improvement from those guys.  Myler (out of Utah) is our 
worst offender. 
 
Cardon 
 
Several of the large vendors especially Cardon Health Care will have the claimant sign a 1696 and the 
claimant has no ideal they are not required to do so and believe Cardon worker is a hospital Social 
Worker.  When the Cardon employee completes the forms usually the answers are wrong and vital 
information is omitted which would have made the claimant not eligible for the SSI program based on 
their income, resources and/ or living arrangements.   
 
We have an issue with Cardon Outreach (Jonathan Smelley is the non-attorney rep).  Numerous times 
claimants have complained that they had no idea he was representing them and they didn't want his 
representation.  They say the hospital staff just gave them a bunch of forms and told them to sign 
them--they were ill and on medication so they weren't sure what was going on or in a position to 
question (this was referred to OGC, no action taken).  Further, we often see 1696s submitted with 
applications and the 1696s were signed months before the actual application was taken (signed for) or 
received by SSA.  We are then left to clean up the mess. 
 
Several of the claimants who deal with Cardon do not ever recall signing any documents.  Cardon's 
behavior is unethical.  They are a third party biller for hospitals and work directly in the hospital.  While 
the patient is signing forms, they unknowingly sign forms for Cardon to handle their DIB claim.  They 
are very surprised when they are approved and are forced to pay the rep fee.  Cardon's representatives 
often call our office and harass the person on the line.  They often demand to speak to a supervisor for 
issues that do not require a supervisor 
 
Cardon Outreach sends a PF worksheet, not signed by the claimant, expecting SSA to honor this PF 
request of the claimant.  Third party packets are time consuming.  
 


