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August 12, 2015 
 
 
Nancy Berryhill 
Deputy Commissioner for Operations 
Social Security Administration 
6401 Security Boulevard, 1204 WHR 
Baltimore, MD 21235 

 
 

Dear Nancy, 
  
The National Council of Social Security Management Associations (NCSSMA) believes 
quality training is essential for providing the technical guidance to employees and 
managers delivering direct service in Social Security Administration (SSA) field offices 
(FOs) and teleservice centers (TSCs). Since many SSA supervisors have limited experience; 
it is essential that training be focused, be delivered just-in-time and that specific-needs 
training be readily available. While the agency is in the process of redesigning the delivery 
of new supervisor training, NCSSMA would like to take this opportunity to share results of 
a recent survey on this important issue. 
 
In April of 2015, NCSSMA surveyed its members on current methods of new supervisor 
training. Of the 660 responses, mostly from the FOs, almost 65% were supervisors or 
mentors of supervisors with less than 3 years of experience. The following discusses the 
results of the NCSSMA survey, which should help direct the redesign of new supervisory 
training. 
 
NCSSMA understands that SSA has limited resources for training, so the survey asked 
what types of trainings could be best-completed using different modalities.   

 The survey found that the vast majority of respondents believed management 
information and workload management training as well as training on 
administrative items such as 7B files, work sampling and leave administration 
could be completed via computer-based training.   

 When considering IVT or VOD as the training modality, 66% of managers and 
supervisors believed administrative training, MI, and workload management 
training could be successful.  Of those that viewed the Seattle TL 301 (Nuts and 
Bolts) VOD, 58% felt it met their needs. 
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 A majority of respondents felt that face-to-face training was necessary for performance 
management and for training on grievances.  Many respondents commented that face-to-face 
training was needed to allow group discussion, role-playing scenarios and the ability for question 
and answer sessions.  It would also allow new supervisors to build relationships and networks 
with peers.   

 
Social Security develops training to ensure that new supervisors receive the information and tools 
needed to perform their duties.  The NCSSMA survey showed areas where improvement with the 
current training can be made. 

• The survey feedback suggests that improvement is needed in conducting the training at a more 
appropriate time to be effective.  In addition, the most common practice among new supervisors 
is to juggle performing their new supervisory duties while watching VODs.  This makes it 
extremely difficult to focus on the content.  The lack of dedicated time to the training creates lack 
of focus and importance of the subject matter.   

• Even though 80% of the surveyed members agree that a mentor is critical to ensuring success, a 
majority reported that they did not have a mentor, or the mentor was too new or unavailable to 
make a positive impact. 

 
The survey also asked about the Passport to Success Program, an optional one-year program for new 
supervisors in the Field, Office of Central Operations, Program Service Centers, and Teleservice 
Centers.   

• The majority (60%) rated the program as valuable, but felt that the program needs to be 
supplemented with additional training. 

 The most helpful aspect of the Passport to Success Program is having a mentor to supplement 
and support their development. However, this is only effective if the mentor maintains frequent 
and effective communication with the mentee. Communication between the manager and the 
mentor is also vital to ensure they are both in agreement on the OS's development, avoiding any 
contradictory guidance. Although many mentors have had to perform virtual exchange visits due 
to budget constraints, face to face visits ae most effective.  

 Another aspect of the program that participants find useful is the workload listings as a tool to 
manage operations. However, time with the mentor to devote to this and supplemental training 
on how to use listings effectively, make the program work best.  

 Participants expressed concerns that the program is more of a record keeping tool or a checklist, 
with some of the questions being irrelevant.   

 Participants stated that the lack of a mentor to help them through the program and to support 
their development with supplemental training and coaching was the biggest obstacle 
encountered.  

 In order to make this program work effectively, all parties involved must be invested in the 
process. Considering how busy all parties are, assigning funds for face-to-face meetings can make 
exchange meetings and mentoring more effective and meaningful.  

 The program must be spanned throughout the OSs first year in the position, adjusting the 
mentoring and coaching to the level of progress. The Passport Program webpage has been found 
to be time consuming. Outdated workload links on the webpage have also been a challenge.  
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Although it is useful as a frame for the mentoring process, it should be reviewed and refreshed to 
make it a more effective guide.  

 
Program participants indicated that the Passport to Success program is being applied inconsistently 
across areas and regions. Adding more details to the structure of the program while simplifying the 
dated checklists, would help to make application of the program more standard.  
 
Although NCSSMA agrees it is time to modernize our supervisors training, the survey results showed 
many positives with SSA’s current training of new supervisors and these positives should be 
acknowledged.  

 85% of the respondents were satisfied or partially satisfied with the training they received in the 
first year of supervision.   

 Two thirds of the respondents stated the training provided on the Standards of Conduct was 
appropriate and that officer-in-charge training was sufficient.   

 Over 95% of respondents felt the training they received on the 2012 SSA/AFGE contract was 
average or better than average.    

 
After evaluating the survey results and the comments received, the following are common threads 
expressed nationally and NCSSMA suggests that the following be pursued to strengthen new 
supervisor training: 

 More contract and labor relations training is needed for all new supervisors regarding disciplinary 
and adverse actions (Article 23), the EEO process, PACS and learning how to deal with 
emergencies.   

 Structured training tailored to the specific component (FO versus TSC). 

 Soft skills training on crucial conversations, informal counseling, performance discussions and 
active listening should be done during the first year, if possible, in a face-to-face setting. 

 Management Information systems, workload management and administrative duties can be 
delivered successfully using IVT, VOD or computer based training, but more training in this area is 
requested.  

 Performance management and grievance procedures training should be conducted face-to-face 
to be the most effective.  

 The Passport to Success Program needs to be consistent throughout the agency. It must be 
monitored and updated on a regular basis.  Time must be set aside to allow participants to 
actively participate and grasp program concepts and material. Mentors play a crucial role and all 
participants should have a mentor assigned and actively involved during the entire program.  The 
program must include additional training to make the program effective.     

 
NCSSMA is willing to provide any assistance necessary to ensure that new supervisor training is done 
effectively.  We look forward to your response and discussing the information with you.  
 
Rick Warsinskey 
NCSSMA President 

 


