
 

 
From: Warsinskey, Richard E.  

Sent: Wednesday, September 30, 2015 2:20 PM 
To: Jones, Erik N. 

Cc: Berryhill, Nancy 
Subject: PSC Backlogs 

 

Erik, 

 

I am writing to express concerns about backlogs that seem to be growing in the PSCs.  We sent 

an agenda item to discuss the backlogs during our June 17
th

 Executive Committee meeting with 

DCO. This was our agenda item: 

 

PSC Workloads 

 We continue to get feedback about backlogs in the PSCs including ODO.  In reviewing the 

management information for the PSCs, GLPSC stands out as having the oldest cases with an 

average site age of nearly 122, days while the next highest is 85 days.  Are efforts being 

made to move workloads to balance performance? 

 Some PSC workload areas are more backlogged than others are.  Overpayments, 

reconsiderations, DCF Push cases, Disability Cessation Reversals and EXR allowances are 

areas that look backlogged.  Can extra assistance be provided for cases where there are 

more backlogs? 

 

The following is a summary of the response from the minutes of our meeting: 

 

Response from DCO 

 PSCs had 1,300 - 1,400 people in entry level training between the end of FY 2014 hires plus 

FY 2015 year-to-date hires.  This represents a tremendous amount of resources dedicated to 

training and mentoring.  In addition, they suffered significant attrition due to retirement and 

subsequent promotion of top technicians into management.   

 

 PSCs are starting to work through backlogs.  A major resource in this effort is overtime, 

most of which is dedicated to age profile and screening, as well as trying to get pendings 

down.  Another approach is the movement of work between PSCs.  They have moved 162,000 

cases among the seven PCs just trying to balance the work.  Workgroups have been set up to 

focus on pockets of work to provide better service.  There is a plan to move the responsibility 

for SPIKE coverage away from the BA position and to the TST position to provide more BA 

focus on PSC workloads and backlogs.   

 

 PSC automation projects are underway, including mandatory use of automation tools.  PSC 

managers are working hard to try to get things under control so PSCs stop being the “pain 

point” of the operations system.  AERO has been moved into T2 Redesign.  T2 Redesign 

exceptions are being evaluated to see how we can improve in these areas.  DCF Push Cases 

have been a problem, but PSC is now targeting DIBCESS issues to reduce improper payment 

workloads.  EXR cases were another area of backlog.  PSC management is working with 

ODO to get those moving ASAP.  As part of this solution, they have centralized EXR cases in 



PITAG units. This has helped PSCs improve timeliness, but managers should continue to call 

if there are problems so cases can be located and processed.   
 
Since we sent in this agenda item to DCO almost 4 months ago, the backlogs appear to be 

growing. The average site age nationwide is now 95.8 days.  Two PSCs have site ages over 100 

days (GLPSC: 141.1 days and Mid America: 102.8 days).  The number of cases over 90 days is 

nearing a million cases.  Backlogs exist in many areas, but some of the most notable are as 

follows:  returned checks, overpayments, high priority requests, Medicare actions and death 

underpayments.  

 

Of particular concern is the increased number of follow-ups needed on Manager-to-Manager 

requests.   

 

We were hopeful that the backlogs would be reduced this summer with the large amount of 

available overtime and reduced time for using SPIKEs.  We are quite concerned with the fact we 

are moving into a period of less overtime, which will likely result in the need for more SPIKE 

coverage.  Ultimately, our concern is the impact on the service we provide to the public.   

 

We would be interested in hearing your perspective on this.  We are also interested in knowing if 

there are any plans to reduce SPIKE coverage and/or move around work among the PSCs?   

 

Can we discuss these backlogs and what might be done to alleviate the situation? 

 

Thanks. 

 

Rick 

 

 
 

 
 


