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October 2, 2015 
 
 
Nancy Berryhill 
Deputy Commissioner for Operations 
Social Security Administration 
6401 Security Boulevard, 1204 WHR 
Baltimore, MD 21235 

 
 

Dear Nancy, 
  
I am writing to you about a concern of the National Council of Social Security 
Management Associations (NCSSMA) regarding the quality of internet claims.   We 
would like to draw your attention to several problems that result in production 
inefficiency and yield disadvantageous outcomes for the public. 
 
We recently surveyed our members regarding the quality and sufficiency of 
information provided by and to members of the public when they file online 
claims.  Here are key findings of our survey: 
 

1. Internet disability claims received are often inaccurate and missing the SSA 

-3368, medical releases and/or sufficient information to make a proper 

onset determination.  The public does not understand the impact of the 

onset date, nor the many considerations that SSA takes into account when 

determining an accurate Potential Onset Date (POD).  Most frequently, we 

see the public allege an onset date that corresponds with his or her last 

day of work with little to no understanding of other factors considered in 

onset date development, such as Unsuccessful Work Attempts (UWA) and 

Substantial Gainful Activity (SGA).  Claims Representatives (CRs) must often 

make multiple attempts to contact claimants in order to complete work 

development.  Many claimants rely on third parties such as attorneys and 

disability advocacy groups to advise them in this area and supply the 

information to SSA.  Such third parties often lack sufficient knowledge of 

our programs and policies to effectively assist the individual in alleging an 
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accurate onset date.  CQ reviews often show that poor quality claims are simply transferred 

with very little review to the DDS, to the disadvantage of the claimant.  Some of these claims 

may not be sent at all.   If the claimant fails to submit a 3368 and/or 827 after the 30 day 

closeout period, the claim would be denied non-medically.  The denial letter would include 60-

day appeal language for the individual to submit the requested information.  We often receive 

the requested documents at some point within the appeal period, which may require the field 

office to reload the claim with the original application dates and send it to DDS. This further 

delays claim processing as oftentimes 30-90 days have passed from the original filing date 

before medical development even begins.  If sent right away, it is possible that a medical 

decision would have been received within that period. 

2. A significant percentage of disability claims require follow-ups, which extends FO-1 time. This 

contrasts with the fact that nearly every claim taken via direct interview with the claimant is 

transmitted to the DDS the same day.  Although statistics may show time savings for internet 

claims we must balance that gain versus the time spent re-contacting claimants to correct 

and/or complete the claim. 

3. Many people make potentially disadvantageous decisions regarding the month of election 

(MOE) in Retirement claims.  For example, some applicants will choose a future month simply 

because they ‘thought it would take months’ for us to process the case.  Applicants often 

choose the month after filing instead of the current month because they are confused about 

our policy of making payments one month in arrears.  Individuals who are at or over their Full 

Retirement Age (FRA) often do not understand the concept or potential option for retroactivity 

and may instead choose a potentially less advantageous MOE.  Although the Benefit Application 

screen within iClaim tries to explain these options at length (complete with “More info” 

buttons), many applicants do not click the “more info” buttons.  Many simply choose the date 

generated by the system, thinking that it must be correct.  The Benefit Application screen also 

allows applicants to visit the Retirement Estimator to help them determine what their best 

option is.  The Retirement Estimator, however, has limitations and does not always accurately 

account for earnings test factors, Delayed Retirement Credits (DRCs), or Adjusted Reduction 

Factors (ARFs).  Many applicants struggle to understand how these factors affect their MOE 

choice or their options for filing for other benefits.  Without talking to a CR, applicants would 

frequently miss benefits they are due.  We cannot assume that all applicants will know why 

they are selecting a particular month of election.  

4. The public may not be educated about their entitlement options.  Widow(er)’s may elect 

survivors benefits and allow their own retirement benefits to grow in order to collect delayed 

retirement credits (DRCs).  It is often beneficial to elect Retirement or Widow(er)’s benefits 

early and elect the other benefit either at Full Retirement Age (FRA) or at age 70.  If the 

claimant is still working, the CR must consider that a smaller Retirement Primary Insurance 
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Amount (PIA) now may eventually exceed the Widow’s Insurance Benefit (WIB) Primary 

Insurance Amount (PIA).  In addition, WIB benefits may be elected at age 60 vs. the early 

Retirement age of 62.  An individual may also delay their own retirement benefits at FRA to 

collect benefits on a spouse or divorced spouse’s record.  This allows the individual to collect 

DRC’s on their retirement record.  If an individual was married several times, we must 

determine which entitlement yields the highest benefit amount.  CRs discuss these filing 

options during the interview at the time of filing, while those who submit an application via the 

internet may not be aware of them.  

We believe SSA’s online process needs to match the efficiency and quality produced by directly 
interviewing claimants.  Failure to take the necessary steps to improve the online filing process will 
waste valuable resources and provide sub-optimal service to our customers. 

 
NCSSMA would like to work with you to enhance online filing outcomes by refining the process, 
adding a click to chat feature and improving the questions asked.  Addressing this should be of the 
highest priority because we cannot afford the inefficiency and we risk losing the public’s confidence 
in SSA. 

 
We look forward to hearing from you on this issue.  Please let us know if you require any additional 
information or have questions.  We stand ready to assist in any way we can. 

 
Rick Warsinskey 
NCSSMA President 

 


