
Supervisory Social Insurance Specialist 

(Operations Supervisor)  

GS-105-13  

 

 

Basic Function  

 

The Operations Supervisor (OS) under the overall direction of the District Manager serves as the 

first-line supervisor for field office operations.  As part of the management team, the incumbent 

provides administrative and managerial assistance to the District Manager in all phases of the 

programs administered by the Social Security Administration (SSA).  Participates in planning, 

organizing, directing and accomplishing management objectives.  The OS provides first-line 

supervision of the performance and conduct of subordinate staff by providing technical guidance, 

training and administrative oversight to a typical staff of Technical Experts (TE), Claims 

Representatives (CR), Service Representatives (SR), and other support staff.  The incumbent 

manages and appraises performance in accordance with the agency’s performance appraisal 

system, and is responsible for implementing, monitoring and enforcing required administrative, 

systems and physical security measures.  In the absence of higher-level management personnel, 

the incumbent becomes the person in charge of the Field Office (FO).  May serve as Systems 

LAN Coordinator (SLC).    

 

* When this position is used in Puerto Rico, the incumbent will be required to possess and use 

bilingual skills in English and Spanish to assist and direct those who are non-English speaking. 

 

Factor 1 - Program Scope and Effect   

 

The incumbent manages the claims and post-entitlement operation in a field office by directing 

and supervising a staff of Technical Experts (TE), Claims Representatives (CR), Service 

Representatives (SR) and other support staff.  Work  accomplished   has a direct and 

significant impact on a wide range of agency activities, the work of other agencies and the 

general public.   The work performed is technical, administrative, investigative and 

professional. Case processing involves numerous systems, and encompasses all service delivery 

methods, including in-office, face to face, telephone and electronic service delivery (Internet).  

The systems are each technically complex and interwoven with other systems.  Each system is 

unique and intricate, and requires the application of both accurate program knowledge and 

precise technical detail.   The work involves all programs administered by SSA and some 

administered by other agencies, e.g. Center for Medicare and Medicaid Services (CMS), Food 

Stamps, etc., as well as any assigned special projects or administrative duties.  The work  is 

complicated by high profile or time sensitive cases and congressional inquiries, and non-routine 

title II and title XVI cases.  In addition, the scope and effect of the work requires diligence in 

reviewing cases for potential fraud issues.  The geographic area served is that of a typical SSA 

field office.  The population served may include dense urban areas, suburban areas, rural 

counties, or a portion of a larger metropolitan area. 

 

 

Program management responsibilities   are complex and often dictated by changes in 

procedure, law and regulation.  Performance and services provided directly impact the ability 

of SSA to administer the programs for which it is responsible.  Services are provided directly to 

the general public. Interaction occurs regularly with other SSA components, including but not 

limited to field offices, teleservice centers, payment centers, and state disability determination 

offices. In addition, interaction takes place with service area businesses and employers, 

Congressional offices, local government agencies, state government agencies, financial and 

educational institutions, media outlets, and with a number of other stakeholders.  Contacts 

customarily extend to those within the service area, within the state, and across state lines. 



 

Factor 2 - Organizational Setting 

 

This position is accountable to a position that is one reporting level below a position that 

directs a  substantial  GS15  workload. 

 

Factor 3 - Supervisory and Managerial Authority Exercised  

 

Plans, organizes, directs, monitors, and controls work of subordinate staff customarily composed of 

Technical Experts, Claims Representatives, Service Representatives and other support positions.  

Operation activities involve all programs administered by SSA and some administered by other 

agencies. 

 

Develops long and short-range work plans for the unit.   

 

Prioritizes and assigns work to subordinates.  Selectively considers the difficulty and requirements 

of assignments and the capabilities of employees. 

 

Recommends revisions in the unit's staffing patterns.    

 

Establishes work schedules and priorities; makes modifications when necessary due to fluctuations 

in workloads, changes in emphasis, or new legislation.  

 

Coordinates work schedules with other units in the office.   

 

Confers with management and offers advice on such matters as major changes in policies, and 

procedures. 

 

Monitors performance of subordinates.  Regularly reviews work to evaluate the performance and 

training needs of subordinates.  Monitors and audits interviews to ensure that fair and uniform 

treatment is provided to all members of the public and that Social Security laws and policies are 

correctly interpreted.  Monitors the timeliness and accuracy of work through case reviews and desk 

audits.  Effectively communicates feedback and encouragement to employees on a frequent and 

consistent basis. 

 

Performs a broad range of personnel management functions including, but not limited to: 

appraising employee performance and recommending recognition of outstanding performance; 

receiving and resolving grievances that can be settled without referral to a higher level; applying 

progressive discipline as appropriate, effectuating disciplinary actions such as warnings and 

reprimands and recommending more severe action in serious cases.  May initiate and conduct 

performance reviews for employees whose contribution to the office operation is marginal or 

failing performance. 

 

Identifies developmental and training needs of employees.  Develops plans to provide for formal, 

on-the-job, and/or follow-up and refresher training, as well as broad career development guidance.  

Prepares and administers personalized plans for new employees and integrates those plans with the 

overall office training program.  Conducts training, unit and staff meetings.   

 

When assigned to a national, regional or local workgroup actively participates in the 

workgroup’s goals and objectives. 

 

Assists in identifying and supervising the development of employees under the agency’s 

succession management plan.  Develops Individual Development Plans (IDP) and arranges for 

in-house developmental assignments. 



 

Coordinates outreach events.  When assigned, delivers speeches before groups and organizations 

outside of the agency. 

 

Reviews cases to ensure program integrity and consistency.  Works collaboratively with OIG on 

fraud investigations.  Reviews and approves payments in unique cases, e.g. SSI one-time payments 

and force payments, and reviews and approves critical cases and other cases designated for special 

handling where regular procedures are ineffective.   

 

Oversees office utilization of electronic workload management and service delivery 

systems/methods, and programs.  Develops methods for promoting the use of electronic services 

and the efficient processing of internet workloads, and monitors office progress. 

 

Maintains and analyzes operating records and quality reports on work performed.  Utilizes the 

data to improve quality and accuracy of the work, to assist the manager in reporting significant 

trends, and to recommend improvements in program policies, procedures, and regulations. 

 

Recommends the selection, promotion, demotion, reassignment or separation of employees 

supervised. 

 

As assigned, interviews prospective employees, and obtains related reference checks.  May serve on 

panel interviews for applicants for employment or promotion. 

 

Approves or denies leave and work schedule changes for employees supervised, and coordinates the 

leave schedule for the office, by considering current and anticipated workload fluctuations and 

contractual agreements.  Approves or denies requests for overtime and credit. 

 

Resolves the majority of personnel problems that arise in the office, referring to higher level 

management only those, which are complex.   

 

Ensures that subordinates understand pertinent personnel policies, including but not limited to leave 

administration, Standards of Conduct, merit promotion plan, appraisal procedures, Systems 

Sanctions, protection of Personally Identifiable Information (PII), and equal employment 

opportunity. 

 

Promotes the health, welfare, and safety of employees.  As appropriate, counsels and refers 

employees to Employee Assistance Program (EAP).   

 

Promotes Equal Employment Opportunity (EEO) principles and practices. 

 

Is familiar with the provisions of the labor relations program and carefully and regularly applies the 

provisions of relevant labor /management negotiated agreements. 

 

Factor 4 - Personal Contacts 

 

4-A Nature of Contacts  

 

Frequent contacts are with the general public as well as management, supervisory, technical and 

administrative personnel in other SSA offices including field, area, regional and central office and 

other SSA program components.  Contacts at the regional and central office levels may be with 

technical and administrative support staff.  Contacts by telephone conference and hearings 

frequently take place outside the local service area  may occur across state lines. Serves as the 

office contact point for congressional offices (both House and Senate).  In addition, interaction 

takes place with service area businesses, organizations, and employers, local government 



agencies, state government agencies, financial and educational institutions, representatives of 

local public interest groups and media outlets. Frequent contacts occur with Federal 

Protective Service (FPS), on-site guards, OIG, General Services Administration (GSA)and 

facility owner and representatives. 

 

4-B Purpose of Contacts  

 

Contacts with other SSA components or with congressional offices are to resolve questions and/or 

operating problems or to explain and justify office operating procedures, actions or policies. 

Contacts with state agencies and public groups are to discuss and/or obtain compliance with 

procedures and practices relating to technical and administrative procedures of the law.  Contacts 

are also intended to ensure that information provided is consistent and accurate.  Contacts also serve 

to coordinate the work of the district office with contacts/components both within SSA and outside 

the agency.  Contacts with the Federal Protective Service (FPS) and the contract guards are to 

ensure appropriate safety and security measures are in place.  Contacts with the public frequently 

are either to satisfy those customers who insist upon speaking with someone in authority, or to deal 

with those who are irate, upset or dissatisfied. 

  

Factor 5 - Difficulty of Typical Work Directed   

 

Twenty-five percent or more of the work supervised is at the GS-11 level.  

 

Factor 6 - Other Conditions    

 

The work requires substantial coordination and integration of work assignments and program 

segments consisting of complex technical work performed by GS-12 Technical Experts, GS-11 

Claims Representatives, and other staff.   

 

Performs other duties as assigned. 

 


