
 
 

 
 
 
 
 
 

July 18, 2018 
 
 
Ms. Mary Horne 
Acting Deputy Commissioner for Operations 
Social Security Administration 
6401 Security Boulevard 
Baltimore, MD  21235 
 
Mr. Sean Brown 
Operations Training Team Director 
Social Security Administration 
601 East 12th Street 
Kansas City, MO 64106 
 
Dear Mary and Sean: 
 
Thank you for sharing the ongoing progress of the Operations Training 
Vision and allowing the National Council of Social Security Management 
Associations (NCSSMA) to provide feedback.  NCSSMA’s Training and 
Succession Management Committee has been working with our members 
and regional presidents to identify areas of training that are of most 
importance, or of the greatest concern.  We recently learned that many 
offices have been given the authority to hire new employees.  With offices 
bringing on new hires, we would like to take this opportunity to share with 
you issues we would like to be considered as the corresponding training 
plans are developed.  
  
In general, NCSSMA supports the idea of having training material 
available in an “on-demand” format.  The ability to start training 
employees based on need is of significant interest to us.  We further 
recognize that the use of Interactive Video Training (IVT) instruction 
continues to be a valuable tool in training our employees.  However, the 
lack of adequate funding of training activities has become overly 
burdensome.  In recent years, offices located near one another have 
lacked the ability to combine or share resources because many offices 
are instructed that training must be completed at a “no cost” basis.  Often, 
our managers develop “low cost” training plans, generally including 
minimal local travel, which are immediately disregarded or turned down 
due to a lack of funding.  The impact of these decisions results in the 
following: 
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Insufficient Mentoring 
 
Most offices receive limited hiring; frequently only one hire at a time.  When offices are unable 
to combine trainees from clusters/districts that are in close proximity to one another, managers 
are forced to decide between assigning an on-site mentor to support the training or keeping 
the mentor on the floor to continue to work on regular assignments.  Mentors are crucial to 
providing direction, feedback and monitoring the employees’ progress.  In past years, offices 
with trainees were given flexibilities in meeting certain targets and goals because our culture 
emphasized the importance of new hire development.  However, with increased 
Redetermination and Medical Continuing Disability Review (CDR) goals, added attention to 
Public Service Indicators (PSIs) and other metrics used to measure field office performance, 
managers are no longer afforded this grace period.  The result is many trainees do not receive 
the proper supplemental support.  The restrictions on local travel for training have become 
unnecessarily burdensome on offices and detrimental to trainee development. 
 
Challenges with Self-Directed, On-Demand Training Environment 
 
Not all trainees learn best in the self-directed, on-demand environment or via IVT.  Regions 
need more flexibility in training delivery methods.  While we understand that this issue is also 
largely tied to a lack of travel funding, we strongly urge you to consider giving the regions more 
options for training.  The value of the interpersonal connections developed during in-person 
training are undeniable.  Trainees, as well as their mentors and instructors, develop lasting and 
valued relationships that assist them throughout their careers.  This is as true for new 
management personnel as it is for new employees.  It is our understanding that the desire to 
move to more online content was the result of extensive research by the Office of Learning 
(OL).  While we recognize that this is true for some topics, we do not believe that the kind of 
material and issues covered in much of our training, primarily management training, is 
addressed as effectively using these methods.  It is extremely difficult to compare the work at 
the Social Security Administration to any other work.  The complexity of the work combined 
with our agency’s expectations for tangible business results and interactions with the public 
make our challenges unique.  There are few industries that require high aptitude in all three of 
these elements.   
  
In addition to the above, we have suggestions that are not tied to budget that we believe will 
assist management in the development of our employees. 
 
Registration 
 
Currently, ePAD registration does not occur until a trainee has completed the initial training 
curriculum.  In order to maximize flexibility for managers and to implement an individually-
tailored training experience, we ask that you consider offering registration at the conclusion of 
the first training module.  This would be in line with the concept of developing training tracks as 
described by the Operations Training Team.  This would allow for immediate trainee feedback 
as well as feedback for the mentor and management.  Many managers have embraced the 
idea that trainees should be trained in only a few topics at a time rather than completing the 
entire training course before having case reviews.  ePAD offers a ready-made tool for 
reviewing work during the development of the employee and provides case examples to be 
used.   
 



Training Manuals 
 
Most of the online training is not available in a printable format.  While we understand the 
importance of being good stewards of our resources, the inability to having some of the 
material in paper form is burdensome.  It creates difficulties for trainees when studying for tests 
and exams, and some individuals learn material more quickly and more thoroughly with paper 
training manuals.  Access to all online content being available in print format is critical to our 
success.   
  
We appreciate you including NCSSMA on this year’s Office of Learning initiatives.  We look 
forward to hearing your feedback regarding our concerns and suggestions as well as any 
updates on Operations training.  Again, thank you for considering our suggestions outlined in 
this document.  
 
Sincerely, 
 

 
Christopher Detzler 
NCSSMA President 
 


