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SOCIAL SECURITY 

Office of the Inspector General 

MEMORANDUM 

Refer To'March 30, 2001Date: 

Larry G. Massanari 
Acting Commissioner 

of Social Security 

To 

From Inspector General

Review of the Social Security Administration's Organizational 
Capacity to Monitor and Plan for Customer Service Initiatives (A-O2-00-20020)

Subject 

The attached final report presents the results of our audit. This audit was initiated in 
response to a request from the Chairman of the Senate Special Committee on Aging, to 
assess the effectiveness of the Market Measurement Program and identify any other 
efforts to improve customer service that should be implemented. 

Please comment within 60 days from the date of this memorandum on corrective action 
taken or planned on each recommendation. If you wish to discuss the final report, 
please call me or have your staff contact Steven L. Schaeffer, Assistant Inspector 
General for Audit, at (410) 965-9700. 

James G. Huse, Jr. 
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SOCIAL SECURITY 

MEMORANDUM 

March 5, 2001 

To: JamesG. Ruse, Jr. 
Inspector General 

William A. Halter 101!4"'H 

Acting Commissioner of Social Security 

Subject: Office of the Inspector General (OIG) Draft Report, "Review of the Social Security 
Administration's Organizational Capacity to Monitor and Plan for Customer Service Initiatives' 

(A-O2-00-20020)-IN~ORMA TION 

We appreciatethe GIG's efforts in conducting this review. Our comments on the specific 
recommendations are attached. Staff questionsmay be referred to Dan Sweeneyon 

extension 5-1957. 

Attachment 

Refer To: SlJ-3 





Recommendation 3 

Revise the customer comment card for FOs to determine whether the 
customer had an appointment. 

Comment 

We agree that knowing whether the customer had an appointment 
would be beneficial and will revise the FO comment card to 
include appointment information once the current stock runs out. 

Recommendation 4 

Centralize and analyze customer feedback received through comment 
cards to identify any systemic service delivery issues that may 
need to be addressed. 

SSA Comment 

We disagree. We continue to believe that the Market Measurement 
Program’s (MMP) interaction tracking, customer segment analysis 
and special study methodologies as well as the Talking and 
Listening to Customers (TLC) system provide the Agency with 
centralized information that allows us to identify service 
delivery issues at the national level. The purpose of the 
comment cards is to monitor service at the local level. 

Recommendation 5 

Evaluate whether, and the extent to which, the TLC system may 
duplicate comment cards. 

SSA Comment 

We agree and have in place a plan that will address this 
recommendation. We have hired a contractor, KPMG, to assist us 
with, among other things, evaluating the operation of the TLC 
pilot. Specifically, in the case of TLC forms, KPMG is looking 
at such issues as: 

• Potential customer confusion between the TLC form and the 
comment card. We are testing use of both the customer comment 
card and TLC forms together in half of the pilot sites, while 
testing the TLC form alone in the other half. 

• Overlap of information on these two forms. 
• Customer preference for one form over the other. 
• Cost effectiveness. 
• Unique uses, costs and benefits of each form. 



At the end of the pilot, KPMG will submit a report outlining its 
observations, findings and recommendations on this issue. 

Recommendation 6 

Coordinate regional and local customer service studies and the 
central analysis of their results to permit identification of 
systemic issues. 

Comment 

It appears that your information about survey activities in the 
regions may be dated. At this point, Kansas City is the only 
region that undertakes a formal customer satisfaction survey. 
The other regions that had been gathering formal customer 
satisfaction information in the past stopped due to lack of 
resources. We are inputting Kansas City’s latest customer survey 
report into the centralized repository of direct input, the MMP 
Clearinghouse, so findings can be used and compared with other 
customer data. In addition, the Office of Customer Service 
Integration has brought in a field employee on detail to more 
closely focus on analyzing the MMP data in the Clearinghouse for 
service and systemic issues at the national level. This function 
includes keeping in touch with the regions to monitor any 
activities related to customer service studies and analyzing any 
regional customer data as it comes in. 

Recommendation 7 

Accelerate implementation of MMP phases to attain scheduled data 
collections and analysis and closely monitor implementation of 
MMP phases to limit any further delays. 

SSA Comment 

We acknowledge that delays in implementation of the customer 
segment analyses have taken place. Because information about 
needs and expectations of all customer groups is critical to our 
Vision 2010 gap analysis and project implementation (where we 
need to examine a full body of data from all customer groups), 
accelerated implementation is desirable. Therefore, we will find 
ways to accelerate our data collection and analysis capacity. 

In reference to TLC, although we would like to have had an 
earlier start on the pilot, we chose and carried out a design and 
development plan that deferred implementation in favor of 
thorough and comprehensive preparation for the pilot. We believe 
the payoff was greater participation and acceptance by hundreds 
of employees and an ultimately smoother launch of the pilot. The 
TLC is currently being piloted in 65 sites. Based on pilot 
results which will identify the most cost-effective way of 
collecting these data, we will begin national implementation. 



Recommendation 8 

Conduct a more in-depth analysis of operational data and customer 
satisfaction information to ensure that customer expectations, 
operational data, and Agency performance and Vision 2010 goals 
are consistent. 

Comment 

We fully understand the importance of integrating customer 
feedback, performance goals, operational performance and 
strategic planning. To this end, as we pursue our 2010 vision, 
we will use MMP data to “refresh” the vision and ensure that the 
vision remains consistent with changing customer needs and 
expectations. 
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