












FYTD 2024 
April

FYTD 2025 
April

FYTD 2026
April

Change FYTD 
April 2024 to 2026

FIELD OFFICE
Total Field Office Visitors 18,604,974               17,699,946               16,885,031               -9.2%
Field Office Visitor Appointment Volume 976,705 4,332,930 5,562,842 469.6%
Field Office Overall Wait Time (minutes) 29.7 23.4 20.8 -30.0%
Field Office Wait Time with Appointment (minutes) 6.8 6.4 5.9 -13.2%
PHONES
800 Number and Field Office Phone Customers Served 37,768,105               58,916,215               53,514,670               41.7%
800 Number Calls Received 48,207,012               58,797,753               48,255,609 0.1%
800 Number Answer Rate 54.7% 48.4% 75% 20.3%
800 Number Average Speed of Answer (ASA) (minutes) 34.0 20.3 8.4 -75.3%
800 Number Customers Served by Agents 16,292,029               17,495,615               22,874,953               40.4%
800 Number Customers Served by Self-Service 6,748,144 24,687,324               13,163,551               95.1%
800 Number Customers Served by Agents+Self-Service 23,040,173               42,182,939               36,038,504               56.4%
Field Office Calls Received 33,525,461               43,713,547               32,102,184 -4.2%
Field Office ASA (minutes)1/ N/A N/A 13.9 N/A
Field Office Callers Served by Agents 14,727,932               15,338,955               11,782,238               -20.0%
Field Office Callers Served by Self-Service - 1,394,321 5,693,928 N/A
Field Office Callers Served by Agents+Self-Service 14,727,932               16,733,276               17,476,166               18.7%
WEB
Website Scheduled Downtime (hours per week) 29 29 0 -100.0%
Online Transactions Completed 280,960,681             349,992,109             385,227,116             37.1%
Total my Social Security  Accounts 83,811,226               93,093,074               101,520,735             21.1%
DISABILITY
Initial Disability Processing Time (days) 229.5 231.8 194.7 -15.2%
Initial Disability Claims Pending 1,246,050 999,583 852,875 -31.6%
Hearings Processing Time (days) 357 285 266 -25.5%
PROCESSING CENTER
Processing Center Receipts (daily average) 44,000 45,000 41,000 -6.8%
Processing Center Items Pending 5,214,871 6,199,830 4,863,017 -6.7%
AGENCY
Total Contacts (In-Office, Telephone, Online) 381,298,128             470,203,354             482,455,370 26.5%

FY 2024
Annual

FY 2025
Annual

FYTD 2026
April

Change FY 2024 to 
FYTD 2026

CONTROL ITEMS
Open Audit Recommendations  (Inspector General and Government 
Accountability Office) 211 164 84 -60%
Total Remaining Cost Savings from Unimplemented Audit 
Recommendations (Inspector General)2/ $18 billion $7 billion $2 billion -$16 billion
STAFF
Annualized Full-Time Permanent (FTP) Agency Attrition3/ 7.3% 10.9% 6.0% -18.2%
Total Agency FTP Staff on Duty4/ 56,645 50,801 48,430 -15%
Total Field Office Staff on Duty (all employment categories) 23,845 23,610 22,652 -5%
*Fiscal year-to-date (FYTD) includes beginning of October through end of April.

2/ GAO does not provide cost savings for audit recommendations.

4/ Represents full-time permanent staff on duty, consistent with external reporting, and excludes other employment categories (e.g., temporary, part-time) and Inspector General staff.
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1/ Field office ASA data is not comparable to prior years, because FY 2026 was the first full year with Amazon Web Services (AWS) fully integrated in all field offices.  The previous telephone platform used
a different data structure than AWS.

3/ Agency attrition for FY 2026 is an estimate and excludes individuals who participated in the deferred resignation program (DRP).  Attrition including DRP would be 8.4 percent in FY 2026.


