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SOCIAL SECURITY

Frank J. Bisignano, Commissioner

September 16, 2025

The Honorable Elizabeth Warren
U.S. Senate
Washington, DC 20510

Dear Senator Warren:
I received your September 5, 2025 letter sharing your staft’s analysis of data published on our

performance webpage. Our dedicated career employees at the Social Security Administration
(SSA) completed a thorough review of your staff’s analysis and identified major inaccuracies.

As shown in the enclosure, SSA currently reports nearly three times the number of data elements
on the performance webpage under the Trump Administration (30) than it did under the Biden
Administration (11). In addition, under the Trump Administration, SSA continues to report the
same data elements in other reports to Congress that it did under the Biden Administration.
These facts conclusively demonstrate that you are wrong in alleging a lack of transparency at
SSA. In fact, SSA is more transparent now than under the last administration.

You also make a completely unfounded allegation that I am attempting to “cover up growing
dysfunction” at SSA. Here again, the facts do not support your claims. The truth is we have
achieved an across-the-board improvement in customer service at SSA compared to the last
administration, including shorter wait times on the phones and in offices, as well as reduced
backlogs. In total, 81 percent of the data elements are substantially better while serving more
customers than under the last administration, and the remaining 19 percent are fundamentally
equal with small variance. This improvement is due to instituting world-class performance
management at SSA, which requires expanded and more rigorous key performance indicators
(KPI).

As I have said on many occasions, our vision is to transform SSA into a digital-first agency—
one that operates at peak efficiency and provides outstanding service to everyone, whether they
call, come into a field office, or choose to manage their benefits online. Through continuous
monitoring and action on all of our KPIs, we will achieve that vision. Further, as we continue our
journey to operational excellence, we will identify additional KPIs, which we will include on the
performance webpage and in other reports to Congress.

Our career employees are available to provide technical assistance to your staff so that you avoid
publishing erroneous information in the future. They bring with them many years of experience
collecting, analyzing, and reporting SSA performance data. While we are happy to offer their
expertise to guide and better inform your oversight of SSA, we will continue to rely on the
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existing performance webpage and other reports to Congress to keep you informed of our
progress.

I urge you, once again, to join us in the work to improve customer service at SSA.
Fearmongering and reckless lies that Social Security is going away is not productive. The
misinformation you are spreading through your “Social Security War Room” only serves to
further divide and polarize the country at a time when we need unity.

I have consistently worked with you in good faith to clarify what I had hoped were simple
misunderstandings on your part about the customer service turnaround happening at SSA. I
replied to your myriad correspondences; I personally briefed you in your office and had my staff
organize a follow-up briefing for your staff; I jointly agreed with you to conduct an independent
audit of SSA’s longstanding National 800 Number data; I expanded the amount of data SSA
reports on its website; I invited you to visit a Massachusetts field office with me; and I have now
provided you a detailed analysis that conclusively demonstrates SSA is more transparent and
performing better under my watch than under the last administration.

The time has come to stop weaponizing Social Security. The American people do not want a
“Social Security War Room.” They want their leaders to protect and preserve Social Security,
just as President Trump has promised. By improving service and stewardship at the agency, we
are clearly working to ensure that Social Security remains a cornerstone of economic security for
another 90 years and beyond. On the other hand, by spreading baseless allegations against SSA,
you demonstrate that you do not actually want SSA to deliver a better customer experience to the
American people. On behalf of the more than 300 million Americans depending on SSA, I am
committed to nothing less than complete success in everything that we do.

Sincerely,

A

Frank J. Bisignano

Enclosure
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SSA Response to Senator Warren Letter Dated September 5, 2025

Comparison of Public Performance Data, Biden Admin vs Trump Admin

Trump

. ! Other Results Results
Type of Data AB(;C::I?I Adm": Locations | Fiscal Yearto | Fiscal Year to Resu[&suMgzzzg 25to
(©er | Reported | Date Aug 2024 | Date Aug 2025 g
Disability Benefits
Current Average Processing
: o L APR, COP Year to Date: Year to Date:
Time for Initial Disability v x ’ ’ 221 days
Determinations (in days) MRCS 231 days 228 days
Current Total Number of APR, COP,
Completed Disability Claims X * | MRCS 2,036,005 2,168,200 819,294
Current Percentage of
Disability Benefit o o o
Appointments Held Within 28 X X None 63% 80% 75%
Days
Current Percentage of o o o
Disability Claims Filed Online X ¥ |None 59% 64% 65%
Initial Disability Determination ) )
Average Processing Times (by v x ':‘/IPR%SCOP’ Yeza3r1tc(>jg)a§e. YezagSt%g)aste. 221 days
fiscal year) y y
Initial Disability Determination '}ﬂ?g 222226 g:yss
Average Processing Times (by v v MRCS 231 days 217 days ' Y

month)

July: 220 days
Aug: 217 days

Other Locations Reported Key: Annual Performance Report (APR); Congressional Operating Plan (COP); Monthly Report to Congressional Staff (MRCS)
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Type of Data

Biden
Admin

Trump
Admin

(current
page)

Other
Locations
Reported

Results
Fiscal Year to
Date Aug 2024

Results
Fiscal Year to
Date Aug 2025

Results May 2025 to

Aug 2025

National and Regional
Disability Determination
Average Processing Times
(monthly)

None

NE: 188 days
MW: 208 days
SW: 245 days
SE: 283 days

NE: 168 days
MW: 191 days
SW: 263 days
SE: 278 days

May:
NE: 167 days
MW: 188 days
SW: 264 days
SE: 275 days

June:
NE: 160 days
MW: 184 days
SW: 262 days
SE: 267 days

July:
NE: 159 days
MW: 183 days
SW: 263 days
SE: 265 days

August:
NE: 155 days
MW: 179 days
SW: 263 days
SE: 255 days

Field Office and State DDS
8 Disability Determination
Average Processing Times

None

N/A

N/A

N/A

Number of Pending Initial
9 Disability Determinations (by
fiscal year and monthly)

APR, COP,
MRCS

1,199,676

907,072

May: 973,969
Jun: 956,912
Jul: 935,814
Aug: 907,072

Other Locations Reported Key: Annual Performance Report (APR); Congressional Operating Plan (COP); Monthly Report to Congressional Staff (MRCS)
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. Trump Other Results Results
Type of Data E:::I?I Adm": Locations | Fiscal Yearto | Fiscal Yearto Resul;suM%ZZg 25to
(©rel’ | Reported | Date Aug 2024 | Date Aug 2025 g
" —_ Received: Received:
Number of Initial Disability 2,145,138 1,934,834 | Received: May—Aug 737,062
Claims Received and APR, COP, .
10 Completed (by fiscal year and X X MRCS Completed: May—-Aug
monthly) Completed: Completed: 824,867
onthly 2,036,005 2,168,200
Number of Initial Disability APR. COP 'fj"lf‘g’ ggg’gfg
11 | Claims Pending (by fiscal year v v MRdS ' 1,199,676 907,072 Jul'. 935 ,814
and monthly) Aug: 907,072
Percentage of Disability May: 79%
Benefit Appointments Held o o Jun: 75%
12| Within 28 Days (by fiscal year | > x | None 63% 80% Jul: 76%
and monthly) Aug: 70%
- (0]
Percentage of Disability IEJ/IL?X 255;)
13 | Claims Filed Online (by fiscal x x None 59% 64% Ul 64%
year and monthly) Aug: 64%
May:
Initial DIB: 226 Days (72%)
Recon: 246 days (18%)
Hearing: 283 days (10%)
June:

T . . Monthly Results | Monthly Results | Initial DIB: 222 days (71%)
Er']sdag”e'ze'::t‘;czs;”gaTS'g‘seS Initial DIB: Initial DIB: Recon: 241 days (19%)
Processod atglnitial 231 days (70%) | 217 days (68%) | Hearing: 288 days (10%)

14 Reconsideration ar,1d Hearin * x None Recon: Recon: July:
. ’ g 240 days (18%) | 239 days (20%) | Initial DIB: 220 days (70%)
Levels (by fiscal year and L L . 0
monthly) Hearing: Hearing: Recon: 240 days (20%)
y 324 days (12%) | 279 days (12%) Hearing: 285 days (10%)
Aug:
Initial DIB: 217 days (69%)
Recon: 239 days (21%)
Hearing
279 days (10%)

Other Locations Reported Key: Annual Performance Report (APR); Congressional Operating Plan (COP); Monthly Report to Congressional Staff (MRCS)
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Trump Other Results Results

Biden | Admin Results May 2025 to

Type of Data . Locations Fiscal Year to Fiscal Year to
Admin | (current | Reported | Date Aug 2024 | Date Aug 2025 Aug 2025
Current Average Processing APR. COP
15 | Time for Hearing Decisions (in v v MRdS ' 345 days 284 days 283 days
days)
Current Total Number of APR, COP,
16 Completed Disability Hearings X X MRCS 389,113 359,081 143,835
Hearing Decision Averaqe Month: Month: May 2025: 283 days
17 Procesgsin Time (b fisc?al x v MRCS 324 days 279 days Jun 2025: 288 days
ear and n%’mnthl ) y Year to Date: Year to Date: Jul 2025: 285 days
y y 345 days 284 days Aug 2025: 279 days

Map of Hearing Decision
18 | Average Processing Times at x x None N/A N/A N/A
Each Hearing Office

Filed: Filed: Filed:
Number of Hearings Filed and APR, COP, 333,278 367,915 May—Aug 151,031
19 | Decisions Issued (by fiscal x x AP
MRCS L L Decisions:
year) Decisions: Decisions: Mav—Auq 143 835
389,113 359,081 y=AUg 199,
Filed (Aug): Filed (Aug):
Number of Hearings Filed and 38,133 45,424
20 Decisions Issued (by month) X X MRCS Decisions (Aug): | Decisions (Aug): N/A
42,606 43,560

Other Locations Reported Key: Annual Performance Report (APR); Congressional Operating Plan (COP); Monthly Report to Congressional Staff (MRCS)
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. Trump Other Results Results
Type of Data E:::::I Adm": Locations | Fiscal Yearto | Fiscal Year to Resul;suM%zzg 25to
‘°p”a’;§;‘ Reported | Date Aug 2024 | Date Aug 2025 9
May: 274,337
Number of Hearings Pending APR, COP, Jun: 276,217
21 (by fiscal year and monthly) v v MRCS 265,984 279,857 Jul: 278,046
Aug: 279,857
. May: 246 days
Current Average Processing :
22 | Time for Disability x x | APR COP, 230 days 241 days Jun: 241 days
. X - MRCS Jul: 240 days
Reconsideration Decisions )
Aug: 239 days
Current Total Number of APR, COP,
23 Completed Reconsiderations X X MRCS 472,545 551,836 222,015
Reconsideration Decision Aug: 240 days | Aug: 240 days May: 246 days
24 | Average Processing Times (by X X APR, COP, Jun: 241 days
fiscal year and monthly) MRCS Year to Date: Year to Date: Jul: 240 days
y y 230 days 241 days Aug: 239 days
Current Reconsideration
25 | Decision Average Processing x x None N/A N/A N/A
Times by State
May: Rcvd 63,478
Received: Received: \CJ:SerII'\?;SS g: ;Zg
Number of Reconsiderations 517,504 595,839 ' ’
; APR, COP, Completed 58,471
26 | Received and Completed (by x x _
p MRCS , , Jul: Rcvd 49,217
iscal year and monthly) Completed: Completed: C leted 60.906
472,545 551,836 ompeted o
’ ’ Aug: Rcvd 65,747
Completed 87,392

Other Locations Reported Key: Annual Performance Report (APR); Congressional Operating Plan (COP); Monthly Report to Congressional Staff (MRCS)
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. Trump Other Results Results
Type of Data E:::::I Adm": Locations | Fiscal Yearto | Fiscal Year to Resul;suM%ZZg 25to
‘To‘;’;g‘ Reported | Date Aug 2024 | Date Aug 2025 9
. . May: 371,959
Number of Reconsiderations ’
: ; APR, COP, June: 377,288
27 rieor;]?;]r;g)(by fiscal year and x x MROS 324,648 371,995 July: 376,843
y August: 371,995
In-person: 16% | In-person: 14%
Traditional Traditional m?g;régrgmz‘l%%z
. . H . 0 1 . 0, "
8 Hearings Helq by Service x v MRCS Video: 2_A> . Video: 1_A> . Traditional Video: 0.5%
Channel (by fiscal year) Telephone: 68% | Telephone: 70% . =0
X e X L Telephone: 70%
Online Video: Online Video: Online Video: 18%
14% 15% e
In-person: 17% | In-person: 12%
Traditional Traditional
Hearings Held by Service Video: 2% Video: 0.3%
29 Channel (by month) X v MRCS Telephone: 68% | Telephone: 70% N/A
Online Video: Online Video:
14% 18%
Retirement and Survivor
Benefits
Current Percentage of Claims o o o
30 Processed Timely v v MRCS 81% 84% 86%
Current Total Number of APR, COP,
31| Completed Benefits Claims x v | MRCS 6,283,737 6,743,998 2,684,173
30 C_urrent P_ercentage of Claims x x MRCS 60% 63% 59%
Filed Online
Current Percentage of Benefits o o o
33 Appointments within 28 Days X X None 44% 43% 44%

Other Locations Reported Key: Annual Performance Report (APR); Congressional Operating Plan (COP); Monthly Report to Congressional Staff (MRCS)
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. Trump Other Results Results
Type of Data E:::::I Adm": Locations | Fiscal Yearto | Fiscal Year to Resul;suM%zzg 25to
‘To‘;’;g‘ Reported | Date Aug 2024 | Date Aug 2025 9
Percentage of People May: 81%
34 Receiving Benefits on Time or x v MRCS Year to Date: Year to Date: Jun: 84%
within 2 Weeks of Applying (by 81% 84% Jul: 87%
fiscal year and monthly) Aug: 87%
Percentage of People
Receiving Benefits on Time or
35 | within 2 Weeks of Applying (by | = x| None N/A N/A N/A
local field office)
, . . Received: Received: Received: May—Aug
o | e | e | x| SE07es | Tirzes
monthly) Completed: Completed: Completed: May—Aug
y 6,283,737 6,743,998 2,684,173
May: 487,691
Benefit Claims Pending (by Jun: 415,953
37 fiscal year and monthly) X X None 364,016 333,620 Jul: 374,490
Aug: 333,620
Percentage of Benefit Claim May: 42%
Appointments Scheduled o o Jun: 42%
38 within 28 Days (by fiscal year X X None 44% 43% Jul: 46%
and monthly) Aug: 45%
- 0
Percentage of Claims Filed '\jlszj 650?’/)
39 | Online (by fiscal year and x x MRCS 60% 63% Jul" 60°/Z
monthly) Aug: 59%
May: 81%
Percentage of Claims o o Jun: 84%
40 Processed Timely (by month) X v MRCS 83% 87% Jul: 87%
Aug: 87%
Phone Metrics
41 g::;e)nt Call Wait Time (Live x x None N/A N/A N/A
49 CL_Jrrent Callback Wait Time % % None N/A N/A N/A
(Live Data)

Other Locations Reported Key: Annual Performance Report (APR); Congressional Operating Plan (COP); Monthly Report to Congressional Staff (MRCS)
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Trump Other Results Results

Biden | Admin Results May 2025 to

Type of Data . Locations Fiscal Year to Fiscal Year to
Admin | (current | Reported | Date Aug 2024 | Date Aug 2025 Aug 2025
43 | My Social Security” Online % v None 0 min 0 min 0 min

Services Wait Time

Current Number of Callers
a4 Waiting on Hold (Live Data) X X None N/A N/A N/A

Current Number of Callers

45 | Waiting for Callback (Live x x None N/A N/A N/A
Data)
Current Average Speed of APR, COP, Year to Date: Year to Date: .
46 Answer v v MRCS 29 min 16 min 10 min
47 | Current Answer Rate v v None 58% 55% 70%
48 | Average Service Time x x None 10 min 9 min 9 min
49 | Agent Busy Rate x x Q‘DR%SCOP’ 0.9% 6% 2%
50 | Gurrent Total Customers x v |MRcs 36,851,829 62,694,290 20,511,351
Served
51 | Average Daily Call Volume x x None 302K 368K 324K

5p | Total Customers Served Trend | x | MRCS 36,851,829 62,694.290 20,511,351

(by fiscal year and monthly)
May—-Aug: 324K

Average Daily Call Volume May: 335K
53 | Trend (by fiscal year and x x None 302K 368K Jun: 350K
monthly) Jul: 306K
Aug: 307K
May—Aug: 33 min

- May: 59 min

54 (Ab"e][iigzlczgxiﬁ Ergr?t;“;”d x x | None 41 min 57 min Jun: 1 hr 5 min
y y y Jul: 21 min
Aug: 22 min

Other Locations Reported Key: Annual Performance Report (APR); Congressional Operating Plan (COP); Monthly Report to Congressional Staff (MRCS)
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. Trump Other Results Results
Type of Data E:::::I Adm": Locations | Fiscal Yearto | Fiscal Year to Resul;suM%zzg 25to
‘°p”a’;§;‘ Reported | Date Aug 2024 | Date Aug 2025 9
May—Aug: 1 hr 23 min
. May: 1 hr 39 min
55 Aver'age Callback Time Trend x x None 1 hr 11 min 1 hr 53 min Jun: 1 hr 55 min
(by fiscal year and monthly) Jul: 60 min
Aug: 1 hr4 min
May—Aug: 10 min
Aug: 21 min Aug: 9 min May: 12 min

56 Average Speed of Answer (by X v MRCS Year to Date: Year to Date: Jun: 13 min
fiscal year and monthly) : : ) .

29 min 16 min Jul: 8 min
Aug: 9 min

Percentage of Callers that . @m0 . oo May—Aug: 70%
Reach a Representative, Aug: 62% Aug: 75% May: 67%

57 | known as “Answer Rate,” v v None ) ) Jun: 60%
Trend (by fiscal year and Yeagtgo/Date' Yea%tg(,/Date' Jul: 78%
monthly) ° ° Aug: 75%

May—Aug: 9 min
. . Aug: 9 min Aug: 8 min May: 9 min
58 'g)veazgglsgx(;i?mgn-trﬁr;d x x None Year to Date: Year to Date: Jun: 9 min
y y y 10 min 9 min Jul: 8 min
Aug: 8 min
May-Aug: 2%
Aug: 0% Aug: 0.5% May: 1%
59 ngcear;t Z:fg?;:ﬁg;;?d)(by x x MRCS Year to Date: Year to Date: Jun: 5%
y y 0.9% 6% Jul: 1%
Aug: 1%
May-Aug: 71%
Percentage of Calls Handled Aug: 48% Aug: 62% May: 81%

60 | by Callback Trend (by fiscal x x None Year to Date: Year to Date: Jun: 80%

year and monthly) 31% 73% Jul: 65%
Aug: 62%
Number of Calls Handled by

61 | Callback (for past 2 fiscal X v None 8,004,921 21,533,043 8,518,047

years)

Other Locations Reported Key: Annual Performance Report (APR); Congressional Operating Plan (COP); Monthly Report to Congressional Staff (MRCS)
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. Trump Other Results Results
Type of Data E:::::I (Acgrr"l':: Locations | Fiscal Yearto | Fiscal Year to Resul;suM%zzg 25to
page) Reported Date Aug 2024 | Date Aug 2025 g
MRCS
Number of Calls Handled by (included as
62 | Self-Service Options (for past X v combined 11,245,943 33,134,547 8,447,223
2 fiscal years) self-service
+ agent)
MRCS
Number of Calls Handled by (included as
63 | Agents, including Callbacks x v combined 25,605,886 29,559,743 12,064,128
(for past 2 fiscal years) self-service
+ agent)
All Service Channels
Online: 413M Online: 498M Online: 143M
800 Number 800 Number: 800 Number Calls: 28M
Number of Customer Calls: 72M 87M Field Office Calls: 21M
64 | Requests for Service (by fiscal x v None Field Office Field Office Field Office Visits: 11.4M
year) Calls: 53M Calls: 64M
Field Office Field Office
Visits: 29M Visits: 29M
Metrics Currently on SSA.gov and not listed
in Senator Warren’s 9/5/25 Letter
65 g”".ceSSf”"y Completed x v | MRcs 413M 498M 143M
nline Transactions
66 | 800# Total Calls Received x v MRCS 72,133,039 86,826,072 28,028,319
67 Field Office Visitors x v MRCS Aug only: 3.2M | Aug only: 3.2M Average May—-Aug: 2.9M
(monthly)
68 (F(':‘ﬂ‘rjn(b)i‘:g‘g)wa't Time x v | MRCs 30 min 23 min 21 min

Other Locations Reported Key: Annual Performance Report (APR); Congressional Operating Plan (COP); Monthly Report to Congressional Staff (MRCS)
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. Trump Other Results Results
Type of Data E:::::I Adm": Locations | Fiscal Yearto | Fiscal Yearto Resul;suM%ZZg 25to
(©rel’ | Reported | Date Aug 2024 | Date Aug 2025 g
69 Field Office Wait Time (with x v MRCS 7 min 6 min 6 min
appt)
70 Z;)e;?) Office Wait Time (without | v | MRCs 31 min 28 min 27 min
71 P_ercent of Fl_eld Office Visitors x v MRCS 8% 38% 37%
with an appointment (monthly)
72 | My Social Security x v | MRcs 15,716,852 18,720,645 5,609,720
Registrations

Other Locations Reported Key: Annual Performance Report (APR); Congressional Operating Plan (COP); Monthly Report to Congressional Staff (MRCS)
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