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s A MESSAGE FROM
%ls THE COMMISSIONER

| am pleased to present the Social Security Administration’s Fiscal Year (FY) 2012 Annual
Performance Plan (APP) and Revised Final Plan for FY 2011. This Plan describes our next
steps toward achieving the goals and objectives in our current Agency Strategic Plan

(FY 2008-FY 2013). It outlines our priorities and establishes our performance commitments
to the American public.

We would not be on track to achieve the goals in our strategic plan if we had not made such significant progress

in the last three years. Despite the dramatic growth in our workloads due to the recession, increased employee
productivity, new initiatives, and improved funding allowed us to reverse the trend of declining service and an
increasing hearings backlog. We have shortened the wait for a hearing decision by one-third. We decided over one-
half million of the oldest, most-complex hearing requests. Some hearing requests were as old as 1,400 days in 2007,
but at the end of FY 2010, we have virtually no cases waiting over 825 days.

In FY 2010, callers to our National 800 Number had the shortest wait time and lowest busy signal rates since we
began measuring these statistics nearly a decade ago. We have improved quality in the initial disability process
and increased our program integrity work, which has resulted in increased payment accuracy in the Supplemental
Security Income program. In addition, we introduced the three best online services in the Federal Government, as
measured by the University of Michigan public satisfaction survey.

With adequate and timely funding and the ongoing dedicated work of our employees, we will continue to deliver on
our promises to the American public.

¢ We will continue to reduce our disability backlogs. Eliminating our hearings backlog remains our number one
priority.

¢ We will use technology to reduce our backlogs, improve service, and target our program integrity activities.
For example, we are capitalizing on advances in video technology and our electronic processes. We established
centralized National Hearing Centers to assist our most heavily backlogged hearing offices. We built on
the success of these offices by creating centralized units in the States to assist the most stressed Disability
Determination Services locations, the State offices that make the initial disability application decisions. In
addition, we plan to expand video technology to improve service in our local field offices.

e We will increase the number of Internet services. We have developed faster and easier online services to meet
the public’s expectations and to keep pace with the increase in recession-driven claims. For example, we just
released our Spanish Retirement Estimator, the first Federal interactive online application in Spanish, and plan
additional Spanish applications.

President Obama stated that the Social Security programs are “a lasting promise that we can retire with dignity and
peace of mind that workers who become disabled can support themselves, and that families who suffer the loss of
a loved one will not live in poverty.” Every day the men and women in our agency work hard to keep that promise to
the millions of Americans who turn to us for help.

Michael J. Astrue
Commissioner
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OUR VALUES

OUR MISSION

Deliver Social Security services that meet the changing needs of the public

OUR VISION

Provide the highest standard of considerate and thoughtful service for generations to come

OUR MOTTO

Social Security Benefits America

OUR SERVICE PRINCIPLES

We serve with empathy, creativity, integrity, and “an unbeatable determination to do the job at hand” by following
these service principles:

Adherence to the law

Clarity

Commitment to best demonstrated practices
Cultural sensitivity
Honesty
Prevention of waste, fraud, and abuse
Protection of privacy and personal information
Recruitment and training of the best public servants

Safety of the public and our employees
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SUMMARY OF OUR GOALS
AND OBJECTIVES

ELIMINATE OUR HEARINGS BACKLOG
AND PREVENT ITS RECURRENCE

Increase our capacity to hear and decide cases

Improve our workload management practices throughout the hearings process

IMPROVE THE SPEED AND QUALITY
OF OUR DISABILITY PROCESS

Fast-track cases that obviously meet our disability standards

Make it easier and faster to file for disability benefits online

Regularly update our disability policies and procedures

IMPROVE OUR RETIREE AND OTHER CORE SERVICES

Dramatically increase baby boomers’ use of our online retirement services

Provide individuals with accurate, clear, up-to-date information
Improve our telephone service
Improve service for individuals who visit our field offices

Process our Social Security Number workload more effectively and efficiently

PRESERVE THE PUBLIC'S TRUST IN OUR PROGRAMS

Curb improper payments

Ensure privacy and security of personal information
Maintain accurate earnings records
Simplify and streamline how we do our work
Protect our programs from waste, fraud, and abuse

Use “green” solutions to improve our environment
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EXECUTIVE SUMMARY

We respectfully present our Annual Performance Plan (APP) for Fiscal Year (FY) 2012 and Revised Performance Plan
for FY 2011. For 75 years, we have administered our Nation’s most successful and popular domestic program. The
goal of our APP is to help the public, Congress, and our stakeholders understand what we will do to achieve the goals
and objectives outlined in our Agency Strategic Plan (ASP) for FY 2008 through FY 2013.

We continually seek to improve our business processes, policies, and procedures to uphold the principles of good
government, accountability, integrity, and transparency. These principles, which form the basis of the Government
Performance and Results Act, improve government performance and ensure accountability by linking resources to
results.

Our APP indicates how we will use our FY 2012 budget to accomplish our four strategic goals: 1) eliminate our
hearings backlog and prevent its recurrence; 2) improve the speed and quality of our disability process; 3) improve
our retiree and other core services; and 4) preserve the public’s trust in our programs. It covers each program
activity, including initiatives and performance measures, proposed in our FY 2012 budget request. As part of that
discussion, we will outline our priority goals and use of American Recovery and Reinvestment Act (Recovery Act)
funds.

In support of the President’s government-wide initiative to build a high performance government, we identified four
priority goals to focus our efforts over the next two years. These goals are a subset of the goals we regularly monitor
and report in our APP and our Performance and Accountability Report.

In FY 2009, Congress provided us with over $1 billion in additional resources in the Recovery Act to handle the huge
unexpected increase in benefit applications caused by the economic downturn and to replace our aging national
computer center. We are spending our Recovery Act funds effectively, and we are making progress toward the goals
we outlined in our Recovery Act program plans.

We will use our FY 2012 budget to complete the retirement claims we receive, reduce the disability backlogs,
increase program integrity efforts, address other critical workloads, and maintain our aging infrastructure. We

are investing in service and infrastructure improvements to provide a better experience for the public to conduct
business with us via the Internet, telephone, video service, or a visit to our field offices. We will continue to invest
in our employees and information technology, as they are essential to achieving our mission. Adequate funding will
allow us to fulfill these commitments to the American people.
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GUIDE TO THE
ANNUAL PERFORMANCE PLAN
FOR FY 2012 AND REVISED FINAL
PERFORMANCE PLAN FOR FY 2011

We deliver services through a nationwide network of 1,500 offices that includes regional offices, field offices
(including card centers), teleservice centers, processing centers, hearing offices (including satellite offices, National
Hearing Centers, and National Case Assistance Centers), the Appeals Council, and our headquarters located in
Baltimore, Maryland. We also have a presence in U.S. embassies around the globe. Most of our approximately
68,000 employees deliver direct service to the public or support the services provided by front-line workers.
Additionally, we depend on the work of over 18,000 employees of the Disability Determination Services in the States
and territorial partners.

Our field offices and card centers are the primary points for face-to-face contact with the public we serve. Our
teleservice centers provide National 800 Number telephone service (1-800-772-1213). Processing centers perform
a wide-range of work, such as claims and appeals processing, records maintenance, continuing eligibility reviews,
Medicare functions, and handling National 800 Number calls during periods of high call volume. Administrative Law
Judges and the Appeals Council decide appeals of Social Security and Supplemental Security Income claims.

In FY 2012, we will:

e Pay $802.9 billion in Federal benefits to over 61.4 million beneficiaries;

e Complete almost 7.9 million claims for benefits;

¢ Decide 823,000 hearing requests;

¢ Issue 18 million new and replacement Social Security cards;

¢ Issue 155 million Social Security Statements;

e Post 242 million earnings items to workers’ earnings records;

¢ Handle approximately 72 million National 800 Number transactions;

¢ Conduct over 1.4 million continuing disability reviews;

¢ Conduct over 2.6 million non-disability Supplemental Security Income redeterminations; and

e Complete over 100 million actions to keep beneficiary and recipient records current and accurate.

We operate a centralized headquarters location and
a decentralized network of 10 regional offices, which
currently oversee approximately:

e 1,300 field offices;

e 8 processing centers;

e 33 teleservice centers;

¢ 8 Social Security card centers;

e 154 hearing offices;

e 7 satellite offices; and

¢ 5 National Hearing Centers and

¢ 2 National Case Assistance Centers.
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GUIDE TO THE ANNUAL PERFORMANCE PLAN FOR FY 2012
AND REVISED FINAL PERFORMANCE PLAN FOR FY 2011

This Guide to the Annual Performance Plan for FY 2012 and Revised Final Performance Plan for FY 2011 lists our
major workloads and the supporting performance measures.

HEARINGS
PAGE PERFORMANCE MEASURE
14 1.1a Complete the budgeted number of hearing requests.

14 1.1b Achieve the budgeted goal for SSA hearings case production per workyear.

17 1.2a Achieve the target number of hearing requests pending.
17 1.2b Achieve the target to eliminate the oldest hearing requests pending.
18 1.2c Achieve the budgeted goal for average processing time for hearing requests.

APPEALS COUNCIL
PAGE PERFORMANCE MEASURE

18 1.2d Achieve the target to eliminate the oldest Appeals Council requests for review pending.

19 1.2e Achieve the target average processing time for Appeals Council requests for review.

DISABILITY CLAIMS

PAGE PERFORMANCE MEASURE

23 2.1a Achieve the target percentage of initial disability cases identified as a Quick Disability Determination or

a Compassionate Allowance.

23 2.1b Complete the budgeted number of initial disability claims.

24 2.1c Minimize average processing time for initial disability claims to provide timely decisions.

24 2.1d Disability Determination Services net accuracy rate for combined initial disability allowances and denials.
25 2.1e Disability Determination Services cases production per workyear.

25 2.1f Complete the target number of disability claims at the reconsideration level.

28 2.2a Achieve the target percentage of initial disability claims filed online.

28 2.2b Achieve the target number of initial disability claims pending.

28 2.2c Achieve the target number of disability claims pending at the reconsideration level.

33 2.3a Update the medical Listing of Impairments.

33 2.3b Increase the percentage of disability claims evaluated using health Information Technology.

34 2.3c Number of Disability Insurance and Supplemental Security Income disability beneficiaries, with Tickets
assigned, who work.

34 2.3d Number of Disability Insurance and Supplemental Security Income disability beneficiaries who earn four
quarters of work credit during the calendar year.
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GUIDE TO THE ANNUAL PERFORMANCE PLAN FOR FY 2012
AND REVISED FINAL PERFORMANCE PLAN FOR FY 2011

RETIREMENT CLAIMS

PAGE PERFORMANCE MEASURE

40 3.1a Percent of retirement, survivors, and health insurance claims receipts completed up to the budgeted
level.
40 3.1b Achieve the target percentage of retirement claims filed online.

PUBLIC INTERACTION
PAGE PERFORMANCE MEASURE

44 3.3a Achieve the target speed in answering National 800 Number calls.

44 3.3b Achieve the target busy rate for National 800 Number calls.

”

47 3.4a Percent of individuals who do business with SSA rating the overall services as “excellent,” “very good,”

or “good”.

PROGRAM INTEGRITY
PAGE PERFORMANCE MEASURE

49 3.5a Achieve the target percentage for correctly assigning original Social Security Numbers.

56 4.1a Complete the budgeted number of Supplemental Security Income non-disability redeterminations.
56 4.1b Increase the budgeted number of continuing disability reviews.

57 4.1c Percent of Supplemental Security Income payments free of overpayment and underpayment error.
58 4.1d Percent of Old Age Survivors, and Disability Insurance payments free of overpayment and

underpayment error.
58 4.1e Increase the number of transactions received through the Access to Financial Institutions program.
62 4.3a Reduce the target percentage of paper Forms W-2 completed.

65 4.5a Receive an unqualified audit opinion on SSA’s financial statements.

GREEN SOLUTIONS
PAGE PERFORMANCE MEASURE

67 4.6a Replace gasoline-powered vehicles with alternative-fuel vehicles.

67 4.6b Develop and implement an agency Environmental Management System.
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PRIORITY GOALS

Our country faces extraordinary challenges, and we must transform our government to operate more effectively and
more efficiently. In support of the President's government-wide initiative to build a high performance government
capable of addressing the challenges of the 21st century, we identified four Priority Goals. These goals, which we will
focus on over the next 2 years, have a high direct value to the public and meet our strategic goals. Our Priority Goals
are:

Increase the Number of Online Applications: The public expects the convenience of online services and we plan to
meet the demand. In 2012, our goals are to:

e Achieve 50 percentage of total retirement claims filed online; and
e Achieve 38 percentage of total initial disability claims filed online.

Issue More Decisions for People Who File for Disability: We will continue our efforts to lower the disability backlog
and accurately complete claims. We will also ensure that people with severely disabling conditions will receive an
initial claims decision within 20 days of filing an application. Finally, we will reduce the time it takes a person to
receive a hearing decision to an average of 270 days by 2013. In 2012, our goals are to:

e Complete 3.268 million initial disability claims;

e Achieve 5.5 percent of initial disability cases identified as a Quick Disability Determination or a Compassionate
Allowance; and

e Complete 823,000 hearing requests.

Improve Our Customers’ Service Experience on the Telephone, in Our Field Offices, and Online: To improve our
customers’ service experience and provide the services the public expects and deserves, we will improve telephone
service on our National 800 Number. We will also improve the public’s overall satisfaction with the services they
receive. By 2012, our goals are to:

e Achieve an average speed of answer rate of 262 seconds on our National 800 Number;

¢ Achieve a busy rate for National 800 Number calls of 6 percent; and

e Raise our overall rating of “excellent,” “very good,” or “good” given by individuals who do business with us to
83.5 percent.

Ensure Effective Stewardship of Our Programs by Increasing Our Program Integrity Efforts: We will continue to
demonstrate an unyielding commitment to sound program integrity efforts by minimizing improper payments and
strengthening our efforts to protect program dollars from waste, fraud, and abuse. In 2012, our goals are to:

e Complete 592,000 full medical continuing disability reviews, an increase of 82 percent over FY 2010; and
e Complete 2.622 million Supplemental Security Income non-disability redeterminations.
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AMERICAN RECOVERY AND
REINVESTMENT ACT OF 2009

In FY 2009, Congress recognized that we were receiving substantially increased numbers of new claims and other
work because of the economic downturn. Congress also recognized our need to replace our aging national data
center. To help us handle this additional work, Congress provided us with over $1 billion in additional resources in
the American Recovery and Reinvestment Act (Recovery Act).

We received $500 million, available through FY 2010, to help address our increasing disability and retirement
workloads. This funding allowed us to invest in our front line operational areas, enabling us to handle our additional
recession-related work. The funding also supports information technology acquisitions for the additional workload
processing funded from the Recovery Act, which allowed us to invest in health Information Technology.

The Recovery Act provided eligible Social Security beneficiaries and Supplemental Security Income recipients
received a one-time economic recovery payment of $250. We spent $43 million of the $90 million we received to
cover the administrative cost associated with issuing these payments and sending notices to all eligible persons, and
Congress rescinded the remaining $47 million.

Finally, Congress recognized the need to replace our aging National Computer Center (NCC). Congress appropriated
$500 million to build our new National Support Center (NSC). The NSC will house critical computer operations that
are necessary to provide service to all Americans and promptly and accurately pay benefits.

In FY 2011, we expect to finalize the NSC site selection by the end of the 2nd quarter, and to purchase the property
by the end of the 3rd quarter. In addition, we expect to initiate procurements for phases one and two of the design-
build construction by the end of the third quarter. We plan to award and begin construction of the NSC by the end of
FY 2012.
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AT-A-GLANCE
ANNUAL PERFORMANCE PLAN FOR FY 2012 AND
REVISED FINAL PERFORMANCE PLAN FOR FY 2011

The Government Performance and Results Act (GPRA) requires all Federal agencies to establish annual performance
measures and targets that connect their budget to performance. The following chart lists our GPRA performance

measures and targets for FY 2011 and FY 2012. We use these performance measures to gauge our progress in meeting
our strategic goals and objectives as outlined in our Agency Strategic Plan (www.socialsecurity.gov/strategicplan).
These measures specifically address how we will improve performance, effectiveness, and efficiency over the next two
fiscal years.

STRATEGIC GOAL 1:

ELIMINATE OUR HEARINGS BACKLOG AND PREVENT ITS RECURRENCE

Strategic Objective 1.1: Increase our capacity to hear and decide cases

Council requests for review

Performance Measure FY 2011 Target FY 2012 Target Page
1.1a | Complete the budgeted number of hearing requests 815,000 823,000 14
1.1b | Achieve the budgeted goal for SSA hearings case 107 107 14
production per workyear
Strategic Objective 1.2: Improve our workload management practices throughout the hearing process
Performance Measure FY 2011 Target FY 2012 Target Page
1.2a | Achieve the target number of hearing requests pending | 668,000 597,000 17
1.2b | Achieve the target to eliminate the oldest hearing Less than 0.5% of | Less than 0.5% of |17
requests pending hearing requests hearing requests
pending 775 days | pending 725 days
or older or older
1.2c | Achieve the budgeted goal for average processing time 373 days 326 days 18
for hearing requests
1.2d | Achieve the target to eliminate the oldest Appeals Less than 1% of Less than 1% of 18
Council requests for review pending Appeals Council Appeals Council
requests for requests for
review pending review pending
650 days or older | 600 days or older
1.2e | Achieve the target average processing time for Appeals 370 days 340 days 19
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7

SOCIAL SECURITY ADMINISTRATION



http://www.socialsecurity.gov/strategicplan

STRATEGIC GOAL 2:

IMPROVE THE SPEED AND QUALITY OF OUR DISABILITY PROCESS

Strategic Objective 2.1: Fast-track cases that obviously meet our disability standards

Performance Measure FY 2011 Target FY 2012 Target Page
2.1a | Achieve the target percentage of initial 5% 5.5% 23
disability cases identified as a Quick Disability
Determination or a Compassionate Allowance
2.1b | Complete the budgeted number of initial disability | 3,409,000 3,268,000 23
claims
2.1c | Minimize average processing time for initial 110 days 103 days 24
disability claims to provide timely decisions
2.1d | Disability Determination Services net accuracy 97% 97% 24
rate for combined initial disability allowances and
denials
2.1e | Disability Determination Services cases production | 275 279 25
per workyear
2.1f | Complete the target number of disability claims at | N/A 743,500 25
the reconsideration level
Strategic Objective 2.2: Make it easier and faster to file for disability benefits online
Performance Measure FY 2011 Target FY 2012 Target Page
2.2a | Achieve the target percentage of initial disability 34% 38% 28
claims filed online
2.2b | Achieve the target number of initial disability 709,000 632,000 28
claims pending
2.2c | Achieve the target number of disability claims N/A 116,600 28
pending at the reconsideration level
Strategic Objective 2.3: Regularly update our disability policies and procedures
Performance Measure FY 2011 Target FY 2012 Target Page
2.3a | Update the medical Listing of Impairments Develop and submit Publish 2 rules for 33
at least 3 regulatory public comments and
actions or Social 8 final rules
Security Rulings
2.3b | Increase the percentage of disability cases 500% above 100% above FY 2011 |33
evaluated using health Information Technology FY 2010 baseline performance
2.3c | Number of Disability Insurance and Supplemental | 114,310 118,544 34
Security Income disability beneficiaries, with
Tickets assigned, who work
2.3d | Number of Disability Insurance and Supplemental | 774,048 789,226 34

Security Income disability beneficiaries who
earned four quarters of work credit during the
calendar year
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STRATEGIC GOAL 3:

IMPROVE OUR RETIREE AND OTHER CORE SERVICES

Strategic Objective 3.1: Dramatically increase baby boomers’ use of our online retirement services

Performance Measure FY 2011 Target FY 2012 Target Page

3.1a | Percent of retirement, survivors, 100% 100% 40
and health insurance claims receipts (4,590,000) (4,627,000)
completed up to the budgeted level

3.1b | Achieve the target percentage of 44% 50% 40
retirement claims filed online

Strategic Objective 3.2: Provide individuals with accurate, clear, up-to-date information

There is no performance measure for this objective for FY 2011 and FY 2012.

Strategic Objective 3.3: Improve our telephone service

Performance Measure FY 2011 Target FY 2012 Target Page

3.3a | Achieve the target speed in answering 267 seconds 262 seconds 44
National 800 Number calls

3.3b | Achieve the target busy rate for National | 6% 6% 44
800 Number calls

Strategic Objective 3.4: Improve service for individuals who visit our field offices

Performance Measure FY 2011 Target FY 2012 Target Page

3.4a | Percent of individuals who do business 83.5% 83.5% 47
with SSA rating the overall services as
“excellent,” “very good,” or “good”

Strategic Objective 3.5: Process our Social Security Number workload more effectively and efficiently

Performance Measure FY 2011 Target FY 2012 Target Page

3.5a | Achieve the target percentage for 99% 99% 49

Numbers

correctly assigning original Social Security
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STRATEGIC GOAL 4:

PRESERVE THE PUBLIC’S TRUST IN OUR PROGRAMS

Strategic Objective 4.1: Curb improper payments

Performance Measure FY 2011 Target FY 2012 Target Page

4.1a | Complete the budgeted number of 2,422,000 2,622,000 56
Supplemental Security Income non-
disability redeterminations

4.1b | Increase the budgeted number of 1,388,000 1,442,000 56
continuing disability reviews

4.1c | Percent of Supplemental Security Income | 92% (O/P) 92.5% (O/P) 57
payments free of overpayment and 98.8% (U/P) 98.8% (U/P)
underpayment error

4.1d | Percent of Old-Age, Survivors, and 99.8% (O/P) 99.8% (O/P) 58
Disability Insurance payments free of 99.8% (U/P) 99.8% (U/P)
overpayment and underpayment error

4.1e |Increase the number of transactions 500,000 3,000,000 58
received through the Access to Financial
Institutions program

Strategic Objective 4.2 Ensure privacy and security of personal information

There is no performance measure for this objective for FY 2011 and FY 2012.

Strategic Objective 4.3 Maintain accurate earnings records

Performance Measure FY 2011 Target FY 2012 Target Page

4.3a | Reduce the target percentage of paper 15.5% 15% 62
Forms W-2 completed

Strategic Objective 4.4 Simplify and streamline how we do our work

There is no performance measure for this objective for FY 2011 and FY 2012.

Strategic Objective 4.5 Protect our programs from waste, fraud, and abuse

Performance Measure FY 2011 Target FY 2012 Target Page

4.5a | Receive an unqualified audit opinion on Receive an unqualified Receive an unqualified 65
SSA’s financial statements opinion opinion

Strategic Objective 4.6 Use “green” solutions to improve our environment

Performance Measure FY 2011 Target FY 2012 Target Page

4.6a | Replace gasoline-powered vehicles with 75% of FY 2011 inventory | 75% of FY 2012 inventory | 67
alternative-fuel vehicles replaced (28 vehicles) replaced (16 vehicles)

4.6b | Develop and implement an agency Establish performance Develop and implement | 67

Environmental Management System

objectives

an agency EMS
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STRATEGIC GOAL 1:
ELIMINATE OUR HEARINGS BACKLOG
AND PREVENT ITS RECURRENCE

Reduce the number of pending hearings to 466,000 by FY 2013;

Reduce the time it takes an individual to receive a hearing decision to an average

Agency Strategic Plan | ©f 270 days;

Long-Term Outcomes Increase productivity by automating labor-intensive tasks necessary to issue a hearing

decision; and

Establish standardized electronic hearing business processes.

For over fifty years, we have helped disabled workers and their families replace lost income due to a severe disability.
Nevertheless, years of underfunding created a backlog of hearing requests. Since 2007, eliminating the hearings
backlog and preventing its recurrence has been our top priority.

We planned for additional disability claims caused by the aging of the baby boomers who are now passing through
their most disability-prone years, but the recession created an unexpected surge in the number of applications.

In FY 2010, we received more than 3.2 million initial disability applications, over 200,000 more applications than

in FY 2009. As we issued more initial disability decisions, the number of hearing requests continued to rise. We
received and handled a record number of hearing requests in FY 2010. As a result, we ended FY 2010 with just over
700,000 pending hearings — the lowest level in five years. As of December 2010, we cut the average wait time for a
hearing decision by nearly one-third from its highest level. We are committed to improving both the timeliness and
quality of our hearing decisions as we aggressively reduce the backlog.
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STRATEGIC OBJECTIVE 1.1
INCREASE OUR CAPACITY TO
HEAR AND DECIDE CASES

We continue to follow our Plan to Eliminate the Hearings Backlog and Prevent its Recurrence,
www.socialsecurity.gov/appeals. This plan includes measures for improving hearing office procedures, increasing
our ability to hear and decide cases, increasing efficiency through automation, improving business processes, and
accelerating the review of cases that are likely to result in a favorable decision. We have made significant progress
since we began implementing our plan in 2007. It took several years to create this backlog; therefore, it will take
some time to eliminate it. We are on track to achieve our goal of eliminating the backlog in FY 2013, despite the
additional recession-related claims.

We continue to focus on working the oldest of our pending hearing cases first. In FY 2011, we will handle those cases
pending 775 days or more. This emphasis on our oldest cases will help us to achieve an average processing time

of 270 days in FY 2013. In FY 2010, we reduced our processing time to an average of 426 days, 65 days lower than
our average time for FY 2009. The monthly trend shows an even greater decrease in processing time. At its peak in
August 2008, it took an average of 18 months for a hearing decision. As of December 2010, it took just over a year.

Our efforts to increase the number of Administrative Law Judges (ALJ) and their support staff, open additional
hearing offices, enhance our screening efforts to quickly identify allowances, and increase the use of technology in
case processing have enabled us to meet our goals. However, a number of external factors, such as the economy, and
a variation from the anticipated growth rate of hearing receipts, could affect our future progress.

For instance, in FY 2010 we planned for 709,000 hearings receipts and received approximately 11,000 more receipts
than expected. To the extent that key variables in our Plan change, we will take corrective action to meet our FY 2013
goal to eliminate the backlog.

Our efforts to increase our capacity to hear and decide cases include:

Increase Staffing Levels: To meet the demands of increased hearing receipts and reduce the amount of time
claimants must wait for a decision, we must increase our ALJ corps and hire the necessary support staff to maximize
ALJ productivity and effectiveness during each of these years. In FY 2010, we hired 228 ALJs and about 1,300 support
staff. We ended FY 2010 with over 1,400 ALJs, and we plan to maintain a level of over 1,400 ALls on duty.

Open New Hearing Offices and National Case Assistance Centers: We continue to expand our infrastructure in both
traditional and non-traditional ways. In FY 2010, we opened 13 new hearing offices, 3 new satellite offices, 2 new
National Case Assistance Centers (NCACs), and a new National Hearing Center (NHC). We also expanded existing
hearing offices in Las Vegas, Nevada and Madison, Wisconsin.

The two new NCACs, in McLean, Virginia and St. Louis, Missouri, have writing units that provide national assistance.
The St. Louis NCAC also has a case preparation unit. Together these units help those hearing offices experiencing
challenges with timely service delivery.

As workloads change, we may modify these units to meet the shifting needs for their assistance. The NCACs also
help with succession planning -- the NCAC will provide us with a trained workforce to backfill for the loss of decision
writers and case technicians throughout the country. In FY 2011, we planned to open 13 new hearing offices and

3 new satellite offices. We are proceeding with 8 facilities that have signed leases. The remaining 8 facilities are
dependent upon the availability of resources.
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Maximize Use of National Hearing Centers (NHCs): Our NHCs continue to serve as an integral component in
eliminating the hearings backlog. These offices conduct all hearings via video conference. This alternative business
model allows us to provide focused assistance to those offices with high pending workloads or elevated processing
times, and we can quickly adjust which offices they support.

The NHCs have proven to be a cost-effective option to improve service to claimants awaiting a hearing decision.
Five NHCs are supplementing our nationwide adjudicatory capacity. They are located in Falls Church, Virginia;
Albuquerque, New Mexico; Baltimore, Maryland; Chicago, lllinois; and St. Louis, Missouri.

Expand Video Hearing Capacity: We continue to increase our video hearing capacity each year. Video hearing
technology minimizes travel for all hearing participants. Video hearings allow ALJs to be more productive, as they can
hear more cases during the time formerly spent traveling. In remote areas, this secure technology enables claimants
to attend a video hearing rather than travel long distances to a hearing site.

We are adding more video equipment to hearing offices with the resources available to assist our heavily backlogged
offices. Through our Representative Video Project, attorney and non-attorney representatives for claimants may use
their own video conferencing equipment to participate in hearings from their offices.

Expedite Hearing Decisions: In FY 2010, through a combination of screening by attorney adjudicators and the Office
of Quality Performance, we decided over 54,000 cases without a hearing. We anticipate these efforts will resolve
about 53,200 fully favorable cases in FY 2011 and about 49,000 fully favorable cases in FY 2012.

We implemented a centrally coordinated Virtual Screening Unit (VSU) in FY 2010. Under this initiative, up to
100 senior attorneys work from their home hearing offices reviewing disability hearings cases from the most
backlogged hearing offices.

The senior attorneys screen cases and write favorable decisions where appropriate. In FY 2010, the VSU screened
almost 51,000 cases and issued over 15,000 fully favorable decisions. The VSU is expected to continue activity
throughout FY 2011 and FY 2012. The future of the unit remains flexible depending on the viability and demand
for screening backlog cases. Regardless of the size and scope of the unit, we will maintain the infrastructure and
business process so that the VSU remains a turnkey operation.
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PERFORMANCE MEASURE — STRATEGIC OBJECTIVE 1.1

1.1a: Complete the budgeted number of hearing requests

Fiscal Year

Target 815,000 823,000

Historical Performance

Fiscal Year

Performance 575,380

660,842 737,616
Data definition: The number of hearing requests completed in the current fiscal year up to the number budgeted.

Data source: Case Processing and Management System

Frequency reported: Monthly

1.1b: Achieve the budgeted goal for SSA hearings case production per workyear

Fiscal Year

Target 107

Historical Performance

Fiscal Year

Performance

Data definition: This indicator represents the average number of SSA hearings case production per workyear
expended. A direct workyear represents actual time spent processing cases. It does not include time spent on
training, ALJ travel, leave, holidays, etc.

Data source: Office of Disability Adjudication and Review, Monthly Activity Report, the Case Processing and
Management System, Payroll Analysis Recap Report, Travel Formula (based on the assumption that ALJs spend an
average of 10 percent of their time in travel status), and Training Reports (Regional reports on new staff training,
ongoing training, and special training)

Frequency reported: Monthly

Note: This measure was formerly a Program Performance/PART Measure. This is a new GPRA measure beginning in
FY 2011.
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STRATEGIC OBJECTIVE 1.2
IMPROVE OUR WORKLOAD MANAGEMENT PRACTICES
THROUGHOUT THE HEARING PROCESS

We are pursuing automation enhancements and process improvements to increase our productivity and reduce our
processing time. We upgraded many of our applications, automated manual processes such as notice generation,
and provided tools to measure the effectiveness of our initiatives. We are enhancing our existing case processing
and management systems, including those used by the hearing offices and the Appeals Council, at both the
administrative review and court levels.

These enhancements will help us to complete, control, clear, and assess the quality and policy compliance of cases
at all stages of the appeals process more quickly and easily. We are reducing the length of time it takes for ALJs

to render hearing decisions. In addition, we are working to decrease the time it takes us to pay benefits after a
favorable hearing decision.

The current process can be complex and often involves many steps and close coordination between field offices

and program service centers, particularly in cases involving Supplemental Security Income windfall offset,
appointed representatives, worker’s compensation, or public disability benefits. We have started the difficult task of
streamlining our benefit and fee payment processes so that beneficiaries timely receive the benefits they are due.

It will require significant information technology (IT) planning and resources, but it is clearly an area that we must
improve.

We are refining the following initiatives to automate tasks and functions in the hearing process:

Electronic Business Process: We developed a standardized electronic business process (eBP) to provide a detailed
description of the most efficient and effective methods for performing the core electronic case processing tasks

in the hearing office. eBP also standardizes the day-to-day operations and incorporates best practices for hearing
offices nationwide. A staggered rollout for 20 offices began in June 2009. In FY 2010, we trained all of our hearing
offices on eBP. We are also tailoring the business process for our five National Hearing Centers (NHC). We will train
the NHCs on eBP in FY 2011.

e-Signature: This initiative allows the ALJs and attorney adjudicators to sign decisions electronically. It also allows
ALJs to sign decisions on behalf of Hearing Office Chief Administrative Law Judges, which expedites the final stages of
the hearing process.

Quality Assurance: In FY 2010, we began piloting the Quality Assurance program designed to review claims as they
travel through the hearing process. We review selected claim files both prior to a hearing and after a decision is
drafted to ensure the decision and the evidence support a timely and legally sufficient decision. This program will
also provide feedback to management adjust claims processing and assist in identifying training needs. We plan to
fully implement the Quality Assurance program in FY 2011.

Auto Scheduling: We are pursuing an automated calendar sharing function to schedule hearings based on the
availability of the hearing site, equipment, ALJ, claimant, representative, and expert witnesses. This effort presents
a great technological challenge, as each hearing can involve up to five participants from multiple locations using
different communications equipment. Due to the complexity of the technology involved, we do not expect it to be
functional until FY 2013.
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Multi-Sector Workforce Pilot - Verbatim Hearing Reporters: We have budgeted to hire 150 Verbatim Hearing
Reporters (VHRs) in both FY 2011 and FY 2012 as a Multi-Sector Workforce (MSW) Pilot Project. A VHR creates
digital hearing recordings, summarizes testimony and ALJ directives, and lists exhibits offered by a claimant during a
hearing. At remote sites, a VHR may transport, set-up, and operate equipment for a video hearing. New employees
will replace contractors who have performed VHR functions at hearing offices, but will not replace contractors at
remote site locations.

We selected the VHR function as the sole focus of the MSW pilot after reviewing all agency service contracts and all
contracted functions. The MSW pilot team projected the costs of continuing to contract out the VHR function and
the costs of hiring new federal employees to perform the function. Insourcing the VHR function should improve our
workload management practices by reducing our administrative costs. We estimate an annual cost-savings of about
$5 million by utilizing Federal employees to fulfill the VHR function at hearing offices.

Unlike the contractors who currently perform the VHR functions, these new employees will double as case
technicians when they are not recording hearings. The dual function of the VHRs will enhance the cost effectiveness
of this initiative. When this initiative is completed, we will have 300 new employees who are more skilled, versatile,
and efficient than the contractors currently performing this function.

Reduce the Backlog at the Appeals Council: As we increase our capacity to hear and decide cases, we are mindful
of the resulting effect on the Appeals Council workloads. We expect almost 132,000 Appeals Council receipts in

FY 2011. As a result, we estimate the average processing time for an Appeals Council decision will remain elevated
in FY 2011 before decreasing in FY 2012. We will closely monitor Appeals Council workloads and take the necessary
action to reduce the pending levels and processing time by hiring additional Administrative Appeal Judges and
support staff and implementing early screening initiatives.

As part of our long-term business process improvement effort, the Appeals Council is improving the Appeals Review
Processing System (ARPS) by developing a web-based document gathering system that will propagate information
directly from ARPS into final action documents. This system will reduce keying errors when drafting final decisions,
remands, dismissals, and denials of review. We expect this web-based document generating system to be available in
FY 2012.

In FY 2011, the Appeals Council plans to refine its electronic case analysis tool by adding enhancements similar to
the State Disability Determination Services Electronic Claims Analysis Tool (see page 30). These enhancements will
improve data gathering and improve the quality of the Appeals Council’s actions. Integrating these analytical tools
and document generation systems will increase consistency, reduce errors, and speed case processing.
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PERFORMANCE MEASURES — STRATEGIC OBJECTIVE 1.2

1.2a: Achieve the target number of hearing requests pending

Fiscal Year

Target 668,000 597,000

Historical Performance

Fiscal Year

Performance 760,813

722,822 705,367
Data definition: The number of hearing requests pending at the end of the fiscal year compared to the target.

Data source: Case Processing and Management System

Frequency reported: Monthly

1.2b: Achieve the target to eliminate the oldest hearing requests pending

Fiscal Year

Less than 0.5% of hearing requests pending
775 days or older

Less than 0.5% of hearing requests

Target pending 725 days or older

Historical Performance

Fiscal Year

Less than 1% of hearings Less than 1% of hearings Less than 0.5% of hearings
pending 900 days or older | pending 850 days or older pending 825 days or older
Data definition: The percentage of oldest hearing requests pending. The oldest hearing requests are those cases that
are pending, or will be pending, 775 days or more at the end of the fiscal year. The percentage is derived by dividing
the total number of hearing requests pending 775 days or more at the end of the fiscal year by the total number of
oldest hearing requests, identified at the beginning of the fiscal year.

Performance

Data source: Case Processing and Management System

Frequency reported: Monthly
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1.2c: Achieve the budgeted goal for average processing time for hearing requests

Fiscal Year

Target 373 days 326 days

Historical Performance

Fiscal Year

Performance 514 days

491 days 426 days

Data definition: The average processing time for hearing request dispositions compared to the target. The average
processing time is the cumulative processing time for all hearing requests processed divided by the total number of
hearing requests processed in the fiscal year.

Data source: Case Processing and Management System

Frequency reported: Monthly

1.2d: Achieve the target to eliminate the oldest Appeals Council requests for review pending

Fiscal Year

Less than 1% of Appeals Council requests
for review pending 650 days or older

Less than 1% of Appeals Council requests
for review pending 600 days or older

Target

Historical Performance

Fiscal Year

Less than 1% of Appeals Council pending Less than 1% of Appeals Council pending
750 days or older 700 days or older

Data definition: The percentage of oldest Appeals Council requests for review pending. The oldest requests for

review are those cases that are pending, or will be pending, 650 days or more at the end of the fiscal year. The

percentage is derived by dividing the total number of request for review pending 650 days or more at the end of the

fiscal year by the total number of oldest Appeals Council requests for review identified at the beginning of the fiscal
year.

Performance

Data source: Appeals Review Processing System

Frequency reported: Monthly
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1.2e: Achieve the target average processing time for Appeals Council requests for review

Fiscal Year

Target 370 days 340 days

Historical Performance

Fiscal Year

Performance 238 days

261 days 345 days
Data definition: The average processing time for Appeals Council requests for review dispositions compared to the
target. The average processing time is the cumulative processing time for all Appeals Council requests for review
dispositions divided by the total number of Appeals Council requests for review processed in the fiscal year.

Data source: Appeals Review Processing System beginning March 2008; Appeals Council Automated Processing
System prior to March 2008

Frequency reported: Monthly
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STRATEGIC GOAL 2:

IMPROVE THE SPEED AND QUALITY
OF OUR DISABILITY PROCESS

Ensure individuals who are clearly disabled receive a decision within 20 calendar days of
filing;

Reach an online filing rate of 25 percent for disability applications by 2012;

Agency Strategic Plan Regularly update our regulations and policies to incorporate the most recent medical
Long-Term Outcomes advances;

Develop and implement a common case processing system for the Disability
Determination Services; and

Make it easier for disabled individuals to return to work.

We are responsible for the Nation’s two primary federal disability programs: Social Security Disability Insurance
and Supplemental Security Income. The combination of the economic downturn and baby boomers entering their
most disability-prone years has significantly increased these disability workloads. We received 3.2 million disability
applications in FY 2010, and we anticipate receiving almost 3.3 million in FY 2011 and nearly 3.2 million in FY 2012.
We ended FY 2010 with 842,192 initial disability claims pending a decision, an all time high.

As pending levels grow, the amount of time it takes to complete an initial disability claim increases. We plan
to reduce the pending level to 709,000 cases by the end of FY 2011 and 632,000 cases by the end of FY 2012.
We are committed to return to our pre-recession pending level by the end of FY 2014. We have implemented
a comprehensive strategy to reduce the initial disability pending level. We are hiring additional State Disability
Determination Services (DDS) employees and increasing overtime for maximum flexibility.

We are implementing policy simplifications and automation that will make adjudicating claims easier. Furthermore,
we are adding personnel to both Federal and State units t