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Customer Service Crisis

» 1-800# hold times of an hour or more
* Cruel-hearted clawbacks of overpayment mistakes

* Big delays in making timely disability determinations
for applicants
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1-800 Number Hold Times Have Improved

36.7

Oct-23

42.2

Nov-23

National 800 Number Average Speed of Answer

38.2 36.8

Dec-23 Jan-24

‘ Exceeds goal by 10% or more

(minutes)

34.8

Feb-24 Mar-24 Apr-24

O Missed goal by up to 5%

May-24 Jun-24

‘ Missed goal by 5% to 10%

New Phone System

Jul-24 Aug-24

‘ Missed by 10% or more

Sep-24

Oct-24



Full Benefit Withholding from Overpayments

Has Dropped Significantly

Social Security Beneficiaries Newly Placed into Full Benefit
Withholding to Recover an Overpayment, by Month
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People Waiting a Long Time to Get SSA

Disability Benefits

Overall Average Wait Times By State for SSA Initial Disability Decisions
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* pverage wait times in days; updated as of Friday, October 25, 2024

** \Map color gradation is based on 554’s histarical overall average wait time of 120 days for initial disability claims Data Source: Social Security Administration



We Have Driven Down the Initial Disability

Claims Backlog for 19 Weeks Straight

Data as of week ending October 25, 2024
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Driving Change, Leading from the Front Lines

New leaders in key positions

New and Deeper Engagement with Frontline Workers

New Action Plan with 27 Initiatives, 56 Quick Wins, and
111 Leading Actions to Improve Customer Service

New cross-cutting Performance Management Regimen called,
SecurityStat, to effectuate change




Serving More People with Fewer Staff
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Administrative Funding Declining as Percent of

Benefit Outlays

SSA Limitation on Administrative Expense (LAE) as a Percent of Benefit Outlays

1.40% $1,600,000
1.26% 1.26% 1.26% 1.25%
~— —o >~ 1.18%
1.20% 1.13% 1.09% $1,400,000
. Beneficiaries are rising. 12,000 more retirees each week — record ° ° 1.05%

0 high. T —— 1.01% $1,200,000

% 1.00% . Staffing levels are declining to historic lows. 0.94% ’ ’

T:'; o *  This has resulted in a customer service crisis and declines in our \

o performance. $1.000,000

E ’ ’

‘é‘ 0.80%

(]

f $800,000

(o]

£ 0.60%

S $600,000

(]

2

w 0.40%

5 $400,000
0.20% $200,000
0.00% S-

FY 15 FY 16 FY 17 FY 18 FY 19 FY 20 FY 21 FY 22 FY 23 FY 24
Actual Actual Actual Actual Actual Actual Actual Actual Actual Actual

Benefit Payment Outlays ==@==Percent of LAE to Benefit Payments



Initial Disability Claims and Processing Center

Backlogs Grow as SSA Administrative Funding Is
Reduced
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SSA Is Still Far More Efficient than Private

Insurance Companies in Admin Expenses

23.6%

19.4%

1.2%

@
Allstate. %, Ml & 1
You're in good hands.

NisTRP




Customer Service Outcomes with Continuous Full
Funding

Where we are now (FY 2025 FYTD October): Where we can go (long-term goals):

Wait Time on our 1-800 Number

13 minutes

Wait Time for an Initial Disability
/Reconsideration Decision

227 days/234 days

Wait Time for a Hearing Decision
280 days




President’s Budget Improves Customer Service
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