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SOCIAL SECURITY

The Commissioner
July 17,2014

The Honorable Cheri Bustos
U.S. House of Representatives
Washington, DC 20515-6601

Dear Ms. Bustos:

Thank you for your June 20, 2014 letter regarding our plans to discontinue providing benefit
verification letters and Social Security number (SSN) printouts in our field offices. | completely
agree that face-to-face communication continues to be critical to many of our customers,
especially the most vulnerable of those we serve.,

[ assure you that we have no plans to close any additional field offices at this time. However,
considering our increasing workloads, future budget uncertainty, and changing expectations of
the public, we must use technology and employ alternatives to face-to-face interactions wherever
possible. We believe this balanced approach of encouraging use of our online and telephone
services while ensuring face-to-face service is available for those who need it makes the best
possible use of our limited resources and allows us to provide our customers service options that
are convenient, cost-effective, and secure.

I want you to know that I take your concerns about the proposed changes to our office services

very seriously and have modified our proposals accordingly. After reviewing and considering
your feedback, we have adjusted our plans. Reflected below are our current plans.

Benefit Verification Letters

We will continue to provide benefit verification letters in our field offices at this time.

We believe that agencies with existing data exchanges with us should not send members of the
public into our offices when those agencies have the information they need readily available.
We further believe that the public will find the convenience of obtaining the information online
much easier and faster than visiting one of our offices. However, we also realize that change
does not come quickly or easily. Therefore, we will continue to expand our extensive outreach
and education with the public, as well as our local, state, and federal partners, while continuing
to provide the public with the information they need. This approach will enable everyone to
become more familiar with and accustomed to using our online tools and data exchanges. We
will revisit implementation of this change periodically as we assess the impact of our outreach

activities.
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SSN Printouts (Numi-Lites)

For security and privacy reasons, we will move forward with implementing our plan to eliminate
the issuance of SSN printouts in our field offices on August I; however, we have modified our
proposal to provide safeguards to ensure service to those with a dire need.

As you note in your letter, we must continue to find solutions that protect the Americans who
rely on us for help. The Office of the Inspector General has repeatedly urged us to address the
vulnerabilities of the SSN printout, which does not have security features and is easily
duplicated, niisused, and counterfeited. By eliminating SSN printouts, we safeguard our
customers and the integrity of the SSN by ensuring that we do verifications only through secure
means, using the actual Social Security card or through a secure electronic verification system.

Many options are available to meet the public’s needs in this area. For example, members of the
public can apply for a replacement Social Security card in any of our field offices or Social
Security Card Centers. When applying for a replacement card, individuals will receive a receipt
showing that they have applied for a replacement card, and this receipt is often acceptable
documentation for the requesting organization. In most instances, individuals will receive the
card within 3-5 business days.

For employers, governmental agencies, and organizations who often request the SSN printout
from the public, we provide convenient SSN verification in real-time or overnight via our online
business services. Employers have access to SSN verifications through the online Social
Security Number Verification System free of charge. If an employer does not have Internet
access, he or she can contact our Business Services Hotline at 1-800-772-6270 for assistance
with registration and verification. We also have existing data exchanges with many government
agencies such as the Department of Housing and Urban Development, as well as with mortgage
and insurance agencies, which eliminates the need for members of the public to visit our offices
to obtain this verification.

Because some may not be aware of these options, we will continue to conduct extensive outreach
to educate members of the public and our organizational partners on these alternatives and on
why we are making this change, similar to the activities that we are planning for the benefit
verification.

We do realize, however, that there are times when members of our community will need
immediate assistance because data exchanges do not yet exist or there is an urgent need. To
address those situations, in each of our offices, we will designate a point of contact who will
work with local organizations to assist with providing SSN verifications during immediate dire
need circumstances, or when an existing data exchange does not exist or meet the need of the
requestor (e.g., additional information is needed). Additionally, victims of certain disaster
situations can obtain an SSN printout to assist them in an emergency. We believe these
procedures will meet the needs of the public and eliminate the security concerns of the printout.

[ appreciate you sharing your concerns and recommendations, and [ am committed to working
with each of you as we move forward with these efforts. We will continue to monitor the
implementation and adjust as needed to ensure we are meeting the public’s needs while
protecting their personal information.
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I hope you find this information helpful. If [ may be of further help, please contact me, or your
staff may contact Scott Frey, our Deputy Commissioner for Legislation and Congressional
Affairs, at (202) 358-6030.

We also have sent this information to the other undersigned members.
Sincerely,

Corrsllyn - B,

Carolyn W, Colvin
Acting Commissioner




