AFGE/SSA C220 February 2026 LegCon Talking Points
Opening Statement
"I'm here representing 40,000 frontline and support Social Security workers through AFGE Social Security Workers United. Your constituents are experiencing unprecedented delays in Social Security services due to a critical staffing and funding crisis that threatens the program they've paid into their entire working lives."

BUDGET AND STAFFING
The Staffing Crisis in Numbers
· SSA is at a 59-year staffing low.
· In 2025, SSA lost approximately 6,500 employees.
· Field offices suffered a net loss of 9% of staff (1,860 employees) between March 2024 and August 2025—not including the 1,500 equivalent employees reassigned from field offices to answer calls on the national 1-800 number. This is on top of the additional 2000 workers SSA reassigned in 2025.
· Teleservice Centers lost at least 300 employees while handling 15 million more calls to the national 1-800 number.
· The Agency conducted no real meaningful hiring in 2025.
Change in Service Delivery: Technology Without Staffing
· The Commissioner has stated his intent to improve service quality and address staffing issues through a digital first agenda that uses AI and automated adjudications.
· Technology should support trained staff, not replace human expertise.
· Rushed technology implementation has created systematic operational problems:
· Double-booked appointments
· Compressed appointment times
· Increased employee burnout
· Centralized phone systems where constituents cannot reach their assigned caseworker
· Automation cannot replace the complexity, human compassion, and expertise needed for Social Security services.
Insufficient Budget for Proper Service
· The FY 2026 budget projects a further staffing decrease of at least 2,000 employees.
· SSA's administrative budget is only 0.85% of benefit outlays.
· SSA provided better service when its administrative budget was 1.2% of benefit outlays.
· Lack of hybrid telework, flexible work schedules, and increase workload demands have made SSA noncompetitive for hiring and retention, worsening service delays.
Your Constituents Are Paying the Price
· On average, there is one field office employee for every 4,000 beneficiaries.
· SSA's community-based service model is disappearing as staff are reassigned or lost.
· A June 2025 study showed:
· Half of all seniors must drive at least 33 minutes to reach a field office
· Nearly one quarter live more than an hour's drive roundtrip from the nearest field office
· Longer wait times, fewer appointments, wait lists, and reduced access are becoming the norm, leaving vulnerable populations with less support.
· Initial disability claims processing time is 220 days; reconsideration time is 248 days—representing a 198% and 245% increase respectively from 2017, the last time SSA operated at 1.2% of benefit outlays.
· Five field offices are currently closed:
· Decorah, Iowa; Ironwood, Michigan; and Cody, Wyoming are closed due to low staffing.
· Logan, West Virginia and Bloomsburg, Pennsylvania are closed due to health and safety issues.
· SSA is implementing a national appointment calendar that eliminates local service—a California claimant may now be served by an employee in Wisconsin.

PAY JUSTICE
A Living Wage Crisis
· Recent analysis by the Strategic Organizing Center found that 54% of frontline SSA workers are paid less than a living wage. 97% of Tele-Service Center employees do not make a living wage.
· 1 in 5 employees have a second job or side business to make ends meet.
· Many SSA employees struggled to afford at least one basic necessity in the 12 months prior to the government shutdown.
Shutdown Fallout
· During the shutdown, 82% of SSA employees reported struggling to pay basic expenses like housing, transportation, and food.
· Employees paid out-of-pocket to report to work while not receiving pay.
· Many employees faced eviction, car repossession, or went without groceries during the shutdown.
Telework
· SSA employees receive minimal benefits and were stripped of their ability to work from home in an effective hybrid telework model
· Teleservice Center workers lost flexible work schedules and the ability to earn credit hours—which had supported customer service during peak afternoon call times.
· These losses have further damaged morale, retention, and service delivery.
· According to the Government Accountability Office:
· Employee engagement, satisfaction, commitment, and willingness to put in discretionary effort declined at SSA from 2021 through 2023
· Engagement improved in 2024 while most staff regularly teleworked
· GAO identified telework as an important tool for employee engagement, recruitment, and retention
· Without telework, SSA employees work in conditions that reduce everyday productivity.
· (See separate Telework sheet)

ASKS OF CONGRESS
1. Fund SSA adequately and protect service delivery: Ensure administrative funding reaches 1.2% of benefit outlays, with additional funding explicitly earmarked for frontline and support staffing based on unique community needs. Reject field office closures and consolidations. Reject the use of AI to replace human decision-makers—maintain human adjudicators and public contact representatives.
2. Support the SSA workforce: Support competitive pay, retention incentives, telework and flexible work arrangements, and fair working conditions for SSA employees.
3. Hold Congressional hearings on SSA operations and invite AFGE members as witnesses to provide frontline perspective on the Agency's challenges and solutions.

If Nothing Else, Say This:
· 59-year staffing low with 6,500 employees lost from 2024-2025.
· 4,000 beneficiaries per field office employee.
· Operations have centralized nationwide—abandoning 90 years of community-based service as SSA's hallmark model.
· 54% of SSA employees don't earn a living wage (97% of Teleservice Center workers fall below the living wage threshold). 
· Telework helped make working at SSA affordable, was critical for recruitment and retention and improved productivity
· The public wants real people, not AI, handling their earned benefits.

