Addendum to the Supporting Statement For:
my Social Security – Security Authentication PIN (SAP)
OMB No. 0960-0846

Emergency Comment Period Federal Register Notice (FRN):
SSA published an Emergency Request Federal Register Notice on April 18, 2025.  The Comment Period for this Notice began on April 18, 2025, and ended on May 9, 2025, at 11:59pm.  We received public comments on the Emergency Request FRN from a total of 34 commenters.  Of those, we received and posted 18 comments (which each consisted of the multiple points delineated below), and we did not post 16 comments (nine duplicate comments, and seven comments we received that were general comments on the government, SSA’s leadership, or SSA as a whole, but did not pertain to this information collection – we will deal with those comments separately).  The following contains a summary of the comments we received pertaining to the Emergency Request and SSA’s responses:  

Comments on Scope of Policies Surrounding the SAP Process:
· Comment #1:
Several commenters expressed confusion about the scope of SAP and our identity proofing requirements, including whether the process is required for initial claims, various post-entitlement actions, or representative payees.  Some commenters referenced changing or unclear statements across different SSA documents and press reports.  Some commenters worried that the lack of clarity in the policy creates uncertainty as well as concerns about due process if the SAP process is required for certain interactions.

SSA Response #1:
When we first announced new measures in March 2025, we said that heightened identity proofing would apply to initial claims as well as direct deposit changes.  In response to feedback from customers, advocates and others, we subsequently announced several updates to the plan.  We acknowledge that some confusion likely arose as we evolved our process to find the right balance between customer efficiency and security/fraud protection/integrity.  We reiterate at this time that heightened identity proofing is needed for direct deposit changes only.  When customers choose to make direct deposit changes by telephone, they need to use the SAP process.  All other customer assistance and services available by phone in March 2025 continue to be available by phone today using knowledge-based verification.  We have updated our documentation and our 30-day FRN to better explain the SAP policy.

· Comment #2:
Some commenters noted that heightened identity proofing through the SAP process is not necessary for initial claims, which involve significant interaction between claimants and SSA that serve as opportunities to further verify identity (such as employment reporting and medical records).

SSA Response #2:
We reiterate that the SAP process is not required for initial claims.  Although SSA originally announced plans (in March 2025) to include initial claims in the heightened identity proofing, we revised the plan in response to stakeholder feedback.  The SAP process is not a requirement for any telephone service other than direct deposit changes, where it mitigates the risk of bad actors being able to redirect benefits.

· Comment #3:
A few advocates expressed concern that calls into SSA for applications for Medicare, and questions about Medicare enrollment, are likely to be subjected to the new process. 

SSA Response #3:
The SAP process is not required for any Medicare-related transactions conducted by telephone.

· Comment #4:
Commenters expressed concern about the need to use the SAP process to obtain a Benefit Verification letter, to obtain a tax statement or Form 1099, to change an address or to request claim status, given the frequency of customers needing these transactions.

SSA Response #4:
The SAP process is available but voluntary for all of the listed services, including generating a Benefit Verification letter, obtaining a tax statement or replacement Form 1099, changing an address, and requesting claim status.  We have updated our documentation and our 30-day FRN to better explain the SAP policy as we currently use it.

· Comment #5:
Commenters indicated that it is not clear to what extent these changes affect beneficiaries who require representative payees, how the SAP process would work for representative payees, and whether child beneficiaries need to prove their identity.  

SSA Response #5:
For direct deposit changes, the SAP process applies when the beneficiary has an individual representative payee.  Individual payees follow the same process of completing a telephone direct deposit change through SAP.  Only the payee (not a child beneficiary) needs to prove their identity.

However, the process does not apply to organizational payees (such as nursing homes), who maintain their ability to add, change, or remove direct deposit information as they have previously.

· Comment #6:
Several commenters were confused about how the process applies to “anomalous” claims. One advocacy organization expressed concern that because “anomalous” was not defined, the SAP process could be expanded to apply to all types of claims.  Other commenters expressed concern about the burdens associated with anomalous claim resolution. 

SSA Response #6:
We have longstanding policies in which certain initial claims are flagged as anomalous and require in-person identity proofing in order to prevent fraud.  Because they are anti-fraud related, our anomalous claim policies (including what characteristics are used to identify anomalies) are sensitive and not shared with the public.  However, as noted, the SAP process pertains only to direct deposit requests by telephone; it is not relevant or related to anomalous claims.  We have updated our documentation to remove the references to anomalous claims and do not address associated burdens because they are not relevant here.

Comments on Technology Access:
· Comment #7:
Many commenters, including advocacy groups, beneficiaries and legal aid organizations, expressed concern that requiring a my Social Security account and use of the SAP process creates barriers for particular beneficiary populations, including older adults; disabled individuals; low-income and unhoused populations; and people with limited digital literacy or unstable/lack of access to computers, smart phones, and internet.  Commenters indicated that beneficiaries may have difficulty creating a my Social Security account or generating the PIN for a variety of reasons, such as problems getting through the Login.gov/ID.me identity verification process; forgotten passwords; and lack of stable address or phone number.

For example:

Advocacy agencies noted that only 70 million of SSA’s extensive client base has a my Social Security account, and a subset of those account holders might struggle to actually use their accounts.  Advocates described their clients’ many difficulties creating and accessing my Social Security accounts.  

Some advocates noted that large proportions of Americans over the age of 65 remain offline; that disabled individuals are less likely to own a computer or smart phone; and that elderly and disabled individuals encounter barriers such as website accessibility issues and vision/color vision deficiency.

Several advocates noted that low-income individuals face difficulty creating internet accounts. Advocates noted that individuals living in poverty move frequently, which makes it difficult to successfully answer the address and telephone number challenges required for online account verification.

One comment expressed that even as a fairly tech savvy senior, the process seems complicated and will be confusing and frustrating.  

Commenters would like SSA to continue using knowledge-based verification questions or offer an alternative that does not require the use of a computer, digital communication, or a smart phone.

SSA Response #7:
The SAP process allows customers to make direct deposit changes by telephone while maintaining strengthened identity proofing appropriate to this higher risk transaction (the SAP process is not required for any other telephone service).  Knowledge-based verification is known to be less secure and vulnerable to bad actors who can divert benefits from rightful beneficiaries.  We are mindful of the impact on some customers, including those with the types of challenges outlined by these commenters, and we narrowed the scope of our initial identity-proofing policies in response to concerns raised.  We are maintaining the SAP process for direct deposit because we have a responsibility to protect benefits from misdirection; continuing or resuming vulnerable procedures does not serve the public who depend on SSA to be good stewards. 

We offer other ways to make direct deposit changes that do not require a my Social Security account.  Customers can ask their bank to use automated enrollment (ENR) or can choose to visit their local office.  We will also explore other ways to offer strengthened identity proofing that could increase options in the future.

· Comment #8:
One advocate noted that over many years, SSA had increased accessibility and efficiency by expanding service channels, such as automated services by phone, my Social Security online applications for retirement and disability, online tools to check eligibility and estimate benefits, text messaging, mobile wage reporting, and more.  The advocate expressed concern that the SAP process would be cumbersome and move the agency’s services in the opposite direction, decreasing accessibility and efficiency. 

SSA Response #8:
SSA continues to allow direct deposit changes by telephone using the SAP process, which provides important security through strengthened identity proofing (knowledge-based verification is known to be vulnerable to bad actors).  All other telephone services remain available and do not require the SAP process.  

We designed procedures to address concerns that the SAP process is unfamiliar and involves more steps than knowledge-based verification.  Our technicians assist beneficiaries and recipients with the SAP process, and our task time data indicates the SAP process is efficient.  Since April 2025, we created a dedicated callback queue for the 1-800 number to handle telephone requests for direct deposit updates.  The callback queue is staffed with dedicated agents with specialized training and experience walking customers through SAP-related tasks, including generating the SAP as well as my Social Security account creation and login.   The average answer rate for the queue is currently 98.1 percent and customers only wait an average of 6 minutes for a callback.  The estimated task time to complete the SAP process is 9 minutes.  

SSA recognizes that not all customers will choose the SAP process or might have difficulty completing their transaction by phone.  We offer other ways to make direct deposit changes including online through a my Social Security account.  Customers can ask their bank to use automated enrollment (ENR) or can choose to visit their local office.

[bookmark: _Hlk221263619]Comments on Burden of Travel to Field Offices:
· Comment #9:
Several commenters expressed concern that beneficiaries and recipients who have difficulty with the SAP process must instead travel to a field office.  Commenters are concerned that field office visits can be challenging or impossible for individuals with limited mobility or mental impairments; can be logistically difficult due to rural locations, transportation barriers, and long distances; and can be time intensive due to long wait times, limited appointment availability and office understaffing.  For example:

One advocate included an example of a client who needed to wait two months to get an in-person appointment at an SSA office in Texas. Other advocates cited anecdotes about clients who visited the local field office directly to request an appointment and are turned away due to lack of an appointment.

Several advocates referenced a Center for Budget and Policy Priorities report that more than 6 million people live more than 45 minutes away from a Field Office, meaning an in-person visit would require more than 90 minutes of travel time.  Advocates described clients with medical appointments and caregiving obligations that make travel to a field office inconvenient.

Advocates noted that some clients are under bans that prohibit them from entering SSA buildings. 
 
A few advocates mentioned residents of Nursing Homes and Assisted Living Facilities who are, by definition, disabled and who rely on Social Security Benefits for their income and might be unable to visit a local office.

One commenter noted that individuals with physical disabilities have difficulty standing in line for long periods of time.

Commenters asked how SSA will alleviate hardship for these customers. 

SSA Response #9:
Visiting a local office is not the only alternative for making direct deposit changes.  Beneficiaries and recipients can ask their bank or financial institution to use the automated enrollment (ENR) process.  Also, beneficiaries and recipients facing significant difficulty visiting a local office (such as due to nursing home confinement or an SSA ban) might meet our dire need exception.  Technicians identify dire need exceptions on a case-by-case basis.  When approved by management, the exception permits direct deposit changes by telephone without SAP authentication.

SSA does not require appointments for direct deposit changes.  Walk-in customers seeking direct deposit changes are directed to a dedicated line/queue to minimize wait time.  While SSA uses an appointment-focused service model to provide overall faster service (customers with an appointment wait on average 6 minutes), and we encourage appointments for that purpose, we do not refuse service to walk-in customers.  

We are committed to serving customers as quickly as possible, and our performance data is publicly available at Social Security performance | SSA.  For the month of February 2026, the overall average wait time in a local office was 23 minutes.  While actual wait times may vary across the country and the averages may not represent the experience of every individual customer, our dedicated line/queue for direct deposit customers minimizes wait time for this service. 

· Comment #10:
Several commenters noted that SSA recently closed several field and regional offices, and that many of the field offices are understaffed, both of which will unduly burden the members of the public who have no Internet access and will need to travel to a field office to do business with SSA.  They want to know how SSA will handle that issue. 

SSA Response #10:
Since January 1, 2025, the agency has not permanently closed or announced the closure of any local field office.  From time to time, SSA must temporarily close a field office for reasons such as weather, damage, or facilities issues, and it reopens when the issues are resolved.  Press Release | Press Office | SSA

As noted above, we are committed to serving customers as quickly as possible, and our performance data is publicly available at Social Security performance | SSA.  Compared to service levels in February 2025, our overall performance across all channels is improving.

Also, beneficiaries and recipients can ask their bank or financial institution to use the automated enrollment (ENR) process.  Banks that offer ENR send updated direct deposit information directly to SSA, so no call or office visit is required.

[bookmark: _Hlk221263634]Comments on Fraud Justification:
· Comment #11:
Several commenters questioned SSA’s rationale for heightened identity proofing measures (which are not directly at issue in this information collection, but which prompted the SAP process discussed in this information collection).  Commenters expressed concern that SAP introduces burdens that are disproportionate to the scale of fraud and “fixes” a problem that doesn’t exist.  For example:

Several commenters cited SSA’s historically excellent record in preventing and stopping fraud.

Several commenters indicated that direct deposit fraud is rare.  CBPP stated that one source showed that in March 2024, SSA estimated that “2,000 beneficiaries had their direct deposits redirected” the year prior, representing a tiny fraction of 70 million beneficiaries and recipients.  Similarly, CBPP quoted an estimate that over $100 million in Social Security benefits are misdirected due to direct deposit fraud—again just a tiny fraction of the $1.5 trillion paid. 

Several commenters mentioned that that less than half of direct deposit fraud occurs by telephone.

One commenter asserted that some publicized fraud numbers are not accurate.
 
SSA Response #11:
As explained above, SSA narrowed the scope of the heightened identity-proofing policy in response to feedback and to better balance customer efficiency with fraud mitigation and integrity.  We think the current policy strikes that balance appropriately.

We have monitored cases of benefit misdirection through direct deposit changes for many years.  During 2023 and 2024, we observed a concerning spike in these cases, increasingly through phone transactions at levels we had not seen before.  That spike prompted several new measures as part of a targeted strategy to prevent bad actors from misdirecting benefits.  Even if the percentage of direct deposit fraud is small in relation to our total beneficiary population and total benefit paid, taking no action in the face of a concerning increase would abnegate our responsibility to beneficiaries and to the public that funds our programs.  Implementing the SAP process for direct deposit changes allowed us to continue serving beneficiaries by phone while adhering to our stewardship obligations.  As a result of all measures we implemented, direct deposit fraud is currently at an all-time low. 


· Comment #14:
A few advocates noted that the SAP process could actually increase fraud risks by unintentionally encouraging less secure behaviors or by pushing transactions online, which might actually be less secure.  For example:

Some commenters expressed concern that elderly or disabled beneficiaries may ask caregivers to help with online accounts, exposing credentials and passwords.

Advocates cited clients who would need to use public computers, which raises privacy risks; and clients without personal phones, who instead rely on insecure government-issued phones. 

Citing the statistic that less than half of direct deposit fraud happens by telephone, commenters deduced that more direct deposit fraud happens in other channels—thus redirecting customers to online or in person channels would not reduce fraud. 

SSA Response #14:

We offer a variety of service channels to address the different needs of different customers.  The SAP process allows us to continue offering telephone service while maintaining the heightened level of identity proofing appropriate for higher risk direct deposit transactions.  We encourage customers to use secure behaviors when interacting online.  Customers needing assistance should work with helpers like friends and relatives who they to keep their information safe, and those using public computers should make sure to log out of their account after use.  

Customers who choose not to use the SAP process can ask their bank to make the direct deposit change through automated enrollment (ENR) or can visit a local field office.  And some customers will qualify for the dire need exception, which permits a telephone direct deposit change without the SAP process.

We acknowledge that direct deposit fraud can also occur in online channels.  The SAP process is one feature in a larger strategy to combat direct deposit fraud across channels.  Around the same time we implemented the SAP process, we launched other direct deposit controls as part of that larger strategy.

[bookmark: _Hlk221263684]Comments on Costs, Benefits and Impact on SSA Performance 
· Comment #15:
Several commenters criticized SSA for implementing new identity-proofing policies without a cost-benefit analysis and would like SSA to do so now.  Commenters also questioned whether SSA’s request through the emergency clearance process was appropriate. 

SSA Response #15:  
We did not conduct a cost-benefit analysis for the SAP process.  As outlined above, the SAP process allows us to continue telephone as a service channel for direct deposit changes while maintaining the heightened identity proofing warranted in light of the observed increase in direct deposit fraud.  We determined the emergency clearance process was appropriate (we met with several advocacy organizations to discuss our plans prior to undergoing the emergency process) and are completing the full OMB approval process now. 

We did evaluate the use of SAP for the period beginning April 28, 2025, and continuing through June 15, 2025.  During this period, respondents were able to use the SAP process successfully more than 24,000 times to effectuate direct deposit changes by telephone.  We also evaluated task time and made several changes to improve the overall process.  For instance, direct deposit calls are now directed to a dedicated callback queue.  The answer rate for the dedicated queue is 98.6% and the average wait time to speak with an agent is 3.5 minutes.  Trained and experienced agents who handle the callbacks spend an average of 9 minutes speaking with callers and resolving their issues.

Based on preliminary volumes, we project that approximately 530,000 respondents will be able to use the SAP process successfully each year.  We estimate that approximately 26,000 respondents will fail this process each year, after spending an average of 6 minutes waiting to speak to an agent and 4 minutes to unsuccessfully attempt to use the SAP process.  We further estimate that approximately 2.1 million respondents will decline to use SAP and visit a field office for in-person identity proofing to make the direct deposit change.  These respondents will spend approximately 8 minutes completing this transaction and waiting 23 minutes, on average, to be served in a field office.  Finally, approximately 89,000 respondents will be granted an exception each year based on dire need circumstances and be allowed to conduct direct transactions over the phone without using the SAP process and spend 5 minutes completing the transaction. 

We will also explore other ways to offer strengthened identity proofing that could increase options in the future.

Comment #16:
Multiple commenters expressed concerns about the overall state of SSA service and the potential impact of new, heightened identity proofing, which commenters anticipated would degrade already strained services.  For example, several comments cited telephone wait times exceeding one to two hours along with frequent call drops or “no representative available” messages.  Commenters also cited reduced staffing and local office closings as adding strain.  Commenters expressed concern about the need for an appointment to make a direct deposit change if customers cannot successfully navigate the SAP process. 
  
SSA Response #16:
SSA is committed to improving service across all channels, and we have delivered on that commitment over the last year.  We monitor online, phone and field office performance indicators and publicly share results on our website:  Social Security performance | SSA. 

Rather than degraded service, our performance measures show:
· The average speed of answer for the National 800 Number is now in the single digits.
· Sixty-five percent more calls were answered in FY2025 compared to FY 2024. Technology improvements allowed 90 percent of calls to now be resolved via self-service or convenient callbacks.
· The average wait time for visitors at field offices decreased by nearly 30 percent from FY 2024 to FY 2025, and those with an appointment wait on average just six minutes to be helped. 

Notwithstanding these results, we recognize that overall wait times are just averages, and that individual customer experiences can vary.  To further reduce telephone wait times and improve service, we are implementing initiatives including transitioning to a unified cloud-based telephony platform, expanding self-service options, and optimizing workforce management. We are continuously evaluating service delivery, and we welcome specific feedback about disconnected or dropped calls, which helps us identify issues and implement improvements. 

Next, we reiterate that the agency has not permanently closed or announced the closure of any local field office.  From time to time, SSA must temporarily close a field office for reasons such as weather, damage, or facilities issues, and it reopens when the issues are resolved.  Press Release | Press Office | SSA

For customers who choose not to use the SAP process, we reiterate that an appointment is not required, although having an appointment results in faster service.  For walk-in customers, we have a dedicated direct deposit line/queue that provides faster service. 

· Comment #17:
Several advocacy organizations surmised that 8 minutes is an underestimate of how long it will take to complete the SAP process.  Commenters mentioned several steps in the process and the potential need for multiple calls; the potential need to independently create a my Social Security account; and the phone wait times generally.  Advocates also mentioned that even for those who already have my Social Security accounts, the process needs reliable technology and experience using it.  These advocates opined that it will be far more time-intensive even for tech-savvy members of the public.  Some commenters recommended user testing to more accurately assess burdens.
SSA Response #17:
We note that many of the comments questioning our burden estimates assumed the process we initially described, which we have now improved (for example, by instituting the dedicated callback queue staffed by experienced agents who are trained in helping customers navigate the SAP process).  We have updated our burden estimates based on internal time studies performed after making those improvements.  The answer rate for the dedicated queue is 98.6% and the average wait time to speak with an agent is 3.5 minutes.  Trained and experienced agents handle the callbacks and spend an average of 9 minutes speaking with callers and resolving their issues, including navigating customers through the SAP process (explaining the process, giving instructions, and answering questions).  For customers with limited technological experience or access, more time might be needed to be guided through the SAP process.  Overall, our current data shows that the dedicated queue method has been successful.  We will continue to monitor task time and update the process as appropriate. 

· Comment #18:  
A few advocates noted that in their experience, individuals who lack access to technology or Internet or have low tech literacy that choose to do business with SSA over the phone.  These advocates believe that 8 minutes is a significant underestimate for the time estimate for their clients who do not have my SSA accounts, and/or the technical savvy to use them to both create an account and then generate a PIN.

SSA Response #18:
The burden estimates are based on averages; we recognize that the process may take longer or shorter for some respondents.  Our burden estimates also recognize that some customers will be unsuccessful or choose not to attempt the SAP process.  Those customers can ask their bank to make the change for them; or can choose to visit a field office (with or without an appointment); or might meet the criteria for a dire need exception that allows them to make a direct deposit change by telephone without using SAP.  Per our current management information data, customers who request an exception for dire need situations over the telephone spend an average of 5 minutes explaining their request and receiving management approval for the exception.  

· Comment #19:
One commenter noted that our burden estimate did not adequately account for individuals who need to undergo identity verification in person at a local office, because visiting an office in person is time intensive and will take longer than the time we estimated.  

SSA Response #19:
Our updated burden estimates in #12 of the Supporting Statement reflect current management information, which we monitor for accuracy and update as needed.  For customers who complete identity verification at a local office, the average wait time is 23 minutes and the average time to complete the direct deposit update in person is 8 minutes.  Per our current management information, customers who request an exception for dire need situations over the telephone spend an average of 5 minutes explaining their request and receiving management approval for the exception. 

· Comment #20:
Some commenters cited a Center for Budget Policy and Priorities analysis indicating that more than 6 million people live more than 45 minutes away from a local office, meaning in-person visits could require more than 90 minutes in travel time.
 
SSA Response #20:
We did not include a separate estimate for travel time because we account for it elsewhere.  However, when we estimate travel time we use figures provided by OMB based on their analysis of field office locations and population centers based on census data.  We will consider the CBPP suggestions when we review travel time estimates.  

· Comment #21:
[bookmark: _Hlk221194896]One commenter questioned SSA’s accounting of psychological burden, indicating inadequate consideration of emotional burdens that could be associated with life changes that could have prompted the need for a direct deposit change.  The commenter gave examples like a beneficiary’s health may decline, requiring him to move closer to a family caregiver and get a new bank; the husband that managed a couple’s finances dies, requiring his widow to set up a new account of her own; a beneficiary’s bank account is compromised by identity theft, and she must change all of her financial accounts to regain control of them.  

SSA Response #21:
We appreciate this comment regarding difficult circumstances that may necessitate a direct deposit update and have updated the supporting statement to better capture this psychological cost.  In addition, we will consider these psychological costs under our information collections specifically for direct deposit.

· Comment #22:
One commenter noted that SSA estimates the annual cost to the Federal government at approximately $1,168,709,600, which seemed unreasonably high for an agency whose entire annual operating budget is about $14 billion.  The commenter suggested that the figure might have been an error and, if not, showed an extremely expensive new policy; either way the commenter thought the figure showed a rush to change. 

SSA Response #22:
We regret that the initially reported annual cost to the Federal government included a calculation error.  We have corrected the error in addition to updating other costs in our Supporting Statement, which now shows the annual cost to the Federal government as $14,522,655.

[bookmark: _Hlk221264495]Comments on Creating Other Pathways to Identity Verification
· Comment #23:
Several commenters urged SSA to offer more identity proofing methods offered suggestions, including mailing PIN numbers to registered addresses; use of identity verification services through the post office; and creating specialized call center staff trained to help users create online accounts.  Some commenters cited National Institute of Standards and Technology (NIST) guidance recommending multiple verification pathways and the importance of designing systems and services with the needs of people with disabilities in mind.

SSA Response #23:
We appreciate these suggestions and continue to explore other ways to offer strengthened identity proofing that could increase options in the future.  Our dedicated callback queue is staffed with agents who are trained to navigate customers through the SAP process, including creation of my Social Security accounts where applicable.  We also offer the dire need exception process. 

60-Day Comment Period Federal Register Notice (FRN):
The 60-day Comment Period began on July 21, 2025, and ended on September 19, 2025, at 11:59pm.  We received public comments on the 60-Day Comment Period FRN from a total of 15 commenters.  Of those, we received and posted 12 comments (which each consisted of the multiple points delineated below), and we did not post 3 comments (one duplicate comment, and two comments we received that were comments that did not pertain to this information collection – we will deal with those comments separately).  
Many of the comments we received during the 60-day comment period were duplicates, or almost exactly mirrored, comments we received on the Emergency FRN.  To the extent commenters repeated comments that we addressed above related to (1) scope of the policies; (2) technology access; (3) burden of traveling to field offices; (4) fraud justification; (5) costs, benefits and impact on SSA performance; and (5) burden estimates, we do not repeat the responses below.  We responded to new and different comments below:

Comments on Regulatory Compliance 
· [bookmark: _Hlk221263111]Comment #1:  
One commenter noted that SSA’s regulation under Section 20 CFR 401.45(b)1 of the Code of Federal Regulations allows an individual in person without documentation to certify in writing that they are the individual they claim to be; however, in the description of the SAP process, the note at the end states that if the individual does not “wish to create an account, the technician directs the respondent to find acceptable documents and return to the field office to present them in person.”  This commenter alleges that the SAP process requirement that an individual must present acceptable documents in person is contrary to the existing CFRs that allow an individual to attest their identity in writing.

SSA Response #1:  
Our regulations at 20 CFR 401.45(b)(1), governing requests in person, state, “If you make a request to us in person, you must provide at least one piece of tangible identification such as a driver's license, passport, alien or voter registration card, or union card to verify your identity. If you do not have identification papers to verify your identity, you must certify in writing that you are the individual who you claim to be and that you understand that the knowing and willful request for or acquisition of a record pertaining to an individual under false pretenses is a criminal offense.”  Because our regulation first requires individuals to provide tangible identification for in person verification of identity and only permits certification in writing as an exception to this requirement, there is no inconsistency with agency regulations if technicians first direct the public to bring identity documentation for in‑person field office visits.      

Even so, SAP only pertains to telephone requests for direct deposit, therefore, 20 CFR 401.45(b)(1) is not applicable to SAP.  Instead, 20 CFR 401.45(b)(2), governing telephone requests, applies to SAP.  This subsection of our regulation states, “If you make a request by telephone, you must verify your identity by providing identifying particulars which parallel the record to which notification or access is being sought. If we determine that the particulars provided by telephone are insufficient, you will be required to submit your request in writing or in person. We will not accept telephone requests where an individual is requesting notification of or access to sensitive records such as medical records.”  Since changes to direct deposit require respondents to submit sensitive financial information, we are using SAP to better secure the submission of these changes over the phone, consistent with 20 CFR 401.45(b)(2).

Comments on Miscellaneous Issues
· Comment #2:
One commenter noted that the text messages received for multi-factor authentications clearly state that “XXXX will NEVER call or text you for this code. DON’T share it.”  However, the process for SAP contradicts those guidelines by requiring the sharing of the code, suggesting fraudulent behavior.

SSA Response #2:
The text message codes are different than SAP codes. The SAP code screen within your my Social Security account, explicitly states that you are supposed to, “Only provide this PIN to the Social Security customer support technician you are speaking with. Do not share this PIN with anyone else.” 

· Comment #3:
One commenter noted that respondents who are afraid to do anything incorrectly when it could mean losing their SSA benefits, may not want to use the SAP and may prefer to talk to live technicians.  For many, talking to a real person is essential.

SSA Response #3:
We acknowledge that respondents contacting SSA over the phone to change their direct deposit information may be concerned for their benefits or may feel anxiety at having to complete the SAP process.  Direct deposit requests are routed to a dedicated callback queue and handled by live agents who are specially trained and experienced in assisting and guiding customers through the SAP process.  

· Comment #4:
One commenter opined that the dedicated link provided in the SAP procedure is not secure, as it does not have an “https” signifier.  Therefore, it may be blocked by some Internet providers.  This commenter would like to know how SSA will fix this issue.

SSA Response #4:
SSA uses secure https for our website.  The link posted in the FRN redirects to the https page.  
  
· Comment #5:
One commenter asked whether respondents’ accounts will be flagged for possible fraud, if callers can’t provide the SAP.  This commenter noted that the documentation is not clear on this point.

SSA Response #5:
No, a respondent’s account will not be flagged for possible fraud if callers cannot provide the SAP.

· Comment #6:
One commenter suggested that since address changes can be made over the phone using knowledge-based verification, direct deposit changes should also be allowed.

SSA Response #6:
As explained in more detail above, knowledge-based verification is known to be less secure and vulnerable to bad actors who can divert benefits from rightful beneficiaries.  We made heightened identity-proofing requirements applicable to direct deposit changes because the vast majority of benefit payments are made electronically; updating direct deposit information requires a higher level of security due to the sensitive nature of financial data.

· Comment #7:
Several advocates expressed appreciation for SSA’s responsiveness to feedback and willingness to adjust plans after SSA clarified that heightened identity proofing and use of the SAP process applied only to direct deposit changes.  One commenter indicated that the revised proposal strikes a balance between ensuring access to services and benefits and strengthening fraud prevention.  Another commenter was pleased to see that SSA decided to limit the use of SAP to direct deposit only, and they encouraged the agency to retain this limitation.

SSA Response #7:
We appreciate the comments and have no plans to require heightened identity proofing transactions beyond direct deposit. 

Comments on Ending Paper Checks 
· Comment #8:
Several commenters expressed concern that eliminating paper checks will increase the need for direct deposit changes at the same time that the SAP process is making those changes harder.  Commenters suggested a grace period for transition to paper checks and accommodations for individuals who cannot transition to electronic payments.

SSA Response #8:
In accordance with Executive Order 14247, Modernizing Payments To and From America’s Bank Account, the Department of the Treasury’s Fiscal Service (Treasury) requires that Federal payments be made electronically.  As a result, all Social Security beneficiaries or recipients must receive their payments electronically unless granted a waiver by Treasury. 
Treasury is responsible for determining if an individual is eligible for waiver; SSA has no involvement in the waiver process.

We understand the potential difficulties associated with eliminating paper checks and we encourage individuals to contact Treasury for a waiver if appropriate.  We also note that fewer than 250,000 paper checks are issued each month, reflecting that the affected population is small.  

30-Day Comment Period Federal Register Notice (FRN):
The 30-day Comment Period began on March 31, 2026 and will end on April 30, 2026, at 11:59pm.  We will review and respond to any public comments we receive during 30-day comment period FRN.  If we receive any comments in response to this Notice, we will forward them to OMB.
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