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Social Security Administration § 422.710 

§ 422.710 Procedures SSA will follow. 
SSA component(s) that plan to lis-

ten-in to or record telephone conversa-
tions under § 422.705(b) or (c) shall com-
ply with the following procedures. 

(a) Prepare a written certification of 
need to the Commissioner of Social Se-
curity or designee at least 30 days be-
fore the planned operational date. A 
certification as used in this section 
means a written justification signed by 
the Deputy Commissioner of the re-
questing SSA component or designee, 
that specifies general information on 
the following: the operational need for 
listening-in to or recording telephone 
conversations; the telephone lines and 
locations where monitoring is to be 
performed; the position titles (or a 
statement about the types) of SSA em-
ployees involved in the listening-in to 
or recording of telephone conversa-
tions; the general operating times and 
an expiration date for the monitoring. 
This certification of need must identify 
the telephone lines which will be sub-
ject to monitoring, e.g., SSA 800 num-
ber voice and text telephone lines, and 
include current copies of any docu-
mentation, analyses, determinations, 
policies and procedures supporting the 
application, and the name and tele-
phone number of a contact person in 
the SSA component which is request-
ing authority to listen-in to or record 
telephone conversations. 

(1) When the request involves listen-
ing-in to or recording telephone con-
versations for public safety purposes, 
the requesting component head or des-
ignee must identify the segment of the 
public needing protection and cite ex-
amples of the possible harm from 
which the public requires protection. 

(2) When the request involves listen-
ing-in to or recording telephone con-
versations for public service moni-
toring purposes, the requesting compo-
nent head or designee must provide a 
statement in writing why such moni-
toring is necessary for measuring or 
monitoring the performance in the de-
livery of SSA service to the public; or 
monitoring and improving the integ-
rity, quality and utility of service pro-
vided to the public. 

(b) At least every 5 years, SSA will 
review the need for each determination 
authorizing listening-in or recording 

activities in the agency. SSA compo-
nents or authorized agents involved in 
conducting listening-in or recording 
activities must submit documentation 
as described in § 422.710(a) to the Com-
missioner of Social Security or a des-
ignee to continue or terminate tele-
phone service observation activities. 

(c) SSA will comply with the fol-
lowing controls, policies and proce-
dures when listening-in or recording is 
associated with public service moni-
toring. 

(1) SSA will provide a message on 
SSA telephone lines subject to public 
service monitoring that will inform 
callers that calls on those lines may be 
monitored for quality assurance pur-
poses. SSA will also continue to in-
clude information about telephone 
monitoring activities in SSA brochures 
and/or pamphlets as notification that 
some incoming and outgoing SSA tele-
phone calls are monitored to ensure 
SSA’s clients are receiving accurate 
and courteous service. 

(2) SSA employees authorized to lis-
ten-in to or record telephone calls are 
permitted to annotate personal identi-
fying information about the calls, such 
as a person’s name, Social Security 
number, address and/or telephone num-
ber. When this information is obtained 
from public service monitoring as de-
fined in § 422.705(c), it will be used for 
programmatic or policy purposes; e.g., 
recontacting individuals to correct or 
supplement information relating to 
benefits, for assessment of current/pro-
posed policies and procedures, or to 
correct SSA records. Privacy Act re-
quirements must be followed if data 
are retrievable by personal identifying 
information. 

(3) SSA will take appropriate correc-
tive action, when possible, if informa-
tion obtained from monitoring indi-
cates SSA may have taken an incorrect 
action which could affect the payment 
of or eligibility to SSA benefits. 

(4) Telephone instruments subject to 
public service monitoring will be con-
spicuously labeled. 

(5) Consent from both parties is need-
ed to tape record SSA calls for public 
service monitoring purposes. 

(d) The recordings and records per-
taining to the listening-in to or record-
ing of any conversations covered by 
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this subpart shall be used, safeguarded 
and destroyed in accordance with SSA 
records management program. 

Subpart I [Reserved] 

Subpart J—Protecting the Public 
and Our Personnel To Ensure 
Operational Effectiveness 

AUTHORITY: Sec. 702(a)(4)–(5) of the Social 
Security Act (42 U.S.C. 902(a)(4)–(5)). 

SOURCE: 76 FR 54702, Sept. 2, 2011, unless 
otherwise noted. 

§ 422.901 Scope and purpose. 
The regulations in this subpart de-

scribe the process we will follow when 
we decide whether to ban you from en-
tering our offices. Due to increasing re-
ports of threats to our personnel and 
the public, we are taking steps to in-
crease the level of protection we pro-
vide to our personnel and to the public. 
The purpose of this subpart is to in-
form the public and our personnel of 
the conduct that will subject an indi-
vidual to a ban and the procedures we 
will follow when banning an individual 
from entering our offices. We expect 
that the regulations will result in a 
safer environment for our personnel 
and the public who visit our facilities, 
while ensuring that our personnel can 
continue to serve the American people 
with as little disruption to our oper-
ations as possible. 

§ 422.902 Definition of personnel for 
purposes of this subpart. 

We will construe the term ‘‘per-
sonnel’’ broadly to mean persons re-
sponsible for or engaged in carrying 
out the responsibilities, programs, or 
services of or on behalf of the agency. 
Personnel includes, but is not limited 
to, our employees, contractors, con-
sultants, and examiners and State dis-
ability determination services (DDS) 
employees, contractors, consultants, 
and examiners. 

§ 422.903 Prohibited conduct. 
We will ban you from entering our of-

fices if you: 
(a) Physically or verbally assault our 

personnel or a member of the public in 
our occupied space; 

(b) Use force or threats of force 
against our personnel or offices, includ-
ing but not limited to communicating 
threats in person or by phone, fac-
simile, mail, or electronic mail; 

(c) Engage in disruptive conduct that 
impedes our personnel from performing 
their duties; or 

(d) Engage in disruptive conduct that 
impedes members of the public from 
obtaining services from our personnel. 

§ 422.904 Notice of the ban. 
If an agency manager makes a deci-

sion in writing that you pose a threat 
to the safety of our personnel, visitors, 
office, or the operational effectiveness 
of the agency, we will send you a no-
tice banning you from our offices. The 
notice will contain the following infor-
mation: 

(a) Type of restriction. If we ban you 
from entering our offices, the ban will 
apply to all of our offices, and you 
must obtain all future service through 
alternate means. We will provide you 
in-person service only if you establish 
that there are no alternate means 
available. You must direct your re-
quest for in-person service to the man-
ager of the office you are requesting to 
visit. If we determine that an office 
visit is warranted, we will schedule an 
appointment for you and send you a 
certified letter notifying you of the 
date, time, and location of the appoint-
ment. 

(b) Prohibited conduct. We will provide 
you with specific details of the prohib-
ited conduct that served as the basis 
for our decision to ban you. 

(c) Alternate means of service. If you 
are banned from entering our offices, 
you still have several means to receive 
services: 

(1) You may use the online services 
available through our Web site at 
http://www.socialsecurity.gov; 

(2) You may call your local office. 
Your notice will include the contact in-
formation for your local office. You 
should ask to speak with the office 
manager or a supervisor; 

(3) You may call our national toll- 
free number at 1–800–772–1213 between 
the hours of 7 a.m. and 7 p.m., Monday 
through Friday. You should not at-
tempt to schedule an in-person ap-
pointment through this number. If you 
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