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[bookmark: _Toc135143656]Background

From March 17, 2020, through April 7, 2022, because of the Coronavirus (COVID-19) public health emergency, SSA encouraged the public to use our online and automated telephone services while we offered limited in-person services in field offices.  During this time, we noticed the burden on the public for the significant number of forms and paperwork we need to receive from respondents to process their applications.  While we were able to complete forms with the public through our personal interview process via telephone or video conference, we still needed to request the submission of evidence and some paper forms for which we have no other process.  The need to submit these forms to SSA via mail poses a significant burden on the members of the public doing business with us.  In addition, the increased volume of documents sent to our field offices overwhelmed SSA, who had limited staff on site to process the mail at that time.  We estimate that our field offices receive roughly 55 million pieces of mail each year, which equates to the agency spending 2,196 work years opening and scanning mail.  As it takes time away from working with the public for employees to open and scan each paper mail submission from the public, limiting the time the field office staff have to review and process those submissions or work directly with the public, SSA needs a way to lessen the burden on the public, as well as on the front-line employees and managers; allow staff more time to work with the public and process the information we receive; and modernize form submission and document intake.  Therefore, we are creating a new service called Upload Documents (eSubmit).

In addition, Executive Order (EO) 14058, Transforming Federal Customer Experience and Service Delivery to Rebuild Trust in Government, requires SSA to develop a mobile-accessible, online process so that any individual applying for or receiving services from SSA can upload forms, documentation, evidence, or correspondence associated with their transaction without the need for service-specific tools or traveling to a field office.  To comply with EO 14058, SSA created Upload Documents (eSubmit), which will allow respondents to upload and submit forms, documentation, and evidence to SSA electronically through the Internet or a mobile application.

Finally, Upload Documents (eSubmit) aligns with SSA’s Agency Strategic Plan (ASP) Goal to deliver services effectively and improve service delivery.  The ASP recommends a strategy of “increasing the use of online services.”  By redirecting individuals from mailing paper documents to our offices, to using an electronic upload tool like Upload Documents (eSubmit), the agency both expands the electronic service delivery channels available to individuals and encourages the use of online services, saving valuable employee time which staff can then use to help the public.

[bookmark: _Toc133323308][bookmark: _Toc135143657]List of Forms For Which We Included Both the Public Reporting Burden and Cost to the Federal Government Under Their Individual OMB Control Numbers

As stated in the Supporting Statement, respondents will use Upload Documents (eSubmit) to submit the following forms; however, as we already capture both the public reporting burden data and the cost to the Federal government for these forms under their respective OMB Control Numbers, we do not include that information under the Upload Documents (eSubmit) Information Collection Request. 

The following is a list of those forms we will accept through Upload Documents (eSubmit) that are OMB approved separately:
[bookmark: _Toc135143658]Release one:

	OMB Number
	Form Number
	Title

	0960-0144
	SSA-3441
	Disability Report – Appeal

	0960-0269
	HA-501
	Request for Hearing by Administrative Law Judge

	0960-0277
	HA-520
	Request for Review of Hearing Decision

	0960-0289
	HA-4632
	Claimant’s Medications

	0960-0292
	HA-4631
	Recent Medical Treatment

	0960-0300
	HA-4633
	Claimant’s Work Background

	0960-0578
	SSA-3369
	Work History Report

	0960-0579
	SSA-3368
	Adult Disability Report

	0960-0622
	SSA-561
	Request for Reconsideration

	0960-0681
	SSA-3373
	Adult Function Report


[bookmark: _Toc135143659]Release two:

	OMB Number
	Form Number
	Title

	0960-0001
	SSA-760
	Certification of Support

	0960-0009
	SSA-3
	Marriage Certification

	0960-0013
	SSA-8
	Application for Lump Sum Death Payment

	0960-0015
	SSA-521
	Request for Withdrawal of Application

	0960-0025
	SSA-7104
	Partnership Questionnaire

	0960-0037
	SSA-632
	Request for Waiver of Overpayment  Recovery

	0960-0037
	SSA-634
	Request for Change in Overpayment Recovery Rate

	0960-0038
	SSA-754
	Statement of Marital Relationship

	0960-0045
	SSA-795
	Statement of Claimant or Other Person

	0960-0046
	SSA-766
	Statement for Self-Employment Income

	0960-0061
	SSA-7156
	Farm Self-Employment Questionnaire

	0960-0064
	SSA-7157-F4
	Farm Arrangement Questionnaire

	0960-0120
	SSA-2512
	Military Service Federal Benefit Questionnaire

	0960-0160
	SSA-3885
	Government Pension Questionnaire

	0960-0189
	SSA-2935
SSA-8552
	Authorization to the SSA to Obtain Personal Information
Interview Confirmation

	0960-0229
	SSA-8000
	Application for Supplemental Security Income (SSI)

	0960-0247
	SSA-546
	Worker’s Compensation Public Disability Benefit Questionnaire

	0960-0347
	SSA-765
	Response to Notice of Revised Determination

	0960-0348
	SSA-769-U4
	Request for Change in Time/Place of Disability Hearing

	0960-0349
	SSA-789-U4
	Request for Reconsideration - Disability Cessation - Right to Appear

	0960-0395
	SSA-150
	Modified Benefit Formula Questionnaire

	0960-0398
	SSA-25
	Certificate of Election for Reduced Spouse’s Benefits

	0960-0444
	SSA-8001
	Application for Supplemental Security Income (SSI) (Deferred or Abbreviated Application)

	0960-0448
	SSA-2490-BK
	Application for Benefits Under a U.S. International Social Security Agreement

	0960-0460
	SSA-4178
	Marital Relationship Questionnaire

	0960-0461
	SSA-2574
	Information About Joint Checking/Savings Account

	0960-0474
	SSA-4162
	Childcare Dropout Questionnaire

	0960-0481
	SSA-2855
	Statement of Funds You Provided to Another, Statement of Funds You Received

	0960-0525
	SSA-7050-F4
	The Request for Social Security Earnings Information

	0960-0529
	SSA-5062
	Claimant’s Statement About Loan of Food or Shelter, Statement About Food or Shelter Provided to Another

	0960-0534
	SSA-773-U4
	Waiver of Right to Appear, Disability Hearing

	0960-0618
	SSA-1
	Application of Retirement Insurance Benefits

	
	SSA-2
	Application of Wife’s or Husband’s Insurance Benefits

	0960-0759
	SSA-4111
	Certificate of Election for Reduced Widow(er)’s and Surviving Divorced Spouse’s Benefits

	0960-0776
	SSA-640
	Financial Disclosure for Civil Monetary Penalty (CMP) Debt

	0960-0784
	SSA-44
	Medicare Income-Related Monthly Adjustment Amount-Life Changing Event

	0960-0801
	SSA-8510
	Authorization for the Social Security Administration to Obtain Personal Information


[bookmark: _Toc135143660]Public Comments on the Information Collection
a. [bookmark: _Toc135143661]60-Day Comment Period Federal Register Notice (FRN): 
The 60-day Comment Period FRN published on March 1, 2023, at 88 FR 13004.  The comment period began on March 1, 2023, and ended on May 1, 2023, at 11:59pm.  We received a total of 1 public comment from a single public entity on the 60-day comment period FRN and posted that public comment on Upload Documents (eSubmit).  The following contains a summary of the comments within the overall public comment we received as well as SSA’s responses:

· Comment #1:  The commenter urges SSA to prioritize incorporating user experience research, language accessibility, and access by an authorized representative throughout the eSubmit introduction and implementation process, and to ensure that existing “low tech” means of access remain available to those who cannot or prefer not to engage with SSA electronically.

SSA Response:  SSA conducted rigorous user experience design testing with a diverse audience of capabilities and prior experience.  Further, we tested the designs to meet Section 508 compliance.  Regarding appointed representatives use of Upload Documents (eSubmit), SSA's initial implementation will only be offered to individuals submitting forms on their own behalf.  We will explore expansion of Upload Documents (eSubmit) to third parties and authorized representatives submitting on behalf of individuals at a later point.  In the meantime, SSA will continue to maintain all existing service delivery options for respondents, including “low tech” means to access our forms and submit them to SSA.

· Comment #2:  The commenter notes that SSA’s existing process of seeking additional information from SSI applicants is cumbersome and can be inefficient:  sending a hard‑copy letter via the postal service, which applicants must answer by return mail or an in-person office visit, is time consuming, burdensome, and expensive.  While the positive impacts of this move towards modernization are plain, the commenter is concerned with technological access and usability for all of SSA’s respondents.  They note that the COVID-19 public health emergency also highlighted a stark generational divide in technology access, as older adults struggled to navigate the very technology that was suddenly critical to survival.  This technologically underserved population are the people most likely to need to use the eSubmit system.  The commenter requests that SSA take this population into account when developing and implementing this new system.

SSA Response:  SSA conducted rigorous user experience design testing with a diverse audience of capabilities and prior experience, including older adults.  Further, we tested the designs to meet Section 508 compliance, and also tested the screens for ease of use.  In addition, as mentioned above, we will continue to offer other means for the public to submit information to SSA for those who struggle to use the new system.

· Comment #3:  The commenter suggests SSA works to ensure a usable and accessible system by taking the following steps to allow eSubmit to succeed broadly and avoid deepening the digital divide:  (1) develop an accessible interface, including through the incorporation of user experience research; (2) provide multilingual options for eSubmit, including, but not limited to, a Spanish language version; and (3) allow for access by authorized representatives of beneficiaries and applicants.  They further suggest incorporating customizable text; colors with good contrast; large links, buttons, and controls; understandable content; and clear notifications and feedback.

SSA Response:  SSA thanks the commenter for this input.  In response to each step outlined above, we offer the following responses:  

(1) As mentioned above, SSA conducted rigorous user experience design testing with a diverse audience of capabilities and prior experience, and we tested the designs to meet Section 508 compliance.
(2) Regarding multilingual options, SSA's initial implementation of Upload Documents (eSubmit) will only be in English; however, we will explore alternative language and LEP options at a later point.
(3) Regarding appointed representatives use of Upload Documents (eSubmit), for the initial implementation, we will only offer use of the system to individuals submitting forms on their own behalf.  We will explore expansion to third parties and authorized representatives submitting on behalf of individuals at a later point.  
(4) In terms of the commenter’s further suggestion for user customization, we are not currently considering this option; however, if we may consider them in the future, if those user customization options meet Section 508 compliance.

· Comment #4:  The commenter reiterated that SSA serves an increasingly diverse customer base which calls for policies and practices tailored to address diverse language needs.  They also note that a large number of SSA respondents have limited English proficiency.  The commenter encourages SSA to do more with its online portals (including ePFT, the iClaim, and iAppeals), which are currently only available in English.  They would like to see SSA create a multilingual content for eSubmit and other SSA portals consistent with the guidelines provided at LEP.gov.

SSA Response:  As mentioned above regarding diverse language needs, SSA's initial implementation of Upload Documents (eSubmit) will only be in English.  However, we will explore alternative language and LEP options at a later point.

· Comment #5:  The commenter also revisited their suggestion that SSA open eSubmit for use by representative payees on behalf of their beneficiary or applicant for whom they work.  They note the fraud component and suggest that SSA allow for these representatives to have access to authentication, as well, so they can use eSubmit on behalf of the claimants they represent.

SSA Response:  As we mentioned previously, for SSA's initial implementation, we will only offer the use of Upload Documents (eSubmit) to individuals submitting forms on their own behalf.  However, we plan to explore the expansion to representative payees submitting on behalf of people they represent at a later point.

· Comment #6:  The commenter notes that adjusting to a new web-based system may prove difficult for older respondents, and those who experience homelessness.  They suggest that this adjustment could cause anxiety and concern for these respondents; therefore, the commenter recommends that SSA retain in person appointments, the use of the US postal service to submit documents, and all other currently existing methods of doing business with SSA, and ensure these methods remain robust for those respondents who prefer them.

SSA Response:   SSA will continue to maintain all existing service delivery options.
b. [bookmark: _Toc135143662]30-Day Comment Period Federal Register Notice (FRN): 
The 30-day Comment Period FRN published on May 18, 2023, at 88 FR 31838.  The comment period began on May 18, 2023, and will end on June 20, 2023, at 11:59pm.  We will review and respond to any public comments we receive during the 30-day comment period FRN.  If we receive any comments in response to this Notice, we will forward them to OMB.

[bookmark: _Toc135143663]Round 1 Usability Testing/Evaluation Held from 10/26/22 – 10/28/22: 
SSA conducted usability testing on Upload Documents (eSubmit) with the intended goal to have users evaluate the design for comprehension, prioritization of information, and to uncover opportunities for improvement based on the information collected.  Additionally, SSA collected the time on task to ensure we had management information date on the time burden on the public for this new information collection.

We conducted nine moderated usability tests with public users on an Upload Documents (eSubmit) prototype that included a series of tasks within a scenario.  These members of the public varied in age, race, birth gender, birth identity, ethnicity, and education.  Approximately 88% of these users completed the testing with Upload Documents (eSubmit) on a laptop or desktop computer.  All of these users stated that Upload Documents (eSubmit) was easy to use and felt confident in providing the SSA technician with consent to receive an email from SSA with the link to Upload Documents (eSubmit).  Most users expected a way to access Upload Documents (eSubmit) through our www.ssa.gov website or through their mySSA accounts and were surprised that this was not the case.

Our usability testing also showed that some users had difficulty finding and accessing the link from the email.  In addition, most users expected more information in the email on what they would need to submit to SSA through Upload Documents (eSubmit), including specific information about the requests and dates.

Findings:

· While the Sign In page is out of scope, users expressed that they felt comfortable to proceed using existing credentials or by creating a new account.
· Several users expected to see examples of types of evidence that are acceptable and are specific to the request.
· A couple users read the information notice but did not reference the paper notice during the evaluation.
· Some users struggled with navigating from the PDF tab back to the dashboard.
· If users needed an extension on their requests, they would contact SSA.

Recommendations

· Include SSA branding and contact information in the email to bolster trustworthiness and communication.
· Include a way to access Upload Documents (eSubmit) on ssa.gov and in mySSA.
· Include leading information and enhance the action (Upload Documents (eSubmit) link) in the email.
· Add more details in the email, including specific information about the requests and dates.
· Format email as HTML to support enhancements.
· Provide examples of acceptable and non-acceptable evidence under instructions so that users can differentiate requests.
· Add more detailed instructions about the PDF link.
· Provide instructions on how to request a deadline extension.
· Usability test a force download option for the PDF form.
1. 
Note:  We provide more information on our usability testing in the following document:



[bookmark: _Toc135143664]Round 2 Usability Testing/Evaluation Held from 4/24/23 – 5/5/23:
SSA conducted the second round of usability testing on Upload Documents (eSubmit) with the intended goal to have users evaluate the most recent design with an emphasis on ease of navigation and the user’s ability to upload and sign documents.

We conducted fifteen moderated usability tests with public users on an Upload Documents (eSubmit) prototype that included a series of tasks within a scenario.  These members of the public varied in age, race, birth gender, birth identity, ethnicity, and education.  All participants completed the testing with Upload Documents (eSubmit) on a laptop or desktop computer.  

Our usability testing showed that most users experienced difficulty with PDFs opening in a new browser tab.  Additionally, most users reported issues with the upload process, specifically, they did not understand how to save a PDF and return to the upload page to upload it.

The UXG team evaluated three slightly different designs (designs A, B, and C) of the initial upload page. As discussed in the below findings, one design clearly performed better, design C.

Findings:

· Regarding PDF opening in a new browser tab, with designs A and B the following issues were observed:
· Most users expected when they opened the PDF it was an online form they were submitting.
· Most users looked for a submit and/or save button at the bottom of the PDF form.
· Most users could not figure out how to save the PDF document.
· Most users were not confident navigating browser tabs in general and had issues returning to the upload page.
· Some users assumed the PDF form saved automatically.
· Some users were not familiar with using browser tabs.
· The above issues decreased with design C.

· Regarding the upload process, with designs A and B the following issues were observed:
· Most users did not understand how to save the PDF and return to the upload page to then upload.
· Most users were confused about where they were in the process when the PDF opened in a new tab.
· Most users did not read the instructions.
· Most users clicked on the PDF link before reading the remaining instructions.
· Most users did not understand the steps involved with uploading documents.
· Some users potentially did not see/read ‘choose files’ text in the file input component.
· The above issues decreased with design C.

Recommendations

· Update Upload Documents (eSubmit) screen design to incorporate design C, which includes layout updates, visual updates to the upload component, updated labels, the inclusion of step numbers and language updates to the instruction text.

Note:  We provide more information on our usability testing in the following document:
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USABILITY
TESTING
10/26/2022 – 10/28/2022


The UXG completed research efforts for the Social Security 


Administration’s eSubmit by conducting usability testing. 


The intended goal was to have users evaluate the design 


for comprehension, prioritization of information, and to 


uncover opportunities for improvement based on the 


information collected. Additionally, the UXG collected the 


time on task for the Paperwork Reduction Act.







USERS
Nine moderated usability tests were conducted with 


public users on an eSubmit prototype that included a 


series of tasks within a scenario.


User Demographics
Varying in age, race, birth gender, birth identity, ethnicity 


and education.


User Facts


88%
would use eSubmit on 


a laptop/desktop 


100%
stated eSubmit


was easy to use


67%
favored the URL: 


esubmit.ssa.gov


CHALLENGES
UXG experienced challenges with the recruited 


participants, including:


• Cancelled and rescheduled sessions


• Late arrivals


• Underprepared participants; not having 


Zoom installed in advance of the session


UXG team members experienced technical issues 


with Zoom, including dropped calls which resulted 


in gaps in recordings.


A couple of users struggled to role-play the 


scenario, making it a challenge for them to 


complete the tasks as the character.







THE SCENARIO
Users were asked to role-play the following scenario:


Your name is Pat, and you are forty-three years old. You worked as a 


warehouse forklift driver for 15 years, up until last year when you had 


an accident at work and seriously injured your foot. You received 


short-term disability payments and then workers’ compensation from


your company. You were informed the latter


will expire in December of this year, and you should apply for


Social Security Disability benefits.


You had an appointment at SSA last week with Tiffany,


a local SSA Claims Specialist, who helped you complete


the application for disability benefits. However, this


morning you received a phone call from Tiffany,


and she stated additional items are needed and


asked your consent to send you an email. You


received an email.







EMAIL INBOX Findings
▪ All users felt confident in providing the SSA technician 


consent to receive an email.


▪ Most users expected to see SSA branding and contact 
information in the email.


▪ Some users felt that the phone call from the technician 
provided legitimacy of the email.


▪ Most users expected a way to access eSubmit on ssa.gov 
and/or their mySSA account.


▪ The action in the email (eSubmit link) was not evident to a 
couple of users.


▪ Users expected to see more details in the email, including 
specific information about the requests and dates.







EMAIL INBOX
Continued


From the Users
“In the email, they should list the items they are asking for, for 
preparation.”


“To get access to eSubmit again, I would contact SSA.”


“Is this a legit email?”


Recommendations
▪ Include SSA branding and contact information in the email 


to bolster trustworthiness and communication.


▪ Include a way to access eSubmit on ssa.gov and in mySSA.


▪ Include leading information and enhance the action 
(eSubmit link) in the email.


▪ Add more details in the email, including specific 
information about the requests and dates.


▪ Format email as HTML to support enhancements.







SIGN IN Findings
▪ While the Sign In page is out of scope, users expressed that 


they felt comfortable to proceed using existing credentials 
or by creating a new account.


Recommendations
▪ No recommendations







TERMS OF SERVICE
Digital Identity (DI) Terms of Service and 
eSubmit Terms of Service


Findings
▪ Users felt the eSubmit Terms of Service was redundant 


and too much like the DI Terms of Service. 


From the Users
“This is the same as the previous page.”


Recommendations
▪ Create an overall strategy on consolidating the Terms of 


Services to avoid redundancy.


▪ Reconsider placement of the “Going Green” statement on 
DI Terms of Service to avoid confusion (e.g., statements 
being in eSubmit).







PRIVACY POLICY Findings
▪ Privacy Act Statement text was not provided to UXG 


prior to usability testing. Therefore, placeholder (Lorem 
Ipsum) text was used and not properly tested with 
users.


Recommendations
▪ Usability test the Privacy Act Statement language.







IDENTITY PROOFING Findings
▪ Most users would select the “contact us” link if they


required any changes to their information.


▪ Users expected to be able to edit their information on the 
page.


From the Users
“Why can’t we make changes here?”


“I don’t like that it says to call SSA at all. I would rather just be 
able to change this information on the page.”


Recommendations
▪ Create an overall, more comprehensive Digital Identity 


strategy for the SSA to allow users to manage their own 
information.







eSUBMIT DASHBOARD
First request


Findings
▪ Several users expected to see examples of types of 


evidence that are acceptable and are specific to the 
request.


▪ A couple users read the information notice but did not 
reference the paper notice during the evaluation.


▪ Some users struggled with navigating from the PDF tab 
back to the dashboard.


▪ If users needed an extension on their requests, they would 
contact SSA.


From the Users
“I guess showing what documents are acceptable would be 
helpful.”


Recommendations
▪ Provide examples of acceptable and non-acceptable 


evidence under instructions so that users can differentiate 
requests.


▪ Add more detailed instructions about the PDF link.


▪ Provide instructions on how to request a deadline extension.


▪ Usability test a force download option for the PDF form.







SSA-3369 FORM Findings
▪ While the actual form itself was out of scope, all users 


scrolled to the bottom of the form looking for a submit 
button.


▪ Most users did not understand that they needed to save 
the PDF, fill it out, and upload it.


From the Users
“I assume I can fill this out on screen.”


“How do I get out of here [PDF tab]?”


“It should say submit at the end. There must be a link at the 
bottom of the page.”


“I would think there is some link that states the form is done 
and ready to submit.”


Recommendations
▪ No recommendations







eSUBMIT DASHBOARD
Second request


Findings
▪ Upon returning to the dashboard, some users did not 


notice the second request at first. However, there were 
some users that did not notice at all.


From the Users
“I would sign out because I already completed the form.”


“There are many forms that could be needed. What needs to 
be uploaded should be clearer.”


“If there was an exact name of the Workers’ Comp document, 
that would clear up any confusion. A clearer document name.”


Recommendations
▪ Provide a clear indication of number of open and closed 


requests.


▪ Send follow-up emails to remind the user about any
remaining requests.







SUCCESS ALERT Findings
▪ All users understood that their request has been submitted 


and successfully navigated back to the dashboard.


▪ Some users would expect to receive a confirmation email 
from SSA.


From the Users
“I would like more information on the process. It would be 
reassuring.”


“I might like to know if there’s someone assigned to my case. Is 
there additional information I can get?”


“The date and time stamped here confirms it’s been 
uploaded.”


“I assume I’ll receive an email that they’ve received it.”


Recommendations
▪ Provide on-going automated communication (paper and/or 


email) regarding submission details and status changes.


▪ Inform users of remaining open requests and prompt them 
back to the dashboard. 







SIGN OUT MODAL Findings
▪ Most users would stay signed in or walk away after 


completing the task.


▪ Users did not have any issues with the sign out modal, 
however, they are not likely to experience it.


From the Users
“Me personally, I think [the Sign Out message] could be 
worded better.”


Recommendations
▪ Add a “Save Progress” option.


▪ Determine notifications if user attempts to leave or 
navigate away from application prior to submission.


▪ Collect analytics on which specific pages users abandon 
(exit) the website.







ERROR ALERT Findings
▪ Most users understood how to correct the error and 


replace the document.


▪ Most users had an idea of how to reduce the file size.


▪ All users have a way in which to digitize documents. Sixty 
seven percent (67%) of users would use a scanner/printer.


▪ A few users would use their smartphone to take a picture 
of their document, email it to themselves, and use their 
desktop to upload to eSubmit.


From the Users
“I would try to find software to compress the file size and 
reupload.”


“I would think that I need to break them [files] up into multiple 
files to make multiple smaller sized files.”


“Over limit error makes me frustrated!”


Recommendations
▪ Provide clear instructions on how to reduce the file size.


▪ Increase the file size limit based on analytics/feedback 
collected after release to avoid frustration and burden on 
the users. Use caution decreasing the individual file size 
limit and having a total file size limit.







eSUBMIT DASHBOARD 
No/expired requests


Findings
▪ All users understood that they do not have any open 


requests at this time.


Recommendations
▪ No recommendations







eSUBMIT DASHBOARD
Past requests


Findings
▪ Some users did not acknowledge past requests.


▪ Some users did not understand that they needed to 
navigate to past requests to view their submitted requests 
and/or did not understand the tab styling.


▪ Some users expected to see more information (what is 
next, status update) regarding the documents they 
submitted.


▪ Most users felt uneasy with the status “closed”.


From the Users
“When I see ‘Closed’ status, it makes me nervous.”


“It’s not an open or past request, so maybe it should say 
‘Pending Request’.”


Recommendations
▪ Update status column in table as the submission status 


changes.


▪ Determine status labels based on user feedback in 
combination with SSA language.


▪ Provide definitions of statuses.







TEST METRICS
Highest rates of difficulty/failure were encountered with the understanding of the dashboard cards.


No issues Difficulty Fail


22%56% 22%


Dashboard Request (card) #1:
Form SSA-3369 Work History Report


While the dashboard was the most common 
point of difficulty/failure for the users, the 


UXG believes that providing additional 
instructions, and supporting information and 
cues to the requests (cards) will improve the 


challenges users experienced.


CONCERN


Success submitting documents
vs.


Success submitting the correct documents


   33%


Dashboard Request (card) #2:
Workers Compensation Documentation







TIME ON TASK
The UXG completed a time on task starting on the email, including the request for the Form SSA-3369: Work 


History Report and ending on the success page. The user was not timed during their interaction with the form.


Average approximate time 
spent on the time on task:


High-comprehension users:
5 minutes


Low-comprehension users:
9 minutes


All users: 6 minutes


Tick.
Tock.


Average approximate time spent 
on the request (one card) itself, 
determined by the same time on 
task:


All users: 1 minute


Based on the usability testing and the details mentioned, the UXG recommends updating the Paperwork 
Reduction Act language to: We estimate that it will take about 5 – 10 minutes per submission to read the 


instructions, gather the facts, and submit documents.


Furthermore, the UXG believes that once the task is learned, the time on task should decrease.







AVERAGE RANKING
From the Users: Average ranking of the application after use 


On a scale of 1-10 where 1 is extremely difficult to use and 10 is 
extremely easy to use, how would you rank your experience of 


completing the task?


8.7


Compared to averages of other usability tested SSA applications


6.91 8.8 9.25 9.25







Priorities
The UXG recommends prioritizing the following issues to improve the usability of the eSubmit application:


Page Title Recommendation


Email Inbox Include SSA branding and contact information in the email to bolster trustworthiness and communication.


Email Inbox Include a way to access eSubmit on ssa.gov and in mySSA.


Email Inbox Include leading information and enhance the action (eSubmit link) in the email.


Email Inbox Add more details in the email, including specific information about the requests and dates.


Email Inbox Format email as HTML to support enhancements.


Terms of Service Create an overall strategy on consolidating the Terms of Services to avoid redundancy.


Terms of Service Reconsider placement of the “Going Green” statement on DI Terms of Service to avoid confusion (e.g., 
statements being in eSubmit).
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User Research for eSubmit 
The Social Security Administration (SSA) User Experience Group (UXG) continued user research efforts for 
eSubmit by conducting usability testing. These tests intended to evaluate the current PI2 design and uncover 
opportunities for improvement based on user feedback. 


Methodology 
The UXG conducted remote usability tests via Zoom screen sharing. Each research session lasted for 
approximately 1.5 hours. Test scenarios with open-ended questions were created in collaboration with the 
eSubmit product team members. Following the research, the UXG analyzed the collected feedback and 
identified the most critical improvements. 


Participants 
The UXG evaluated our designs with 15 participants of various ages, education and geographical locations 
recruited by our third-party vendor. 


Challenges 
The UXG did not experience any major challenges. 


High-level Findings  
These are only the high-level findings and do not include our detailed findings that will be completed next. 
 
Design A 
The UXG conducted the first five usability tests with our initial upload page design (Design A) where users 
experienced usability issues (see Usability Issues section below). 
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Design B 
The UXG updated the file input component design based on new updates included in the UEF storybook. These 
updates included a darker dashed border and a light blue hover state. We tested the updated design (Design B), 
and it had no impact on user performance. 
 


 


 


Design C 
Since the upload page design was still not performing well, we made minor changes to the layout and language 
on the upload page based on initial user feedback and our observations. These changes included new labels, 
instructions, and the addition of numbers on the labels. Based on the number of remaining participants, we saw 
an opportunity to evaluate an alternate design aiming to obtain a higher success rate, and to save additional 
time and effort. The updated design (Design C) yielded better results, but there are still opportunities for 
improving the user experience. 


 
 


 


 


 


 







eSubmit High-level Findings | May 5, 2023 


3 
 


Usability Issues 
 
PDF Opening in a New Browser Tab 
The PDF opening in a new browser tab caused users confusion, frustration, and difficulty in completing the task. 


USABILITY ISSUE 
DESIGN 


A B C 
Most users expected once they opened the PDF it was an online form they were submitting. 
 x x  


Most users looked for a submit and/or save button at the bottom of the PDF form. 
 x x  


Most users could not figure out how to save the PDF document. 
 x x  


Most users were not confident navigating browser tabs in general and had issues with returning 
to the upload page. 
 


x x  


Some users assumed the PDF form saved automatically. 
 x x  


Some users were not familiar with using browser tabs. 
 x x  


 


Upload Process 
The upload process caused users confusion, frustration, and difficulty in completing the task. 


USABILITY ISSUE 
DESIGN 


A B C 
Most users did not understand how to save the PDF and return to the upload page to then 
upload. 
 


x x  


Most users were confused about where they were in the process when the PDF opened in a 
new tab. 
 


x x  


Most users did not read the instructions. 
 x x  


Most users clicked on the PDF link before reading the remaining instructions. 
 x x  


Most users did not understand the steps involved with uploading documents. 
 x x  


Some users potentially did not see/read ‘choose files’ text in the file input component. 
 x x  
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Key Takeaway from High-level Findings 
 
     The original PI2 design (Design A and B) did not perform well for all users in usability testing. Process 
     and/or design changes are required to minimize usability issues and risks. 
 


 
Additional Information 


For context, additional information should be taken into consideration when reviewing these findings. 


• The PI2 designs were based on a proof of concept and were considered finalized prior to the creation of 
PI2 user stories. 


• Due to time constraints, user research such as user interviews and comparative analysis on upload 
and/or document submission processes were not completed prior to this round of usability testing. 


• During discovery, it was determined that this process flow is cumbersome and digitizing the forms were 
highly recommended by the product team. 


• Changes made to the design during usability testing were determined by level of effort and time 
constraints and were made incrementally to determine impact. 
 


Next Steps 


STEPS DATE(S) 
The UXG will continue synthesis/analysis of the findings. 
 


05/08/2023 — 05/19/2023 


The UXG will create a detailed findings and 
recommendations report and present to the product team. 
 


05/22/2023 


The UXG and product team will prioritize the findings and 
recommendations to determine which items to backlog 
based on level of effort and usability risk. Once those 
decisions are made, the UXG can prioritize design updates. 
 


05/23/2023 


The UXG will make design updates based on the previous 
step. 
 


After 05/23/2023 – TBD 
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