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The following represent frequently asked questions (FAQ’s) that will help you when assisting the public with Internet Social Security Benefit Applications (ISBA), Internet Disability Reports (IDR), and other online services/internet applications.

IDR FAQ’s:
What is the Time Limit to apply for SSI Benefits?
The applicant can complete the Adult and Child Disability Report online, but must contact a local office to complete the SSI application. In addition, here are some things they should consider when applying: 

· The Disability Report is not an application for SSI benefits. 
· The application can be completed in person or over the phone. 
· The applicant has 60 days from the date they completed the online disability report to file the application. 
Additional information about the application process can be obtained by calling our toll free number at 1-800-772-1213.

What is a Reentry Number?
After applicants provide their contact information, they will get a reentry number, which will allow them to return to the report after exiting or experiencing unexpected interruptions that remove them from the disability application. After reentering, they can begin where they left off.

How often can the applicant return to the Disability Report with a Reentry Number?
The applicant can return to the Disability Report as often as they choose. 

How long can the applicant stay in a page without getting disconnected?
There are time limits on each page. The applicant will receive a warning after 25 minutes of inactivity on a page, and be given an opportunity to extend their time on that page. After the third warning, they must move to another page or the time will expire and all the information on that page will be lost. Note: A warning will not be produced if the applicant has turned off JavaScript. And, after 30 minutes on inactivity on a page, they must proceed to another page or the disability report session will end, and the information on the last page will be lost. 

Can an applicant use the Reentry Number to return to the report after the session has been disconnected?
Yes. The user must wait 5 minutes, and then use the reentry number to return to the report. 

How often can the applicant return to the Disability Report with the Reentry Number, if they had already encountered sign in problems?
The online system will not allow the user to reenter an application after 3 unsuccessful attempts. Once this happens, it no longer is available. The applicant can, however, begin a new Disability Report and reenter the information.

How often can the applicant begin a new Disability Report?
The online system will allow no more than 3 Disability Reports on the same Social Security Number for the same type of report. If the applicant has exceeded that threshold, they will need to contact us.

Who should the applicant contact if they receive an error message?
The applicant should call the 800# or contact a Social Security office. Employees should follow the instructions on how to resolve Internet 

What is the proper method for the applicant to navigate around in the Disability Report?
To advance from page to page, the applicant must use the “Continue” button at the bottom of the page. To move backward, the applicant must use the Prior Page button at the bottom of the page.

IMPORTANT: APPLICANTS SHOULD NOT USE THE ENTER KEY TO NAVIGATE IN THE DISABILITY REPORT OR TO SELECT FROM DROP DOWN LISTS, OR USE THE BACK BUTTON ON THE BROWSER TO MOVE BACKWARD.

The applicant can also move around the report using the “TABS” at the top of page. Using a Tab takes the user to the first page of a section. If the Tabs are not "dimmed", they can use them to go to any section at any time. 

ISBA FAQ’s:
What is a Confirmation Number?
After the applicant fills in the Personal Identification Information screen, they will get a Confirmation Number. It allows the applicant to return to the report after exiting or experiencing an unexpected interruption that removes them from the application.

How long does an applicant have to wait before they can return to the ISBA application? 
After waiting at least five minutes, the applicant will be able to resume by selecting "Restart Your Incomplete Application" from the Social Security Claims page. They will need to enter their Social Security number and Confirmation Number to finish their application. 

What happens if the applicant loses their Confirmation Number?
If the applicant loses their Confirmation Number and has not completed the application, they can start a new application and be provided with a new Confirmation Number. The previous Confirmation Number will no longer be valid. 

OTHER FAQ’s:
Why are some applicants receiving the following pop-up message after entering their general information: "For $10 - paid by credit card, you can get a full history of this SSN"?
Usually this occurs because the user did not enter the disability report from socialsecurity.gov. They are often in another site that has a link to the i3368, and upon accessing that link they receive pop-ups while in the application. If you have received this kind of report from an applicant, re contact them to determine the path they are using to get to the i3368.

Why are some applicants receiving the pop up messages after entering an Internet application thru www.socialsecurity.gov? 
While most of these situations occur outside of SSA’s control, here are some of those possibilities:
· The user could have a hidden spy ware that checks the URL, and activates popup messages related to this site.
· The ISP provider is sharing network traffic with someone who is reading the target URL and sends the popup screen related to that URL.

What are the Hours of Operation for SSA Online Services? 
	Hours of Operation:
	(All times ET)
	5 AM - 11 PM on these holidays:

	Weekdays 5 AM - 1AM
Saturday 5 AM - 11 PM
Sunday 8 AM - 11:30 PM
	
	New Years Day 
Independence Day
Thanksgiving Day 
Christmas Day 


Hours for all other holidays are: 5 AM - 1 AM

What other applications and/or services can an applicant process online? 
If the applicant receives benefits, they can: 

· Change their address or telephone number. [image: image9.png]
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· Get a replacement Medicare Card. 
· Request a Proof of Income letter. 
· Get a Form 1099/1042S -- Social Security Benefit Statement. 
· Get a password when: 
1. They want password access to information about your benefits, 
2. Their password request code has expired, or 
3. They lost, forgot, or do not have their password or password request code. 
· Block online and automated telephone access to their personal information.

If the applicant has a password, they can: 

· Check their information and benefits. 

· Change their address or telephone number. 
· Request or change direct deposit. 
· Choose their password. 
· Change their password. 
